PRELIMINARIES
WELCOME delegates and INTRODUCE yourself with some background
INTRODUCE course by explaining:
• Today is about understanding the role of the manager and covering a number of influencing
and feedback models that all contribute to getting the best out of individuals.
• Today is also an opportunity to look at some case studies and recommend solutions to quite
difficult managerial issues such as bullying and staff performance issues.
• People are not like machines. If you press the letter ’L’ on a key board, the letter ‘L’ appears
on the screen - it does exactly what it says on the packet. People are not that easy - they come
with their own motivations, attitudes, moods and opinions. They decide to what degree they
will apply their skills.
• The sign of an intelligent manager is the one who can switch managerial styles depending
on the situation and the person.
• Everything we cover today is about encouraging others to ‘give of their best’ not ‘give what
they can get away with’ - the difference between the two in terms of levels of performance
can be wide.
INTRODUCE the knowledge/skill checklist (KSC) from the delegate manual (page 3)
EXPLAIN why it is used (further evaluation of the course, useful aid for them to work with
their line managers on an action plan for improvement) and how to complete.
ASK delegates to complete 1st column
ENCOURAGE honesty - not how they’d like to be, it s how they actually are
EXPLAIN that we will revisit the KSC at the end of the day, to re-score. At that point , if they
wish, they may revise any of their scores, up or down.
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SHOW above slide for, briefly describing some of the activities and exercises you will take
delegates through.
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SHOW above slide and INTRODUCE section.

3

Q What is the literal meaning of leading?
A Analogy with leading a group of people on a walk - DETERMINING DIRECTION AND
GETTING PEOPLE TO FOLLOW
POINT OUT that they may have produced negative examples of leaders in the exercise - Hitler,
Osama Bin Laden, Saddam Hussein - however they still had this ability to set a vision and get
people to follow them, horrifying the consequences may be.
Q So what is managing?
A It’s the HOW of implementing leadership -HOW you do it.
REVIEW above slide
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REVEAL above slide and ASK for opinions on whether leaders are born or made.
SUMMARISE:

• Most management researchers would agree that it is a bit of both
• Professor John Adair (we’ll be looking at his Action Centred Leadership model later) says
that you can’t take a group of individuals off the street and make them all Leaders
• You can certainly train and coach them to be better Leaders, but not everyone can be a
Leader
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ACTION CENTRED LEADERSHIP
INTRODUCE the topic by explaining that during the ice breaker we asked you to describe your
nightmare manager. In the next exercise we want you to look at your BEST manager.
SPLIT delegates into 2/3 groups
ASK them to think of a good manager they have worked for in the past - the manager they
admire the most, or a description of the person they would like to work for. If you could follow
these managers around for a few weeks, what do they do or say which makes them a good
manager e.g. they delegate effectively.
EMPHASISE this ‘doing’ or ‘saying’ - what is it that can be observed about their behaviour and
catalogue it.
EXPLAIN that you want to cover off a little theory before we review their responses
REVEAL above slide, EXPLAINING:
• Professor John Adair is a leading management expert, based at Exeter University
• He said that the very busy manager’s job can be analysed into 3 areas - Achieving the Task,
Building the Team and Developing the Individual
• The aim is to try and operate in the middle, where the 3 circles overlap
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REVEAL above slide to introduce topic.
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CHOOSE a delegate.
ASK them to imagine that you are their boss, and you’ve set them the following performance improvement
objectives.
REVEAL slide
Q What do you think of this first objective?

A Not very specific PLUS how do you know it’s been achieved
Q What about Example 2?
A Better, more specific, but still not measurable.
Q Why is it important that it is measurable?
A Staff know exactly where they stand.
ASK the delegates ‘what is their STANDARD of performance in answering the telephone - 1 ring?, 2 rings?, 3
rings? …….. MENTION :- Universal Parcel Service (UPS) in America have a standard of answering the phone ON or
BEFORE the first ring - as this is in tune with the ethos of business of speed of operation!
SUMMARISE:
The word ‘promptly’ is an attempt at defining a standard, but is still open to interpretation.
Q So what do you think of Example 3?
A Good objective, however how achievable is it ‘each and every time’ – when only 2 people in the office, and one
of them is in the toilet!. So we need to understand what exceptions are there to achievement, when we are
prepared to accept a lower standard.
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REVIEW above slide
SPECIFIC:
• You want to get it right first time - to save time, but make sure they hit your standard first
time
• You are trying to avoid the “Oh, so that s what you meant” comment, when you have to reexplain what is required
• It can be a good idea to check understanding with more complex tasks, by asking the person
to summarise back the task and the standards required
MEASURABLE:
• If they recognise success, then they achieve the ‘double whammy’ they’ll self assess first to
realise that they have achieved success, and therefore be pleased. Then, when you review it
with them, you congratulate them for that success.

• With QUANTIFIABLE targets, measurability is easier – if the standard is to achieve target and
they achieve 2% above target, they’ve done well - the picture is clear. If they achieve 2%
below, they haven’t.
• With QUALITATIVE standards and targets, we have to work harder at getting them to see
‘the same picture of performance as we see’. For example: politeness/surliness in a
telephone call, how people perform in a meeting/presentation, attention to detail in staff’s
work - It’s far more difficult to put numbers on these. This is when it is so important to
ensure that they understand the standards required.
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EXPLAIN:
• In this last section, we will look at dealing with typical managerial situations involving
managing people, starting with some general guidelines. These situations are actual case
studies, and cover areas such as performance issues, bullying and problems of a more
personal nature.
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