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Management and Leadership

Introduction

This book covers the essential leadership skills required for 

successful team leadership and management. It is designed 

for managers to further strengthen their managerial skills 

and leadership competency necessary for a successful 

management role.

At the end of this book, readers will be able to:

□  Appreciate their role as team leader and its 

importance in the organization

□  Identify the roles and functions o f a team leader

□  Apply leadership and coaching/support skills

□  Communicate with and relate to team members
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9 . m jm S f ig M is lM m a tim jm n m m H n ttfg tm m tjtu iHn O >» c» t) u
Creating Vision and Engaging Others to Follow

stuHstu sw jalwm
Definition of Vision

A vision is an idealized picture o f  the future o f  the business or 
organization.

gfrjisleatu HtfiJUfnnjSgfiy'tsnsi?in^sni urm us i
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A Bad Vision

7 i i ^ T K 7 i i z : ^ - > ^ When Team Members 
D on't See the Picture

1 /

J \
A Good Vision

^  \ When Team Members 
See the Big Picture

1/
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Management and Leadership

A Good Vision:

□  Identifies direction and purpose

□  Builds loyalty through involvement

□  Sets standards o f excellence that reflect high ideals 

and a sense of integrity

□  Is persuasive and credible

□  Inspires enthusiasm and encourages commitment

□  Is clear and easily understood

□  Is ambitious and calls for a shared commitment

□  Challenges and inspires people to align their 

energies in a common direction

□  Fits with the business’ unique culture and values

□  Results in efficiency and productivity

□  Reflects the company’s unique strengths
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The 3 Basic Elements of Vision

CT1 fi:

Vision is a combination o f three basic elements:
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Management and Leadership

1) an organization’s fundamental reason for existence 

beyond just making money,

2) its timeless unchanging core values, and a “big 

picture” aspiration for its own future.

3) The vision o f a business defines who and what the 

business is, why it exists, and where it is going in 

the grand scheme of things
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Management and Leadership

Why Do We N eed Vision(s) at Work?

Visions grab people and then bring them into the fold. 

When a leader’s vision is effective and strong, employees 

and stakeholders get caught up in what they are doing, 

absorb the vision, and commit themselves to the goals and 

the values o f  the leaders.
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The Importance of Vision at W ork

Corporate Vision

The vision statement answers the 

question “if the organization can be 

whatever I want it to be, what do I 

want it to be?”

Vision

t
Mission Statement

A mission statement answers the 

question “what must the organiza

tion, and do, for whom, in order for 

it to be what it wants to be?”

Goals

Goals represent the results expected

Mission

I
Goals

. Broad 

. Long-term

n

"

. Focused 

. Short-term
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from pursuing certain strategies and must be specific, 

measurable, attainable, realistic, and time-bound

(S .M .A.R.T.)

■ tgimsItcS "HR§tjS" tfi[utri
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Management and Leadership

To achieve Our Vision We Will:

□  Relentlessly Focus on the ‘Custom er’

□  Strive for Continuous Improvement o f Ourselves, 

Our Processes and Our Services

□  Constantly Challenge assumptions and Encourage 

Breakthrough Innovation

□  Demonstrate a Sense of Urgency

□  Make Informed Decisions

□  Collaborate Cross-Functionally

to . R m g  a t i H 8 t o r i a ? n i t p u t j r t 3  a f c f n n t j i g m f o m

mimnmHSinrismiTmiTfitJ s tim y fm n sy siriJs im ssH im u j
■nj | L j Lj L i u  |

u  %J c* e» U  U
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2. M anagerial and Leadership Roles and Functions

The performance o f managerial roles and the requirements 

o f these roles can be played at different times by the same 

manager and to different degrees depending on the level 

and function management. The three managerial roles are:

1. Interpersonal

Interpersonal roles are the managerial roles o f 

figurehead, liaison, and leader that ensure that 

information is provided.

-14-



Management and Leadership

2. Informational

Informational roles are managerial roles of monitor, 

disseminator, and spokesperson that link all 

managerial work together.

3. Decisional

Decisional roles are the managerial roles of 

entrepreneur, disturbance handler, resource 

allocator, and negotiator that make significant use of 

information.

w m ip u ip a  atifnntfigm Jna2;
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Management and Leadership

Functions of M anagement Versus Leadership

M anagement Produces Order and Consistency

Planning/Building

-Establish agendas 

-Set timetables 

-Allocate resources 

Organising/Staffing

-Provide structure 

-Make job placements 

-Establish rules and procedures 

Controllinng/Problem Solving 

-Develop incentives 

-Generate creative solutions 

-Take corrective action
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Leadership Produces Change and Movement

Establishing Direction 

-Create a vision 

-Clarify big picture 

-Set strategies 

Aligning People

-Communicate goals 

-Seek commitment 

-Build teams and coalitions 

Motivating and inspiring

-Inspire and energize 

-Empower subordinates 

-Satisfy unmet needs

\
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Synergy Between Your Leadership and Management 
Roles

Managers at different levels o f the organisation engage in 

different amounts o f time on different managerial and 

leadership functions. These include:

Managers:

□  Plan

□  Organize

□  Delegate

□  Co-ordinate

□  Control

□  Set goals

□  Establish system(s)

□  Implement rules

□  Operate procedures

Result-Focused

Leaders:

□  Create vision

□  Seek opportunities

□  Empower others

□  Motivate people

□  Inspire achievement

□  Influence people

□  Champion change

□  D evelop people

□  Self-motivated

People-Focused
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What Skills Do Managers Need? (Katz)

In order to perform the functions o f management and to assume 

multiple roles, managers must be skilled. Robert Katz identified 

three managerial skills that are essential to successful management: 

technical, human, and conceptual.

Top
Management

£ Middle 
J  Management

Supervision

Skill Distribution at Various Management Levels
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What Skills Do Managers Need? (Katz)

Technical Skills -  Deal with Things 
(Involves process or technique knowledge and 
proficiency)

□  Specialized knowledge

Human Skills -  Concerns People
(Involves the ability to interact effectively with
people)

□  Sensitivity
□  Persuasiveness %
□  Empathy

Conceptual Skills -  Has to do with Ideas 

(Involves with formulation o f Ideas)

□  Logical reasoning

□  Judgement

□  Analytical abilities
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□  RWJRUJRti RtilHStTlIHUJ

About Management...

□  Management is like investment -  getting the best 

return from all resources -  your own energy, talent 

and time plus all other resources at your disposal.

□  Management requires efficiency, profitability, 

depends on minimal inputs for maximum returns.

uJrotfiunmaRijggrosMTRf
o  u  i Lr u
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□  To manage well, regularly review your priorities, 

just as you would your investments.

□  The same person can both lead and manage -  they 

are different functions -  like sales and marketing -  

they serve different organizational purposes or 

functions.

□  Managers are like sports coaches -  they develop 

people to get the best performance out o f them.

□  They also provide structure and measure output.

□  Management is a role, a set o f responsibilities.

HnmjBnsi...

o n  in  &
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About Leadership...

□  M anagers can be inspiring, empowering, nurturing, 

supportive and encouraging. An inspiring leader 

moves us to change direction. An inspiring manager 

moves us to work harder.

□  Managers use open questions to draw solutions out 

o f others as a way o f reaching better decisions, 

fostering broader ownership and developing people.

□  By contrast, leaders propose novel solutions. They 

want to persuade prospective followers that they 

know a better way o f doing things.

□  M anagers occupy a role o f  responsibility for people. 

They may show leadership too, but leadership can 

also be shown by non-managers.
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□  By clearly separating leadership and management, 

we are better able to explain how all employees can 

show leadership without having to be in 

management roles. '
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3. Leadership and Management Styles, Skills and 
Behaviors

Exploring the Different Types o f Leadership approaches

Leadership style is the manner and approach of providing 

direction, implementing plans, and motivating people.

There are three different styles o f leadership:

■ Authoritarian (autocratic)

■ Participative (dqnocratic)

■ Delegative (free reign)

Picking the Right Leadership Style -  Which is Yours?
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Authoritarian Leadership

Authoritarian leaders provide clear expectations to group 

members on what should be done, when it should be 

completed, and how it should be accomplished. These 

leaders make decisions without style input from group 

members. Authoritarian leadership is best use3d in 

situations when there is little time for group decision

making or when the leader is the one best equipped to 

solve the problem or give directions.

Overuse o f an authoritarian style can be construed as bossy 

and controlling. Worst-case examples o f this style can be 

seen when leaders utilize bullying techniques such as 

yelling, abusing power, or demeaning group members.
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Participative Leadership
%

Participative leaders accept input from one or more group 

members when making decisions and solving problems, 

but the leader retains the final say when choices are made. 

Group members tend to be encouraged and motivated by 

this style o f leadership. This style o f leadership often leads 

to more effective and accurate decisions, since no leader 

can be an expert in all areas. Input from group members 

with specialized knowledge and expertise creates a more 

complete basis for decision-making.
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Delegative Leadership

Delegative leaders allow group members to make 

decisions. This style Ts best used in situations where the 

leader needs to rely on qualified employees. The leader 

cannot be an expert in all situations, which is why it is 

important to delegate certain tasks out to knowledgeable 

and trustworthy employees.

1. What would you consider to be the best style 

in leading your team?

2. Do you think applying the RIGHT leadership 

style will yield positive results?
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Remember, good leaders utilize all three styles depending 

upon the situation.

For exam ple:

Use an authoritarian style if  a group member lacks 

knowledge about a certain procedure.

Use a participative style  with group members who 

understand the objectives and their role in the task.

Use a delegative style if  the group member knows more 

than you do about the task.
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Great leaders need to adapt and change based upon the 

objectives, needs o f group members, and situational 

factors.
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4. The Leader as a Change Agent -  Managing 
Change Positively

W orkforce change occurs rapidly and often in many

businesses. This change may take place in order to respond 

to a new opportunity or to avoid a threat to the company. 

Regardless o f the reason, change can be difficult for all

involved; managers ad employees face new challenges

with change, and managers must seek ways to restructure

that will increase their flexibility and effectiveness in this

climate o f change.
The Need for Organizational 
Change

□  To be competitive
□  To be productive
□  To reduce waste
□  To stay ahead
□  To survive
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The Forces of Change

□  Competitive/Economic Influences

□  Changing demographics

□  Political/Govemment influences

□  Changing expectations

□  New technologies

□  Soaring prices o f resources

□  Globalization

□  Outsourcing

□  Downsizing
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Resistance to Change

Almost all people are nervous about change. Many will 

resist it -  consciously or subconsciously. Sometimes those 

fears are well founded -  the change really will have a 

negative impact for them. In many cases, however, the
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target population for the change will come to realize that 

the change was for the better.

□  Fear o f failure

□  No obvious need

□  Loss o f control

□  Loss of comfort

□  Loss of benefits

□  Lack o f support

□  Unwilling to learn

□  Fear o f the unknown

Overcoming Resistance to Change

□  Educational and Communication

□  Participation and Involvement

□  Facilitation and Support

□  Manipulation and Co-option

□  Implicit and Explicit Coercion
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The Approaches to Organizational Change

Here are some change styles that may be appropriate:

Collaborative -  The target people are engaged in the 

change process, typically through cascading workshops or 

meetings. They will be kept up to date on the issues. Their 

views will be actively sought and acted upon. Feedback 

will demonstrate how their input has been acted upon.

Consultative -  The target people are informed about the 

changes and their views are sought.

Directive -  The workforce is informed about the changes 

and why those changes are important.
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Coercive -  The workforce is told that they must obey the 

new instructions.

-52-



Management and Leadership

tftmsmunRamsfnitjiMmai n v

-tSfnjfinufdtifinus urnHuiataistSHTtwamcun fins-
C*- <5* <• M  U |  I ^

ffinUGUTS
l«. lJ  c%

mnfayHcu *i

to. x59jtpiia^Hi8mjenLsn^nipuiRt3tji83fii

-nu^QfmTfamjlfnmsHnggcusfiJTRj aaRtuirmuTRti
U  O n  u  i O tj O  O

iSHnggtusfiiTRf i8HTntuiR8TtnsaffTiirnrgfiHaM|
c t  u  I O u  eJ  J  v  u  |  \ J

wsiawalntimHUia ufinusssis
c t  Ll  I |  M  fN

-nannc^nucTTitsnstjitjitfJttftJsnsjtjraeyntJS uynnuis *i 

cn. mSR9jHiantHfmiQitnt3t2H]9jHi3fnjgifiiyj

-uiSR§THiaeiJiiufiHtiJxt3njTtjTutjiHfiJtinmtitupnjtjiw
n  ; J  e  u  Li v  i ™

ynaisgrftmrimgjfc

-53-



Management and Leadership

-trusejisleatu
Li  *J  I d  Li  «n «  o  JJ

trumps

\ J  e r  v J  O  c *  c *  c *  i\J
I

ynms(RJmf§jtngtgjti 

-tgmiumrmgf Btim nm m * "§jtnsGjifd i 

6. statcytimninfnfiHstuMtijtii stimj[nmtnjy

-tsi?RtuRGuiJtjisGt3fijrrij{nti5tnyH gfcmnromsjti

mMgttin3RHnfnnQitnt5t3H}9jtngfriJgiwyngi2 *i

Unfreeze

1. Determine what needs to change

-Survey the organization to understand the current 

state

-Understand why change has to take place
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2. Ensure there is strong support from upper 

management

-Use Stakeholder Analysis and Stakeholder 

Management to identify and win the support o f key 

people within the organization

-Frame the issue as one of organization-wide 

importance

3. Create the need for change

-Create a compelling message as to why change has 

to occur

-Use your vision and strategy as supporting evidence 

-Communicate the vision in terms of the change 

required

-Emphasize the “why” .
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4. Manage and understand the doubts and concerns 

-Remain open to employee concerns and address in 

terms of the need to change.
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Change

1. Communicate often

-Do so throughout the planning and implementation 

o f  the changes 

-Describe the benefits

-Explain exactly how the changes will affect 

everyone

-Prepare everyone for what is coming.

2. Dispel rumors

-Answer questions openly and honestly

-Deal with problems immediately

-Relate the need for change back to operational

necessities.
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3. Empower action

-Provide lots o f opportunity for employee 

involvement

-Have line managers provide day-to-day direction

4. Involve people in the process

-Generate short-term wins to reinforce the change 

-Negotiate with external stakeholders as necessary 

(such as employee organization).
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Refreeze

1. Anchor the changes into the culture 

-Identify what supports the change 

-Identify barriers to sustaining change

2. Develop ways to sustain the change 

-Ensure leadership support 

-Create a reward system 

-Establish feedback systems

-Adapt the organizational structure as necessary.

3. Provide support and training

-Keep everyone informed and supported.

4. Celebrate success!
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Lewin’s change model is a simple and easy-to-understand 

framework for managing change.

By recognizing these three distinct stages o f change, you 

can plan to implement the change required. You start by 

creating the motivation to change (unfreeze). You move 

through the change process by promoting effective 

communications and empowering people to embrace new 

ways o f working (change). And the process ends when you 

return the organization to a sense o f stability (refreeze), 

which is so necessary for creating the confidence from 

which to embark on the next, inevitable change.
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Key Competencies of Change Agents’ Objectives

1. Sensitivity to changes in key personnel, top 

management perceptions and market conditions, and 

to the way in which these impact the goals o f the 

project.

2. Setting of clearly defined, realistic goals.

3. Flexibility in responding to changes without the 

control o f the project manage, perhaps requiring 

major shifts in project goals and management style.
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Roles

4. Team-building abilities, to bring together key 

stakeholders and establish effective working groups, 

and to define and delegate respective responsibilities 

clearly.

5. Networking skills in establishing and maintaining 

appropriate contacts within and outside the 

organization.
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6. Tolerance o f ambiguity, to be able to function 

comfortably, patiently and effectively in an 

uncertain environment.
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Com munication

7. Communication skills to transmit effectively to 

colleagues and subordinates the need for changes in 

the project goals and in individual tasks and 

responsibilities.

8. Interpersonal skills, across the range, including 

selection, listening, collecting appropriate informa

tion, identifying the concerns o f others, and manag

ing meetings.

9. Personal enthusiasm in expressing plans and ideas.

10.Stimulating motivation and commitment in others

involved.
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Negotiation

11.Selling plans and ideas to others by creating a 

desirable and challenging vision o f the future.

12.Negotiating with key players for resources, for 

changes in procedures, and to resolve conflict.
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M anaging up

13.Political awareness in identifying potential 

coalitions, and in balancing conflicting goals and 

perceptions.

14.Influencing skills, to gain commitment to project 

plans and ideas from potential skeptics and resi*sters.

15.Helicopter perspectives, to stand back from the 

immediate project and take a broader view of 

priorities.
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5. Delegation/Performance M anagement

Delegation, Power, Authority, Responsibility and 

Empowerment

Delegation is the downward transfer o f formal authority 

from superior to subordinate. The employee is empowered 

to act for the manager, while the manager remains 

accountable for the outcome. Delegation o f authority is a 

person-to-person relationship requiring trust, commitment, 

and contracting between the manager and employee.

Power is the ability to influence others to get things done.

Authority is the power to enforce law and take command, 

and to expect obedience from those without authority.
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Responsibility involves being accountable for, or having 

obligations or duties, and acting reasonably. It involves 

communicating, and being aware o f your relationships 

with others.

Empowerment refers to encouraging and authorizing 

workers to take the initiative to improve operations, reduce 

costs, and improve product quality and customer service.
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Benefits o f Delegation for Both the M anager and the 
Staff

When you delegate, you give someone the authority to 

carry out part o f your job for you, or some task that is part 

o f  your job.
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What are the benefits for you?

□  more time for yourself

□  free to do other important things

□  less stress and enjoy your work

What are the benefits for your team members?

□  learn new skills

□  use their existing skills fully

□  feel involved, satisfied and happy

□  enjoy high morale
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The Art of Effective Delegation — Using the Right Approach

Discuss with 
Selected person

Don’t push for 
Commitment vet
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TRACKING DELEGATED WORK

What 
to do

m sJcu tg f tg

Who to do
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When 
to start

t n m g yn

t o w n m

When to 
finish

u m u
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Process
Check
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Delegating with Empowerment 
W hat can we see in an empowered worker?

-Willing to accept challenging tasks 

-Eager to learn new things 

-Take responsibility
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-cooperative 

-Highly motivated

Establishing Boundaries and Scope

MHnannHnirmngtsinHSMnsitcinitGTURfinH
V  U  u  \ \ J  C f L i TJ

Watch Out the Character Types When Delegating

CAN DO -  WILL DO

m m gtns-sm ffi

WILL D O -C A N ’T DO

s m f

CAN D O -W O N ’T DO

HimStna-saSstg

CAN’T D O -W O N ’T DO

HaHimStna-atiSatS
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6. Teams/Tearnwork/Tearn building

Importance of Teamwork -  Why it matters?

A group o f staff with no team spirit is a collection of 

persons with no focus and no bonding. For a team to work 

well, several roles must be played -  not independently but 

collectively. The leader’s role is to develop a team that 

thinks and acts together, with individual and team interests 

aligned.

Discussion Point(s)

1. What is the purpose of developing a successful 

team?

2. Is teamwork important to achieving organizational 

success?

3. Teamwork and individual involvement -  how 

successful is it in your organization?

4. Are individual contributing roles and responsibilities 

clear?
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Some of the Main Characteristics o f a Team Leader 
are:

1. They need to have the ability to inspire a team.

2. They should be responsible and dependable.

5. It is very important that a team leader can recognize 

and acknowledge the contributions and ideas o f their 

team members.

4. That they can celebrate the accomplishments o f their 

team.

miHMitiTnH: tsranMHifj aatfitinjnan:itiMMHi5nTnH
Building Teams: Conduct and Characteristics of Team Members

❖  Enthusiastic ( tns§flW igJ3timJttlI)

Committed( HIsmmjfrlBfiBtlfTUtJlJ)
n  o

❖  Productive (tuCummSpmtnjTunmtjituititfi)
cr tu  n

❖  Motivated (uJw O Ta5m 5m rtni/jm sm nw nsfiSfi) 

❖ United ( ititUttSSMUlfnimittU UlUJHfn)
VAOJ U •=*
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Creating Effective Teams to manage Projects and 
Achieve Results

□  Contribute ideas and solutions

□  Recognize and respect differences in others

□  Value the ideas and contributions o f others

□  Listen and share information

□  Ask questions and get clarification

□  Participate fully and keep commitments

□  Be flexible and respect the partnership create by a 

team-strive for the “win-win”

□  Have fun and care about the team and the outcomes
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WHAT MAKES A SUCCESSFUL TEAM?
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8. Building Trust and Motivating Others

As a leader, are you the person who motivates them, 
guides them, encourages them, and makes them want to 
win?
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What are the Signs of a Demotivated Team?

□  Declining job performance

□  Chronic absenteeism

□  Frequent or careless accidents

□  Sub-standard work

□  Unhealthy work relationships

□  Poor concentration

□  Negative work behavior

□  Missed deadlines

□  Hostility toward coworkers

□  withdrawn behavior

WHAT DO 
PEOPLE REALLY 

WANT FROM WORK?

tnnm finm jitiiitnsH n
V
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The Art of Motivating Your Team Members for 
Greater Productivity

Herzberg’s Two-Factor Theory

Hygiene factors Motivators

. Quality o f supervision 

. Pay and incentives 

. Company policies 

. Physical Work conditions 

. Relations with others

. Promotion opportunity 

. Chances for personal 

growth 

. Recognition 

. Responsibility 

. Achievement
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Do You Think Motivation Alone Determines 
Performance?

MHtHnjtriRtijtJtgtgjRidMMRHffirifriitiii
Consider The Other Elements of Performance

Motivation

m ntS nsnS n

+

Performance
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+

Ability
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Role Perception
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Facilitating Focused Conversation and Meetings

When is a Meeting Effective?

□  Achieves objectives

□  Use minimum time

□  Satisfy participants
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To meet or not to meet?

Whether or not to hold a meeting should start with a 

statement o f objectives

Examples:

To inform departments o f changes in the industrial 

accident reporting procedures

To decide the best way to arranging and conducting 

meetings

To determine and schedule review dates for multiple 

project holders
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m m iju fm tu tj
A SAMPLE MEETING AGENDA FORM

To________________

F rom ______________

Location___________

Topics to be covered (in order)

Meeting Date_____________

Start tim e________________

End tim e________________

Presented by Time

Key Meetings Objectives/Goals
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Meeting Title: Attendees:

Meeting Date: __

Chaired by: __

Recorded:

Actions Agreed upon Persons Responsible Deadline

1 _____________  ______________  ______
2 

3

Next Meeting Date:_____________

Start T im e:_____________________

End:___________________________

□  Last meeting's agenda attached

□  Next meeting’s agenda attached
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The Meeting Leader’s Roles

❖  To develop agenda

❖  To state objectives

❖  To initiate

❖  To keep on topic 

♦> To set ground rules

❖  To encourage participation ' 

♦> To elicit information

❖  To facilitate conflict management

❖  To manage time

❖  To Develop actions
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Providing Feedback to Manage Performance and 
Influence Self-responsibility by others



Management and Leadership

At the nucleus o f the performance management process is 

a continuous loop o f  planning, executing, and assessing 

results. This is supported by a foundation of continuous 

feedback growth, and development. Positive efforts should 

result in rewards, both in the form o f compensation and 

career advancement.
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Finding Out How Well Your Staff are Performing

When do you know that your staff are performing well in 
your department?
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When do you know that your staff are not performing will 
in your department?

Write down the reasons for poor performance in the 
company

nnH is{R9 jm a1m aarn itii:-rn itin : at5mi99cutDR
Feedback at Work -  Give and Take
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1. W hat can you say to your employees and how can

you say it?

2. Where can you give and get feedback?

3. How can you bring out the best in your staff?

4. How do you handle difficult interchanges without 

inflaming the situation?

5. How do you respond to critical feedback yourself?

These are common questions, many o f them 

reflecting frustration and fear o f  dealing with 

the ‘hard s tu ff  o f managing people. But 

employee feedback doesn’t have to be difficult.
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Giving Feedback in Really Difficult Situations

Some situations may have you feeling anxious and fining 

the right words to say at that moment may not come easily. 

So, next time you are feeling uncomfortable about an 

impending confrontation, try this four-step plan:

1. Prepare yourself — checking facts and positions, 

dealing with feelings.

2. Approach the situation constructively — using the 

right words that you have prepared.

3. Deal with excuses — respectfully.

4. Make sure people can do what they say they will.
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11. Turn Criticism into Constructive Feedback

Avoid employee feedback that however unintentionally 

criticizes the person rather than their actions. I f  you leave 

them feeling humiliated and resentful, they will be even 

more reluctant to change. You can’t ignore the problem if 

something is obviously wrong, but there is a difference 

between attacking the person and constructive feedback.

Talking about a ‘bad attitude’ is unlikely to be helpful 

because the employee w on’t know what they need to 

change. Telling someone they are incompetent or lazy is a 

personal attack on their character and will probably lead to 

an emotional response.

Constructive criticism means starting from a different 

perspective. Your criticism should be factual, impersonal
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and timely. The value o f  changing their behavior must also 

be clear. You might say, “This week I ’ve noticed you’ve 

been late to three sales briefings and now you want to 

leave early today for a dental appointment. When you 

behave so casually the rest o f the team fell resentful and 

tom orrow someone will have to do your work for you. So 

what can we do about it?” Now here’s a chance for the 

person to respond.

um asfonfnaT figm m w H finam jftfitjtna
O  V  L i  V J  o t d  O  l >
ti  I

-cmrraMHfimti§Ttfiggtummtfimfrjtna muimHltiyia 1
=* u  u> u.

stiussfisncmsnBtfis

HSCmSlS

tjitjitifnm uinuufnnttScuHltjtns fuCUHisnlnuitini i. l /l  M U  O  (U -O

-116-



Management and Leadership

Communicate Your Feedback in a Positive Way

■ Your message may be received positively or 
negatively.

■ Use positive language to convey and soften the 
impact o f unpleasant news.

■ Use positive language to project a helpful, positive 
image rather than a destructive negative one.
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Principles of Effective Feedback

♦> Avoid interrupting the person you are talking to.

Avoid focus on the person but on the issue.

♦> Avoid negative language 

♦> Avoid one way communication 

♦> Avoid talking down to people 

Avoid sarcasm 

♦♦♦ Avoid blaming

Avoid negative behavior
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12. Communication/Coaching/Counseling skills

Coaching is a method of directing, instructing, and 

training a person or group o f people, with the aim to 

achieve some goal or develop specific skills. There are 

many ways to coach, types o f coaching and methods to 

coaching. It includes motivational training, seminars, 

workshops, on-job-training and supervised practice. 

Counseling involves talking with a person in a way that 

helps that person solve a problem or helps to create 

conditions that will cause the person to understand and/or
V

improve his behavior, character, values or life 

circumstances.

> Gather data from a variety o f sources and communicate

feedback;

> Determine specific goals, design action plans, time-

frame and measures;
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>  While implementing plan and monitoring process - 

coach, support and advice.
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Coaching D o’s:

Do strive to reach win/win agreements for both the 

individual and the organization.

*** Do seek understanding of what motivates the 

people being coach. .

*> Do coach for the W HAT and HOW versus the 

WHY.

•> Do coach with a playful heart and maintain focus 

on the issues.

*  Do share your impressions freely-and hold your 

opinions.
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Coaching Don’ts:

❖  D on’t judge and make the ‘team m em ber’ wrong.

♦> Don’t forget to remain true to the coaching Code of 

Ethics.

♦> D on’t work without a timeline.

❖  D on’t treat employees like machines or computers.
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CHOOSING METHODS OF COMMUNICATION

I
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Mechanical Communication Tools —  What are they?

-124-



Management and Leadership

0b.fT im w it5gsiri9sa m jtfiutpti

tjSICmCUHSMI 9t3tt^STemtIIUfTTltjlHtIJMHl2f1TRHtt3fUUt3fnT
v  l v J  L i i n  v» L i i  n

rosin

laitnnjHnmuTRtitnmtitifnjtTiJ stimsnsiSSuti mntnm§H
c t  L i Li  XJ V  O

msurmijiHtuuRWR i etiHGtitritfi musmnsstittirorogitmfii
i n  u  i  n  v  L» m

R{Hj§]HlSmJ3n8{U^LUi3 tt?imt9itnnJ[RU[fit3HSfiJjtSimSt5 

mTttIJRtimUllIHRmUTRti HRTRftRTUaTUtijRljlSGRttUCm
c t  c t  L i  Lj  c t  L r u  L i  1 L i  c t  i n

ts§ *1

f is ic js s in g s t iU R w g jtn sttj iR S m m fin ssa :

❖ restG m nfrH m H R titgttfim w sw ia
O- U =» 1 o

❖ tG sfim m ro stim Jsscum nm jsgcusfiJT fijo u I Uii

❖ tt5!Rcm RJ5wiiM ttiniH riTR }u5tBH Ttatanm s1aalfi9
U o  c* L iu L i  e-J «\j

❖ rasigm jjjtau jH S jm stng ia iu M gR ici

-125-



Management and Leadership

12. Building Relationships and Developing People

People Skills-Managing and Dealing with Difficult
Team Members

The moment an executive occupies a command and control 

position, he or she starts having staff problems. 

Remember, all good relationships require effort and when 

managing people at work, you as the manager have to be 

especially careful in this respect.

Successful Interpersonal Skills involve:

❖  Working harmoniously with others
❖  Evaluating and accept responsibilities
❖  Identifying methods you use to respond to conflict
❖  W orking in teams more efficiently
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❖  Cultural differences

❖  Differences o f opinion

❖  Unclear roles or expectations

♦> emotional responses to an issue or person

❖  Unequal status

❖  M isunderstanding o f the messages
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Reduce Conflict and Channel Everyone’s Efforts 
Toward Achieving Results

How to resolve conflict and m ake a team work?

■ Make members see one common vision

■ Make members trust each other

■ Make members respect each other

■ Make members enjoy each other’s company

■ Make members listen to each other with open minds

■ Make members learn from each together

■ Make members share a “WE CAN DO” attitude

■ Make members celebrate success together

■ Make members passionate about winning

-129-



Management and Leadership

P e r s o n a l  A c t i o n  P l a n
Key Learning 

Points/Strategies
Actions to Be Taken 

at Work
What are the 

Benefits?
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