
Basic Employee Management for Weatherization Directors

Introduction

Course Introduction
Welcome to Basic Employee Management for Weatherization Directors. Have you or someone you know been thrust into the role of 
director with little (or no) experience managing people? In this module, you will learn the basics of motivating and maintaining high-
performing staff within the context of the unique challenges and rewards of WAP.

If you’d like information on how to navigate this course, please select the Navigation Tutorial button. Otherwise select the next arrow 
to begin.

Navigation
To get started, make sure your audio is turned on. This learning experience is primarily audio-driven. To move backward and forward 
in the module, select the next and back arrows. Want to see something again? Select the refresh button. Need to pause the module? 
Select the play/pause button. You can also navigate to a different section in this course by selecting the menu tab at the top of the 
screen. 

So, let’s get started. Select the next arrow to continue.

Course Objectives
By the time you have completed this course, you will be able to: 

• Describe the characteristics of successful WAP employees,

• Identify common stressors for WAP staff,

• Address work or worker quality concerns,

• Train staff to proactively educate the client and correctly set expectations and,

• and maintain trained technical staff.



Introduction
Meet Jeremy, a WAP Program Director.

[Narration: Tasha] Hey Jeremy, don’t forget, the budgets for the upcoming year are due on Friday.

[Narration: Lance] [sounding upset] I’ve got a problem. A client is upset, and I don’t know what to do!

[Narration: Jeremy] [phone ringing] [sounding overwhelmed and unsure] Um, hello, this is Jeremy…

[Narration: David (from phone)] Hey Jeremy, this is David from Quality Assurance. I just wanted to give you a heads up that we’re a 
little backed up and my team isn’t going to be able to get to all of the scheduled inspections next week.

[Narration: Jeremy] [sounding stressed] Help! I don’t even know where to begin!

Sometimes WAP employees wear multiple hats and have varied responsibilities. Juggling the demands of the job can be a challenge.

Main Menu
Will you help our program director, Jeremy, manage his stress while motivating and maintaining a high-performing staff? To continue 
from here, select lesson 1: Qualities of Successful WAP (pronounced rhymes with ZAP) Employees. You will return to this main menu 
to view the other two topics. 

Select the next lesson to learn more. 

Qualities of Successful WAP Employees

Main Drivers of Stress
Jeremy is feeling pretty stressed. As a WAP Manager, he is juggling many different responsibilities. Select each thought bubble to see 
Jeremy’s main sources of stress.

Impact of Uncontrolled Stress
If Jeremy doesn’t manage his stress, it could have a huge impact on both him and the program! Select each image to see more about 
the impact of uncontrolled stress. 

Job Aid
Throughout this course, you’ll help Jeremy make decisions that will help manage his stress and motivate and maintain a high-
performing staff. You may find this job aid helpful. You can download it from the additional references section of the course.

Effective Strategies for Managing Stress
I am SO overwhelmed, but what can I do about it? 

Establishing systems and procedures to simplify and streamline your weatherization processes can significantly reduce the drivers of 
stress. Learn techniques and approaches to create efficient systems to manage your workflow from our other available trainings. Once 
those are in place, what other advice would you give Jeremy to manage his stress? If you need help, use your Job Aid or select the Ask 
a Colleague button.

Characteristics of Successful WAP Employees
Weatherization for income eligible families is a very rewarding but challenging business. Directors must use limited resources to 
manage a staff who serve a unique and vulnerable population. They must find and retain people who perform well and help them to 
thrive.

Characteristics of Successful WAP Employees
Hiring good people is important! This is one of Jeremy’s recent hires, Maria. What do you think is needed for her to be successful? 
Move the top five most important qualities to Maria.



Addressing Worker or Quality Concerns 

Meet Jeremy’s Team
Now that we’ve discussed the qualities of successful WAP employees, let’s meet Jeremy’s team! These are a few of his team members. 
Select each team member to hear his thoughts about them.

Lance is really knowledgeable. And most of the time, he’s great. But, I’ve been noticing a little frustration in his tone with clients 
lately. It’s something I’m going to have to coach him on, but I’m not really sure how to go about it just yet.

Maria is my newest team member. She is empathetic and really wants to help. But I’m worried about burn out.

Nash is one of our field workers. I’m making sure he has the necessary training for the technical work he performs in clients’ homes. 

Address Work or Worker Quality Concerns
Now that you have met his team, Jeremy has approached Tiffany, a Director for another subgrantee, for her thoughts on how he can 
improve the program by addressing some quality concerns. Select each tab to reveal Tiffany’s advice.

Uncovering Common Worker or Quality Concerns
Jeremy is walking by Lance’s desk and picks up on the frustrated tone in his voice. Let’s listen in.

[Narration-Lance:] [sounding frustrated] Look, of course there are going to be holes in the wall. That’s how we get the insulation in! [a 
little softer] But you’ll be much warmer after. It will be worth it.

Improve Performance Through Coaching: Question 1
Jeremy has decided to give Lance some feedback about his conversation. How should he begin? If you need help, select the Ask a 
Colleague button.

Improve Performance Through Coaching: Question 2
[Narration-Lance:] Thanks. It was a really frustrating call. 

What should Jeremy say next?

Improve Performance Through Coaching: Question 3
[Narration-Lance:] Well, they seemed astonished that we would need to remove some siding and drill through the sheathing to install 
the sidewall insulation. I mean, c’mon, of course we need to drill holes in the wall to insulate their home!

How should Jeremy respond?

Improve Performance Through Coaching: Question 4
[Narration-Lance:] That’s a good idea. But, what if they don’t remember the discussion? 

What advice should Jeremy give Lance when a client doesn’t remember the discussion with the auditor or crew leader?



Proactively Training Staff

Identifying Training Opportunities: Question 1
Thanks for helping me coach Lance. I’ve got another problem. Earlier today, I overheard Maria talking to a client. When the client 
asked when the crew would arrive, Maria told them she wasn’t sure since she can’t see their schedule. I’m not sure how to follow up 
with her. What do you think? 

Select all the responses that apply and select Submit. 

Identifying Training Opportunities: Question 2
Jeremy just found out that Maria promised to call the client back with an update by 2 PM today, but she hasn’t heard back from the 
crew leader. It’s 2 PM now! What should Jeremy advise Maria to do?

Training for Success
Jeremy needs to make sure that technical staff, like Nash, have sufficient training to perform effective work in client homes. What 
steps could he take to accomplish this? 

Retain Good People
Jeremy has done a lot of work to train and coach his staff. They’re doing great work! So, how can he make sure he keeps them? Select 
each icon to reveal ways he can retain good people. 

Compassion Fatigue
Effective weatherization staff have empathy for your clients. Because of this, you’ll want to watch for signs of compassion fatigue. 
Identify training and internal and external support resources that can help staff prevent or address compassion fatigue.

Conclusion

Key Takeaways
Now that I’ve learned to manage my stress level, hire the right people, motivate and retain high-quality staff, show appreciation, and 
provide opportunities for useful and relevant training, I’m feeling a lot better. And I’m ready to support my staff and help more clients. 
Thanks!

Congratulations
Nicely done! You have successfully completed this module. Now that you’ve helped Jeremy, consider what current opportunities you 
might have to contribute to the development of your own team’s success. Check the additional references section of the course for 
more information. Also, be sure to check out our additional training on key topic areas such as Coach your Intake Staff, so that you can 
continue to grow and motivate your employees in the best way possible. 

When you’re ready, you may close your browser window to exit this course. 


