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Bank Supervisor School

1

Partner Interviews

• Name
• Bank and Community
• Proudest moment in last 6 

weeks

2

2
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Meet Your Trainer
Karen Butcher

• Trainer, InterAction Training
• Keynote Speaker
• Leadership Coach
• Bank Training Director
• 4-H Youth Agent
• Mary Kay Sales Director
• Secondary Teacher

3

3

Setting the Stage

• Facilitate through the notebook
• Self-evaluations
• Group activities & discussion
• Practice Conversations
• Video clips
• Toolbox
• Inspiration Nook

Why are you here today?  

4
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Understanding 
Yourself and Others
• Explore Your DiSC Style
• Understand Other Styles
• Build More Effective Relationships
• Apply the Information With Your Team
• Create Customer Better Practices

5

Discovering 
DiSC

6

Questioning 
& Skeptical

Accepting 
& Warm

Fast-Paced & 
Outspoken 

Cautious & 
Reflective

D i

SC
6
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How You See Yourself

7

Questioning 
& Skeptical

Fast-Paced & 
Outspoken 

Cautious & 
Reflective

Accepting 
& Warm

7

Results

•Primary Style
• Secondary Style

8

8
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Questioning 
& Skeptical

Accepting 
& Warm

Fast-Paced & 
Outspoken 

Cautious & 
Reflective

D i

SC
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DiSC Model

Dominance Describes the way you deal with problems, assert yourself and 
control situations.

Influence Describes the way you deal with people, the way you 
communicate and relate to others.

Steadiness Describes your temperament - patience, persistence, and 
thoughtfulness

Compliance Describes how you approach and organize your activity, 
procedures and responsibilities.

10
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Tends to monopolize the conversation Fact finder 

Great Listener Quick decision maker 

High energy Cautious 

Competitive Patient 

Likes to work independently Inspire others to do their best & very optimistic 

Operate “By the book” Like stability 

Results driven Relates/connects well with others, even a new acquaintance 

Needs to have challenge in their environment/role Values long term relationships 

Not a fan of chitchat. Get to the point Likes harmony 

Task Oriented 

11

Tends to monopolize the conversation - I Fact finder - C

Great Listener - C Quick decision maker - D

High energy - I Cautious - C

Competitive - D Patient - S

Likes to work independently - C Inspire others to do their best & very optimistic - I

Operate “By the book” - C Like stability - S

Results driven - D Relates/connects well with others, even a new acquaintance - I

Needs to have challenge in their environment/role - D Values long term relationships - S

Not a fan of chitchat. Get to the point - D Likes harmony – S

Task Oriented - C

12
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Working with the DiSC Styles

Write down the DiSC® style of 
someone you want to work with 
more effectively.

• Ask yourself…
• Are they more fast-paced or 

cautious?
• Are they more questioning or 

accepting?

13

13

Working with DiSC® Styles

14

What’s difficult What works

D Style 
Results, Action, Challenge

What’s difficult What works

i Style    
Enthusiasm, Action, Collaboration

What’s difficult What works

C Style 
Accuracy, Stability, Challenge

What’s difficult What works

S Style    
Support, Stability, Collaboration

14
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UNDERSTANDING OTHERS

D-i-S-C Values to the Team

D’s    Generate ideas and get results
I’s      Promote and sell the ideas
S’s Make certain the ideas are carried out and bring stability to the group 
C’s See to it certain key details are covered and the project is well done

15

D Style (Problems) I Style (People)
Priorities: Results, Action, Challenge Priorities: Enthusiasm, Action, Collaboration
Contributions:
• Pushes for results
• Shows decisiveness
• Displays confidence
• Conveys urgency
• Speaks up about problems

Contributions:
• Generates enthusiasm
• Creates a lively environment
• Is eager to get things started
• Gets everyone involved
• Connects with others

S Style (Pace) C Style (Procedures)
Priorities: Support, Stability, Collaboration Priorities: Accuracy, Procedures, Challenge

Contributions:
• Listens and provides support
• Team player
• Accommodates different people & ideas
• Remains calm and tactful
• Shows patience

Contributions:
• Strives for reliability
• Ensures accuracy
• Provides logical analysis
• Questions ideas
• Maintains high standards

16
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How will knowing this information help you with your team?

17

DiSC and the 
Customer 
Experience

18

18
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Speaking DiSC with Customers
Communicating with a high D:
• Be quick, focused and to the point.
• Don’t ramble on or waste their time.
• Don’t come with decision made or make 

it for them.
• Don’t try to build personal  relationships 

or chitchat.
• Present a win-win strategy. 
• Come prepared and organized.

Communicating with a high I:
• Provide ideas for implementing action.
• Focus on people and action items.
• Put details in writing.
• Ask for their opinion.
• Don’t leave decisions up in the air.
• Don’t drive facts, figures and alternatives.
• Incorporate personal.
• Be positive. 

Communicating with a high S:
• Start with personal questions.  

Break the ice.
• Present your case in a logical, soft and non-

threatening way.
• Don’t threaten with positional power or be 

demanding.
• Don’t interrupt as they speak.  Listen 

carefully.
• Show sincere interest in them.

Communicating with a high C:
• Allow them their space. Don’t touch them.
• Don’t be disorganized or messy.
• Don’t force a quick decision. Give them time.
• Don’t be vague about expectations or fail to 

follow through.
• Prepare your case in advance.
• Approach them in a straight-forward, direct 

way.

19

Excelling at
Leading
Supervising
Coaching

20
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Coaching Choices© Model

21

22

Developing Your People

22
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Your role as a supervisor

23
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Motivation

Know your WHY

Source: The Motive

25

Leader
Anyone who takes responsibility 
for finding the potential in people 
and processes and has the courage
to develop that potential.

Brene’ Brown
26
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LEAD SIMPLY

•What am I modeling?

•When am I 
connecting?

•How am I involving?

27
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How to be no Ego

1. Humble
2. Teachable
3. Listen More
4. Appreciate People
5. Relax

29

Self-Evaluation

1

2

3

4

5

6

7

8

9

10

30

30
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Managing
Professional Presence

31

How Do YOU 
Want To Be 
Perceived?

www.interaction-training.com 32

32
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Behavior Expectations

33

34
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Beyond 
Your 

Written 
Policies

1. The “Unwritten Rules” of Your 
Culture

2. Who Does What
3. Your Core Values
4. How They Contribute
5. Office Gossip

35

Employee 
Expectations…What 
this could look like?

Beyond your written policies…

We Believe in showing up on time

We Believe in owning and learning from our mistakes

We Believe in being an ideal team player

We Believe in maintaining confidentiality 

We Believe in acting with professional maturity with 
every customer and employee interaction

We Believe we should be humfident, which means 
confident, in a humble sort of way

36
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Leadership Expectations…What this could look 
like?

Operationalizing 
your Values

Show up & take responsibility 

Asking for Help

Model the behavior you expect of your team

Managing Commitments to Self & Others

Have those courageous conversations

Developing emotional literacy

Giving & receiving feedback

Building Trust

Source: Brene’ Brown

37

Conflict and Difficult 
Conversations

38

38
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Courageous Boundary Setting

What’s Okay and What’s Not Okay

39
39

39

Moments of 
verbal 

self-defense

40

40
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It’s not YOUR stuff

41

41

Courageous Boundary Setting

1. Acknowledge Fear

2. Express “why”

3. Be clear and direct

42

42
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You have a 
friend at 

work who 
regularly 

draws you in 
to office 
gossip.

43

43

Courageous 
Boundary 
Approach

44

It’s hard for me to say this, but I want to be 
honest with you…

I know that in the past I’ve…but now I’m trying 
to…

I’m afraid of hurting you, but the health of our 
working relationship is important to me, so I 
want you to know that I can’t…

I’m nervous to say this, but I’m making an effort 
to communicate more authentically with those 
who are important to me, so I need to tell you…

44
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45

45

Key Benefits

46

46
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Create a Listening Habit

47

47

Mature Listening
• Passive – ‘to’

• Active – ‘for’

• Silences internal voice

• Dampens voices of others
• Assigns negative meaning

• Others will stop talking

48

48
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Bonus Tips

49

KMS

50

50
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QTIP

51

51

52

52
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Describe Impact

53

•Possibility
•Notice/Wonder
•Help

54

54
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Learn to Rumble

A rumble is a discussion, 
conversation, or meeting 
defined by a commitment 

55

55

Rumbling with 
Vulnerability

Vulnerability:
The emotion that we 
experience during times 
of uncertainty, risk, and 
emotional exposure.

56

56



4/23/23

29

Rumble Starters

• The story I make up... 
• I’m curious about . . . 
• Tell me more. 
• That’s not my experience (instead of “You’re wrong about her, him, 

them, it, this . . .”). 
• I’m wondering . . . 
• Help me understand . . . 
• Walk me through . . . 
• We’re both dug in. Tell me about your passion around this. 
• Tell me why this doesn’t fit/work for you. 
• I’m working from these assumptions—what about you? 
• What problem are we trying to solve? 

57

57

Rumbling Exercise

58

Put together a 
presentation to teach 
your team about 
rumbling.

58
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Shift Your Focus
CONFLICT COMMUNICATION 
CONFRONTATIONAL TO CONVERSATIONAL

59

59

What I Know to be True 

1. Conflict will happen

2. People don’t have the 
skills

3. Ego gets in the way
4. It takes courage and 

practice 

5. Most people prefer 
harmony

60

60
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Consequences if Not 
Addressed 61

1. Stress increases

2. Performance decreases

3. Drama increases

4. Relationships are damaged
5. Morale tanks

61

62

Identify 
your 
Fears

62
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You gain strength, courage, and confidence 
by every experience in which you really stop 
to look fear in the face.

Eleanor Roosevelt

63

63

Stop avoiding the tough 
conversation because you think 
you are being polite

64

64
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Equip Yourself to Build a 
Productive Team

65

66
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SELF Examination

The Elevator Principal – “We can lift 
people up or take people down”

What would others say that I lift 
them up or take them down?

Source: 
Winning with People, John Maxwell

67

SELF Examination

What kind of person are you?

+ Some “add” something to life – we enjoy them

x Some “multiply” something in life – we value them

- Some “subtract something in life – we tolerate 
them 

÷ Some “divide” something in life – we avoid them

Source: Winning with People, John Maxwell

68

68



4/23/23

35

SELF Examination

What are my strengths?
What are my blind spots?

• Would you buy from you?
• Identifying Needs (Listening skills)

69

69

The Ideal Team Player

The concept:

An ideal team player embodies three virtues: 
humility, hunger and people smarts. The power this 
combination yields drastically accelerates and 
improves the process of building high-performing 
teams.

70
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Assess the Team

73

Empathy for Your Team Members – Simon Sinek

74

74
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Daring Leadership Assessment 

1.Rumbling with Vulnerability
2.Living into our Values
3.Braving Trust
4.Learning to Rise

75

The Power of Vulnerability – Brene` Brown

76
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Stop avoiding the tough 
conversation because 
you think you are being 
polite. Brene’ Brown

77

77

Ideas to Empower & Motivate 

78
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Empower 
Motivate 
Engage

79% of employees who quit their jobs cite a 
lack of appreciation as a key reason for 
leaving.

65% of Americans report that they weren’t 
recognized even once last year.

79

79

44 % of the workforce…
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Components of Job Satisfaction

In simple terms: job and manager

According to Gallup:

Clarity of Expectations

Opportunities for Development

Opinions Counting at Work

81

2 Guiding Principles to Empower & 
Motivate

1. Culture
2. Investing

82
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Create a Motivating 
Work Environment 

JUST ASK!

• What do you want?
• Current Culture
• Recognition Survey
• Employee Needs Chart
• Factors – Employee Morale

83

”What I hate about working 
here is that I am inundated with 
GRATITUDE, PRAISE and 
APPRECIATION!”

84
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The Mission…

Dedicated to Engaging Bank 
team by . . .
ØEnriching jobs
ØRecognizing greatness
ØCreating opportunities for 

fun

85

Praise

Specific
Timely
Frequently

86



4/23/23

44

Who is on Your Team?

• Traditionalists (1928 – 1945)

• Boomers (1946 – 1964)

• Gen X (1965 – 1980)

• Millennials (1981 – 1996)

• Gen Z (1997 – 2012)

87

Millennials at Work
In 2014, Deloitte conducted a study of 7,800 millennials about their 
work expectations. The study predicted that, by 2025, 75 per cent 
of the workforce would be millennials. Deloitte’s findings revealed 
that 70 per cent of millennials thought they would be self-
employed, while 50 per cent were unsure of the motives of the 
businesses they were working for. Now almost a decade later, 
some employers are still complaining that they can’t get millennials 
or any youth for that matter, to work.

88

https://www2.deloitte.com/content/dam/Deloitte/global/Documents/About-Deloitte/gx-dttl-2014-millennial-survey-report.pdf
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Reality Based 
Leadership

• Cy Wakeman YouTube Channel

• Cy - Accountability - Skillset or Mindset

• Cy Explains The Three Lanes if Life
• Cy - How to Re-engage Employees Who Have Checked 

Out

Cy Wakeman is a dynamic international keynote speaker, 
business consultant, New York Times bestselling author, 
and global thought leader with over 25 years experience 
cultivating a revolutionary new approach to leadership.

90

https://www.youtube.com/channel/UC5G_jUiSFkWlLIXBOmmTjgg?sub_confirmation=1
https://www.youtube.com/watch?v=JA4hFFrMn-g&t=103s
https://www.youtube.com/watch?v=8ujMRe7t_9w
https://www.youtube.com/watch?v=KIUpeSDtxOU
https://www.youtube.com/watch?v=KIUpeSDtxOU
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One-0n-Ones: O3s 

91

91

www.interaction-training.com 92

Unclear 
is 

Unkind

1. Clarify Expectations

2. Create a Training Plan

3. Coach Performance

4. Give Feedback

5. Celebrate Success

6. Repeat

92
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Supervisor 
Pledge

• Right
• Responsibility

www.interaction-training.com 93

93

Feedback

94
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Ask
Describe 
Behavior

Describe 
Impact

Future 
Behavior

95

Affirm Adjust

96

96
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Developing 
Coaching
Skills

97

97

Coaching is 
Guiding

98
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Coaching is 
Encouraging

99

Coaching is Addressing

100
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101

Coaching is Growth

102
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Coaching 
is an Art

103

Coaching is a Mindset

104

104
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Coaching is Not 
Counseling

10
5

105

Coaching is Not 
Mentoring

10
6

106
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Coaching is Not 
Discipline

10
7

107

Coaching 
Is

Simple

108

108
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Is it Clear?

10
9

109

#1 Skill in 
Coaching

110
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“It takes courage to 
ask a question rather 
than offer up advice, 
provide an answer or 
unleash a solution”

Brene’ Brown

111

WDEP System

112

• Discuss Wants and 
PerceptionsW

• Discuss Direction and 
DoingD

• Encourage Self-
EvaluationE

• Formulate a Plan of 
ActionP

112
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Communication 
Challenges
Practice

11
3

113

Hiring – Onboarding – Performance Reviews

114



4/23/23

58

Hiring for the Right Fit

Employer of Choice

Seeing everything 
we do through the 

lens of the 
candidate

Desired attributes 
for positions we 

are hiring for

Cultural fit in the 
hiring decision

Preparing and 
conducting the 

interview

The candidate 
evaluation process

Evaluate “how well 
are we doing” in 

hiring for the right 
fit

Who's doing it 
right?

115

Share your best 
practices for 
hiring

116
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What would your current employees 
say about what it is like to work here?

117

2 Posting the position through the 
lens of the candidate

Who’s Doing it right? 

R & D

Who’s Doing it Right?

118
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121

Typical Job 
Descriptions for a 
teller or CSR

122
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Develop 
questions that 
focus on your 

desired 
attributes

132
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Share your best 
practices for 
hiring

138
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143

Share your best 
practices for 
performance 
reviews.

144
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What’s Next?

145

How to Keep in Touch

• karen@karenbutchercoaching.com
• 859-421-3484

• interaction-training.com (free resources)

146

https://interaction-training.com/

