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RCI’S “REAL-TIME” LEARNING

introduction
Welcome! We are delighted that you are taking this course. We believe, “if you increase your learning
and you will increase your earning.” We have designed RCI’s “Real-Time” Learning in four niches:
★★
★★
★★
★★

Leadership
Customer Service
Sales
Personal Development

Most modules can be completed in a approximately 30 minutes or less to give you the help you need
when you need it. Each contains practical and proven value that you can apply today. Sound learning
theory supports each competency. Each is organized in three parts:
1. Self-assessment (5-8 minutes)...measure it!
2. Article (5-6 minutes)...study it!
3. Video and Application questions (10-15 minutes)...reinforce and apply
it!
We encourage you to engage our other modules. All the skills and approaches in a niche reinforce one
another. All learning to be useful must result in positive behavior or strategy changes. At the end of this
module review the other resources available. We wish you the best of success-now accelerate your
career!

Positively ,
Rick Conlow
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C O M M U N I C A T I N G P O W E R F U L L Y A N D P O S I T I V E L Y WITH YOUR TEAM

assessment
➜

I...

INSTRUCTIONS: Positive leadership communication is a must today. Managers who do this
succeed, those who don’t fail. Here are 20 behavioral actions to benchmark yourself. Use a scale
of 1-5. Mark a 1 if it is very infrequently like you, 5 means it is very frequently like you. Answer as
you think others would see you, not how you would want to be.

1.

learn the names of people I work with and key
things that are important to them.

2.

make an effort to greet my team and others
positively every day.

3.

hold regular positive team meetings.

4.

ask for input and use some or all of it.

5.

conduct regular coaching sessions with each employee on my team.

6.

am good at asking probing questions that help
me understand an employee's situation and
needs.

7.

am a good listener.

8.

give liberal recognition to my team.

9.

stand up for my team.

10.

deal with performance issues quickly and
constructively.

11.

clarify team goals and priorities regularly.

12.

involve my team in planning sessions.

13.

have a sense of humor.

14.

willingly admit mistakes.

15.

celebrate team wins and give them the credit.

16.

set high standards and expectations.

17.

forge positive working relationships with other
departments and employees.

18.

provide my team with on-going learning and

19.
20.

Strengths
(List 3 of your highest rated areas)

Areas to Improvement
(List 1-2 of your lowest rated areas)

training.
walk the talk, and lead by example.
am an excellent communicator.
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RCI’S “REAL TIME” LEARNING

COMMUNICATION ISN’T A
TWO-WAY STREET
Former Abercrombie and Fitch Ceo Mike Jeffries said, “Candidly, we go
after the cool kids. We go after the attractive all-American kid with a great
attitude and a lot of friends. A lot of people don’t belong [in our clothes],
and they can’t belong.” Communication like this drives employees and
customers away in droves. (Eventually because of this comment and
others that alienated many people, business declined significantly
and Jeffries was forced to resigned.) Communication is more than a
two-way street. I believe that at work the leader is 100% accountable
for authentic communication. It’s all about positive influence which
requires effective communication.
Performance issues, workplace conflicts, and employee disengagement often are the result of poor
leadership communication. Usually it’s because the manager pontificates, doesn’t listen, and avoids
involving the other person or the team. Often the ego gets in the way. So today, vitally communicate
with your team. Leadership is a high contact sport. While the actions below may seem painfully obvious,
employee disengagement studies prove otherwise. These are people skills or the emotional intelligence
skills that separate poor leaders and the great ones.
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•

Say ‘hello’ to each person during the day sometime
and use their name.

•
•

Plan with your team.
Compliment an employee in front of a coworker.

•

Check in: “How are YOU doing?”

•

Praise an employee’s progress.

•

Take the time to coach.

•

Listen to an employee’s concern.

•

Involve them in value-added training.

•

Encourage your team.

•

Celebrate a victory together.

•

Clarify goals/priorities while setting high

•
•

Make a constructive decision on a request.
Deal with poor performance constructively,

standards.

honestly, but quickly.

•

Validate an employee’s idea.

•

Facilitate an effective meeting that’s more

•

Admit a mistake.

dialogue than monologue.

•
•

Give your team the credit for a win.
Express enthusiasm for your team and its

•

Be available for a question.

•

Clarify a concern about priorities.

•

Share key information.

•

SMILE once in a while!

•

Have your team’s back.

•

Have some fun!

•

Make time to discuss a problem.

•

Be more positive, not negative!

mission.

While there are many other actions to take, you get the idea. Genuine communication like this creates
respect and trust. Yes, it’s similar to the Golden Rule. Give other people what they want, and you will

get what you want. It also builds positive working relationships. Communicating constructively isn’t
just about what you say. It’s more about what you do about what you say. Do you walk the talk? Do
you follow-through? Are you acting with integrity? If you do you win employees’ hearts and minds.
And, they become a high performing team. However, in too many places this seems to be rare
nowadays. Why not do these every day, seamlessly, in the midst of the whirlwind of work? This isn’t
an assignment. These kinds of actions are more than management--it’s servant leadership.

Is your company going
through significant change?
See this complimentary eBook
Changing
Change Management
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Do you want to learn how
to be a one of the best
leaders? If so, I suggest you
check out our new book
Superstar Leadership
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THE “ONE” LEADERSHIP THING FOR COMMUNICATING MORE EFFECTIVELY

training video
In this training video you will learn:
• Why positive communication is important.
• Examples of positive communication.
• The bottom-line to communicating well

review questions
1. What have you learned or relearned in this module about communicating well? (Review your
learning with one other person)

2. List three ways you will improve your communication today.

“The person who delivers genuine exceptional service is a rare gem.”
RICK CONLOW
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about rick conlow
I’ve been in your shoes, I was a manager just like you may be now. I
wanted to succeed just like everyone. I wanted to make a difference. The
first company I worked for believed in training, with this opportunity
and my desire to learn, I attended over 100 training programs and
conferences in a little over fifteen years. My results improved and I moved
from teaching and selling to executive, with five promotions. Eventually,
I founded Rick Conlow International. Our purpose is to bring out the best
in others and make a positive difference in peoples’ careers. Throughout
the years we have partnered with many fine companies and managers to
achieve:
•

48 quality service awards including JD Power, Ford’s President
Award, and Canada’s Consumers Choice Award.

•

Record-breaking sales year after year: 30%, 48%, 52%, 75%,
122% gains in sales.

•

15-20 points on customer experience surveys.

•

12-14 points on employee engagement surveys.

•

Author of 20 books, including the best seller, SuperSTAR
Leadership.

You can do this and more. Exceed your potential today. I’ll show you how.

Ford’s President’s Award
© Rick Conlow International 2018

Canada’s Consumer Choice Award

rci’s “real time” learning |

7

visit rick's website & blog

website

read rick's customer experience resources

find more on

rickconlow.com/shop

about rick conlow

call 612-868-8521 email rick@rickconlow.com
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