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COMMUNICATION
LEARNING OBJECTIVES

• Verbal & Non-Verbal Communication 

• Communication Guide

• Physical & Digital Communication

• Two purpose of Meetings

• Situational Leadership

• Chameleon Commander

• DISC & Personality Types 

THE KEY TOPICS



3

WHY IS COMMUNICATION 

AN IMPORTANT 

LEADERSHIP SKILL?

COMMUNICATION

DESCRIBE EFFICIENT COMMUNICATION FOR YOU!

OPEN QUESTIONS
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COMMUNICATION
WHAT THE SKILL MEANS
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COMMUNICATION
VERBAL & NON-VERBAL 

VERBAL 
COMMUNICATION

• Selected words
• Use of language

FOCUS ON

• Selecting right words
• Understand meaning behind words
• Speak clearly
• Adapt language to situation

NON-VERBAL 
COMMUNICATION

• Gestures & attitude
• Body Language & Facial expression

FOCUS ON

• Maintain eye contact
• Positive attitude
• Body language
• Tone of voice

Words alone is not enough to get a message across. The RM needs to master the balance of verbal and nonverbal communication.

When both aspects is mastered, it creates the most effective communication for people to understand.
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COMMUNICATION
THE SUM OF OUR OVERALL VERBAL COMMUNICATION

When analyzing the sum of overall communication. More than 55% consists of our 

body language, 38% consists of the voice and only 7% are the actual words we use.
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COMMUNICATION
THE COMMUNICATION GUIDE
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COMMUNICATION
PHYSICAL + DIGITAL MESSAGE

An RM should firstly hand over a message face to face and then sum up the important points digitally e.g. in an email
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HAVE YOU TRIED TO 

SPEAK IN FRONT OF BIG 

GROUPS BEFORE?

COMMUNICATION

DESCRIBE IMPORTANT FACTORS TO IMPROVE PUBLIC SPEAKING

OPEN QUESTIONS
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COMMUNICATION
KEY PRINCIPLES – STAFF MEETINGS
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COMMUNICATION
SITUATIONAL LEADERSHIP

EXPRESS PRAISE 

IN PUBLIC,

EXPRESS 

CRITICISM IN 

PRIVATE

“

֦
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COMMUNICATION
TWO PURPOSES OF A MEETING

Hosting 1:1 meetings should lead to:

1) Improved actions, habits & behavior and 2) higher commitment, motivation and passion
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PURPOSE OF MEETINGS
TWO GOALS OF A MEETING

THE TWO GOALS 

OF A MEETING:

1) DO SOMETHING 

DIFFERENT AND BETTER

2) BE MORE MOTIVATED TO 

DO IT

“

֦

Hosting 1:1 meetings should lead to:

1) Improved actions, habits & behavior and 2) higher commitment, motivation and passion
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HOW DO YOU 

COMMUNICATE WITH 

YOUR EMPLOYEES?

COMMUNICATION

WHAT IS YOUR MEETING STRUCTURE AND FREQUENCY?

OPEN QUESTIONS
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COMMUNICATION
CONVERSATION FORMULA
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COMMUNICATION
CONVERSATION FORMULA
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COMMUNICATION
CONVERSATION FORMULA
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THE HONESTY TOKEN
THE FOUR LEVELS OF HONESTY

Level 0: Shut Down
• Resistance

• No thoughts or opinions are shared

Level 1: Reactive Honesty
• No thoughts before being asked

• Only honest if asked to be. Keeps info to 

themselves

Level 2: Proactive Honesty
• Shares opinions and thoughts freely 

• More pro-active before problems arise

Level 3: Visionary Honesty
• Fully honest and transparent

• Constantly proactive and thinking ahead



20

COMMUNICATION
COMMANDER CHAMELEON

Compliance
”The Owl”

Steadiness
”The Dove”

Influence
”The Parrot” 

Dominance
”The Eagle”
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COMMUNICATION
COMMANDER CHAMELEON - EXAMPLES
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COMMUNICATION
EXERCISE: DISC PERSONALITY TEST (APPENDIX)
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COMMUNICATION
EXERCISE: DISC PERSONALITY TEST (APPENDIX)
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COMMUNICATION
EXERCISE: WHAT IS YOUR PERSONALITY TYPE?

Link to Free Personality 

Test (DISC)

https://www.123test.com/disc-personality-test/
https://www.123test.com/disc-personality-test/
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NAME WHICH PERSONALITY 

TYPE YOU ARE THE MOST 

AND 2ND MOST

COMMUNICATION

TO WHICH EXTENT DO YOU THINK IT IS ACCURATE?

OPEN QUESTIONS
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COMMUNICATION
ROLE PLAY & SCENARIOS
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SCENARIO 1
EXERCISE: ROLE PLAY – DIFFICULT CONVERSATION

BM SHOWS NEGATIVE ATTITUDE AND NEVER SMILES WHEN YOU 
ENTER THE STORE

RM: (Commander Chameleon)

BM: (D & I)
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SCENARIO 2
EXERCISE: ROLE PLAY – DIFFICULT CONVERSATION

BM IS TOO INCLUSIVE TOWARDS FEMALE EMPLOYEES AND PARTY 
ALL THE TIME

RM: (Commander Chameleon)

BM: (I & S)
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SCENARIO 3
EXERCISE: ROLE PLAY – DIFFICULT CONVERSATION

BM IS NEVER ATTENDING SOCIAL EVENTS AND DOESN’T MAKE 
INITIATIVES TO CREATE SOCIAL TIES IN THE STORE 

RM: (Commander Chameleon)

BM: (C & S)
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SCENARIO 4

BM THINKS HE IS A WORLD CHAMP AT EVERYTHING. BUT ALL KPI’S 
ARE BAD AND NO ONE IN THE TEAM IS BEING DEVELOPED TO GROW 

FURTHER

EXERCISE: ROLE PLAY – DIFFICULT CONVERSATION

RM: (Commander Chameleon)

BM: (D & I)
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SCENARIO 5

BM HAS MISTRUST TO RM AND WANT TO QUIT

EXERCISE: ROLE PLAY – DIFFICULT CONVERSATION

RM: (Commander Chameleon)

BM: (C & S)
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COMMUNICATION
EXERCISE 1: PLAN IN CATCH UP WITH FREQUENCY

SET UP YOUR MEETINGS

• STEP 1: DISCUSS FREQUENCY OF 

WEEKLY CATCH UPS
Discuss and agree on frequency of 1:1 meetings 
between RM & BM as well as RM & AM.

• STEP 2: CREATE AGENDA
Draft up agenda for meeting topics

• STEP 3: SET UP MEETINGS
Create calendar invites for all upcoming meetings
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COMMUNICATION
EXERCISE 2: BAR MANAGER EVALUATIONS

DEVELOP THE BM’S

• STEP 1: REVIEW STORE PERFORMANCE

Review following for a store and take notes:
- BM Report on WP2

- 3-Months plan
- Store Observations

• STEP 2: BM EVALUATION QUESTIONS

Go through question framework and discuss having 

this as a baseline for dialogue

• STEP 3: THE RECAP

Discuss how a written recap shall be structured
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COMMUNICATION
EXERCISE 3: THE DIFFICULT CONVERSATION

THE DIFFICULT TALK

• STEP 1: GO THROUGH DIFFERENT 

TYPES OF DIFFICULT CONVERSATIONS

- Underperformance

- Juicer Swap

- Position Step Down

- Warning/Disciplinary

- Resignation

• STEP 2: REVIEW PROCEDURES FOR 

HANDLING DISCIPLINARY 

PROCEDURES

- How to structure conversation

What to say/what not to say

- What to refer to

- How to follow up
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COMMUNICATION
EXERCISE 4: STAFF MEETINGS

STAFF MEETINGS

• STEP 1: REVIEW TYPES OF STAFF 

MEETINGS:

- BM Meetings
- Implementation meeting

- Performance Meeting

• STEP 2: PLAN FIRST STAFF MEETING

- Select type of meeting to host

- Arrange time, date and purpose for first staff 
meeting

• STEP 3: FOLLOW UP

Plan in a follow up to provide and receive 

feedback on how it went
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COMMUNICATION
EXERCISE 5: UPWARDS COMMUNICATION

VISIONARY HONESTY

• Step 1: Upwards Communication

Review E-Campus and gain understanding for what 

it means

• Step 2: Four Levels of Honesty

Recap the 4 different levels

• Step 3: How to reach visionary 

honesty

Have an open dialogue about how to reach visionary 

honesty
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SUM UP
WHAT HAVE WE LEARNT – WHY, HOW & WHAT?
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