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Action Step Workbook: Develop Effective Communication habits  

1.  Make a list of language you and your supervisors can use to exhibit and generate       
     pleasant working conditions and positive attitudes among your staff. 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 

2.  Make a list of language you and your supervisors can use to make people feel good       
     about themselves. 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
 
3.  Make a list of listening skills you and your supervisors can utilize to improve  
     communication and make employees feel that their opinions matter.  
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
 
 
 
 
 



4.  First identify the wrong actions which are likely to occur in the workplace and then       
     make a list of positive communication phrases to utilize when correcting the wrong  
     actions. Use this information for a training program for your management team. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

From the wrong actions and appropriate communication identified above, develop  
role-play training scenarios with which to practice positive language and listening skills.
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________
 
 
 
 
 
 
 
 
 

Wrong Action Communication Phrase



5.  Make a list of the appropriate communication steps discussed in this chapter to  
     introduce change to your employees. 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 

6.  Develop an outline of steps for a training program from the information in this chapter  
     that your customer service people can utilize to calm and satisfy upset customers. 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________ 
     _____________________________________________________________________
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