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WELCOME delegates and INTRODUCE yourself with some background. 

 

INTRODUCE workshop by explaining: 

ω The course is about understanding more of your role as Managers and your impact on 
others. The workshop majors on performance management - getting the best out of people 

ω tŜƻǇƭŜ ŀǊŜ ƴƻǘ ƭƛƪŜ ƳŀŎƘƛƴŜǎΦ LŦ ȅƻǳ ǇǊŜǎǎ ǘƘŜ ƭŜǘǘŜǊ Ω[Ω ƻƴ ŀ ƪŜȅ ōƻŀǊŘΣ ǘƘŜ ƭŜǘǘŜǊ Ψ[Ω ŀǇǇŜŀǊǎ 
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  

ω The sign of an intelligent manager is the one who can switch managerial styles depending 
on the situation and the person - ŦǊƻƳ ΨƳŀƴŀƎŜƳŜƴǘ ōȅ ŎƻƴǘǊƻƭΩ ǘƻ ΨƳŀƴŀƎŜƳŜƴǘ ōȅ 
ŎƻƳƳƛǘƳŜƴǘΩ 

ω Everything we cover -ƛǎ ŘŜǎƛƎƴŜŘ ǘƻ ŜƴŎƻǳǊŀƎŜ ƻǘƘŜǊǎ ǘƻ ΨƎƛǾŜ ƻŦ ǘƘŜƛǊ ōŜǎǘΩ ƴƻǘ ΨƎƛǾŜ ǿƘŀǘ 
ǘƘŜȅ Ŏŀƴ ƎŜǘ ŀǿŀȅ ǿƛǘƘΩ - the difference between the two in terms of levels of performance 
can be wide 

 

COVER Knowledge / Skill Checklist in manual, to introduce content of the day, by delegates 
completing the PRE column. EXPLAIN  will revisit checklist at end of day for delegates to 
complete POST column. This will help gauge level of learning and to give them a focus for 
action planning / personal pledging. 

 

 REFER to back page of manual to encourage thoughts about action plan throughout the day. 
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MANAGEMENT AND LEADERSHIP 

SHOW above slide. 

 

ASK delegates to work in pairs to DISCUSS a Leader does? And what a Manager does, and 
come up with a flipcharted explanation for both. Also to name the Leaders they admire most. 

 

REVIEW feedback. 
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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 even negative examples of leaders - 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? 

! LǘΩǎ ǘƘŜ HOW of implementing leadership  - HOW you do it. 

 

REVIEW above slide. 

 

Q Are we Leaders or Managers? 

Q When do we play Leaders in our jobs? 
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ASK delegates the above question and get their responses before revealing the answer. 

EXPLORE the second question. 

  

EXPLAIN that: 

ω The player or athlete is the expert and that the coach can help them realise their potential 
that his expertise, skills, practice, techniques, experience, commitment and focus can bring 
him 

ω One way to think about coaching is a professional football team coach. If the team wins 4-1 
ς he points out the good things that they did so ǘƘŜȅΩƭƭ do them again next time ς possibly 
even better 

ω If the team loses 7-0? ς (after some feedback!) he shows them the video and highlight the 
areas they let themselves down on, discuss how to improve in these areas, perhaps give some 
hints and tips, and boost their confidence to put them into the right mindset to achieve next 
time 

ω Coaches also look to the future ς who are they playing next? What are their strengths? How 
can we counteract these strengths? 

 

EMPHASISE that we don t need to be the best operator, in terms of speed and quality, as 
Coaches. However, we do need to understand the outputs of the job; the challenges in 
achieving the outputs. We also need to ask the right questions. E.g. Adam Crozier/Allan 
Leighton; NHS taking on manager from RAC; Alex Ferguson played for Aberdeen(?) 
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Q So in a commercial setting, what is coaching? 

A 

REVEAL above slide 

Q How do coaching situations arise? 

A Examples to expect: 

ω Chats (over coffee, on office floor) ς Walking the Floor ς Ψ[Ŝǘ ǎ ƘŀǾŜ ŀ ŎƘŀǘ ŀōƻǳǘ Ƙƻǿ 
ȅƻǳ ƘŀƴŘƭŜŘ ǘƘŀǘ ƭŀǎǘ ŎǳǎǘƻƳŜǊΩ 

ω In an appraisal ς ΨIƻǿ ŀǊŜ ȅƻǳ ƎŜǘǘƛƴƎ ƻƴ ǿƛǘƘ ǎǳŎƘ ŀƴŘ ǎǳŎƘ ŀ ǇǊƻƧŜŎǘΩ 

ω Observation ς ŀ ǘŜŀƳ ƳŜƳōŜǊΩǎ ǇŜǊŦƻǊƳŀƴŎŜ ƛƴ ŀ ƳŜŜǘƛƴƎΥ ΨIƻǿ Řƻ ȅƻǳ ǘƘƛƴƪ ƛǘ 
ǿŜƴǘΣ ǿƘŀǘ ƳƛƎƘǘ ȅƻǳ Řƻ ŘƛŦŦŜǊŜƴǘƭȅ ƴŜȄǘ ǘƛƳŜΩ όŀƴŘ ǘƘŜƴ ƎƛǾŜ ŦŜŜŘōŀŎƪύ ƻǊ ΨIƻǿ ŀōƻǳǘ 
ǘǊȅƛƴƎ ƛǘ ǘƘƛǎ ǿŀȅΦΦΦΦΦΩ 

ω Approaches for assistance from the Coachee 

ω Outputs and targets ς reports, forms, figures, deadlines and targets (e.g. sales 
ŦƛƎǳǊŜǎΣ Ŏŀƭƭ ƳƻƴƛǘƻǊƛƴƎ ǘŀǊƎŜǘǎύΦ Ψ[ŜǘΩǎ ǘŀƭƪ ǘƘǊƻǳƎƘ ǘƘƛǎ ǊŜǇƻǊǘκǘƘŜǎŜ ŦƛƎǳǊŜǎΣ ǘŜƭƭ ƳŜ 
Ƙƻǿ ȅƻǳ ŘƛŘ ƛǘΣ L ǘƘƛƴƪ L Ŏŀƴ ƎƛǾŜ ȅƻǳ ǎƻƳŜ ǘƛǇǎ ƻƴ ƛƳǇǊƻǾƛƴƎΩ 

ω Delegating tasks/activities 

ω Covering for absence 

ω Grooming your no 2 

 

EXPLAIN that a very large % of coaching is ad hoc and unplanned but skilled in its delivery- so 
ƛǘΩǎ ƛƳǇƻǊǘŀƴǘ ǘƻ ōŜ ƎƻƻŘ ŀǘ ŎƻŀŎƘƛƴƎ Ψƻƴ ȅƻǳǊ ŦŜŜǘΩ ŀǘ ǾŜǊȅ ǎƘƻǊǘ ƴƻǘƛŎŜ όƛΦŜΦ ƘŀǾƛƴƎ ǘƘŜ ǎƪƛƭƭǎ ϧ 
structure as second nature so it can be done on auto pilot) . 
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EXERCISE: QUESTION DETECTIVE 

 

EXPLAIN that:- 

ω ²ŜΩƭƭ Řƻ ŀ р ƳƛƴǳǘŜ ΨvǳŜǎǘƛƻƴ 5ŜǘŜŎǘƛǾŜΩ 9ȄŜǊŎƛǎŜ 

ω You will be given a problem to solve 

ω Without conferring with the trainer, think of ONE question EACH to ask you. You can confer 
with each other if you want. 

 

SHOW above slide. 

 

FLIP UP questions, as delegates shout them out, noting:- 

 

ω Put closed questions in one ( untitled) column, and open questions in another 

ω 5ƻƴΩǘ ŀƴǎǿŜǊ ŀƴȅ ǉǳŜǎǘƛƻƴǎ ǳƴǘƛƭ ŀƭƭ ŀǊŜ ƭƛǎǘŜŘ 

 

ANSWER questions in CLOSED column first, then the OPEN questions. 
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REVEAL above slide to introduce topic. 
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REVIEW the above slide. 

 

EMPHASISE: 

ω Team members need to know which direction they are headed, what is required of them 
and how they are doing against what is required 

ω A lot of the time, managers tend to assume people know how well they are doing, or even 
knowing what to do in the first place 

ω This runs the risk of staff de-ƳƻǘƛǾŀǘƛƻƴ ŀƴŘ ǿŀǎǘƛƴƎ ǘƛƳŜ ǳƴǘŀƴƎƭƛƴƎ ǿƻǊƪ ǘƘŀǘ ŘƻŜǎƴΩǘ Ƙƛǘ 
ǎǘŀƴŘŀǊŘ ōŜŎŀǳǎŜ ǿŜ ŘƛŘƴΩǘ ǎŜǘ ƛǘ ǇǊƻǇŜǊƭȅ ƛƴ ǘƘŜ ŦƛǊǎǘ ǇƭŀŎŜ ƻǊ ǿŜ ŦŀƛƭŜŘ ǘƻ ƳƻƴƛǘƻǊ ƛǘ 
effectively 

 

POINT OUT that the word ASSUME can be split into ASS / U / ME!  
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REVIEW above slide. 

 

ACHIEVABLE: 

ω LŦ ǘƘŜȅ ǿŀƭƪ ŀǿŀȅ ǿƛǘƘ ŀ ƳŜƴǘŀƭ ōŀǊǊƛŜǊ ǘƻ ŀŎƘƛŜǾŜƳŜƴǘΣ ƛǘΩǎ ƻƴŜ ƳƻǊŜ ǊŜŀǎƻƴ ŦƻǊ ǘƘŜƳ ǘƻ 
not achieve the objective. An analogy is to think about sales people. They will look for buying 
ǎƛƎƴŀƭǎ ŦǊƻƳ ǳǎΦ LŦ ǘƘŜȅ ŘƻƴΩǘ ƎŜǘ ǘƘŜƳΣ ǘƘŜȅΩƭƭ ŀǎƪ ŦƻǊ ƻǳǊ ǘƘƻǳƎƘǘǎ - ōŜŎŀǳǎŜ ƛŦ ǘƘŜȅ ŘƻƴΩǘΣ 
ǘƘŜǊŜ ƛǎ ŀ Ǌƛǎƪ ȅƻǳΩƭƭ Ǝƻ ŀƴŘ ōǳȅ ƛǘ ŀǘ ŀ ŎƻƳǇŜǘƛǘƻǊ 

 

Q How can we help promote achievability? 

A Breaking down targets into bite sized chunks. 

E.g. 1: an annual/monthly target broken down into a weekly/daily target. 

E.g. 2: Ψ¢ƻ ǊŜŘǳŎŜ ǘƘŜ ǊŜǎǇƻƴǎŜ ǘƛƳŜ ŦǊƻƳ п Řŀȅǎ ǘƻ м Řŀȅ ǿƛǘƘƛƴ ǘƘŜ ƴŜȄǘ о ǿŜŜƪǎΩ ŎƻǳƭŘ ōŜ 
ǘǊŀƴǎŦƻǊƳŜŘ ƛƴǘƻ Ψ¢ƻ ǊŜŘǳŎŜ ǘƘŜ ǊŜǎǇƻƴǎŜ ǘƛƳŜ ǘƻ о Řŀȅǎ ǿƛǘƘƛƴ м ǿŜŜƪΣ н Řŀȅǎ ǿƛǘƘƛƴ н ǿŜŜƪǎ 
ŀƴŘ ǘƻ м Řŀȅ ōȅ ǘƘŜ ŜƴŘ ƻŦ ǘƘŜ ǘƘƛǊŘ ǿŜŜƪΩΦ 

 

ω Ask them what they can achieve ς one Area Manager stressed that he always asks the team 
member for a target, as very often they were over-ambitious about what they could achieve. 
LǘΩǎ ŀ ƭƻǘ ŜŀǎƛŜǊ ƳŀƴŀƎƛƴƎ ǘƘŜƛǊ ŜȄǇŜŎǘŀǘƛƻƴǎ ŘƻǿƴǿŀǊŘǎ ƛƴ ǘŜǊƳǎ ƻŦ ŀ ǊŜŀƭƛǎǘƛŎ ǘŀǊƎŜǘ ǘƻ 
achieve 
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ASSERTIVENESS 

Q Write down the name of a person who you think is assertive, and why? PROBE delegates for 
what this person SAYS or DOES to make them assertive. 

 

REVIEW above slide. 

 

EXPLAIN: 

ω The person on the receiving end of behaviour judges what behavioural style it is 

ω Telling someone what to do without understanding (and voicing) their work pressures / how 
they are feeling / what views they have about doing things, can be viewed as aggressive 

ω ¢ƘŜǊŜŦƻǊŜΣ ŀǎǎŜǊǘƛǾŜ ǇŜƻǇƭŜ ŀǊŜ Ψ¸h¦ !b5 a9Ω ǇŜƻǇƭŜ ǿƘŜǊŜŀǎ ŀƎƎǊŜǎǎƛǾŜ ǇŜƻǇƭŜ Ŏŀƴ ōŜ 
ǎŜŜƴ ŀǎ Ψa9 a9 a9Ω ǇŜƻǇƭŜ 

ω Assertive people look for workable compromises with others 

ω Aggressive styles can be appropriate in managerial behaviour e.g. Being directional with 
people when time deadlines are approaching, or perhaps when people prefer to be managed 
ǿƛǘƘ ŀƴ ŀǳǘƻŎǊŀǘƛŎ ǎǘȅƭŜ όά5ƻ ƛǘΣ ƛƴ ǘƘƛǎ ǿŀȅΣ ōȅ ǘƘƛǎ ŘŜŀŘƭƛƴŜΣ ǘƻ ǘƘƛǎ ǎǘŀƴŘŀǊŘέύ 

ω  Assertive people tend to be prepared - they think through situations and outcomes. They 
are diplomatic and tactful, not confrontational 
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3 STEPS TO ASSERTIVE BEHAVIOUR 

REVIEW above slide, referring to manual: Assertiveness ς the 3 Steps. 

 

EMPHASISE that Step 1 is the bit we all tend to miss out. 

 

ASK delegates for some possible STEP 1 phrases: 

 

ω άL ǳƴŘŜǊǎǘŀƴŘ ǘƘŀǘ ȅƻǳ ŀǊŜ ΧΦέ 

 

ω  άL ŀǇǇǊŜŎƛŀǘŜ ǿƘŀǘ ȅƻǳΩǊŜ ǎŀȅƛƴƎ ƘƻǿŜǾŜǊ ΧΦέ 

 

ω  άL ǳƴŘŜǊǎǘŀƴŘ ǿƘŜǊŜ ȅƻǳΩǊŜ ŎƻƳƛƴƎ ŦǊƻƳ ΧΦέ 

 

ω άhƴ ƻƴŜ ƘŀƴŘ L ŀƎǊŜŜ ǿƛǘƘ ȅƻǳΣ ƻƴ ǘƘŜ ƻǘƘŜǊ ƘŀƴŘ ΧΧ 

 

ω  άL Ŏŀƴ ǎŜŜ ǘƘŀǘ ȅƻǳΩǊŜ ŀƴƎǊȅ ΧΦέ 

 

ω άL ǘƘƛƴƪ ǘƘŜǊŜ ƛǎ ŀ ƭƻǘ ƻŦ ǾŀƭǳŜ ƛƴ ǿƘŀǘ ȅƻǳΩǾŜ Ƨǳǎǘ ǎŀƛŘ ΧΧΦ 

 

OR Summarise and Confirm - ά{ƻ ƭŜǘ ƳŜ ƎŜǘ ǘƘƛǎ ǊƛƎƘǘΣ ǿƘŀǘ ȅƻǳΩǊŜ ǎŀȅƛƴƎ ƛǎ ΧΧΧέ 

 

POINT OUT: 

ω {ǘŜǇ о Ŏŀƴ ōŜ ǘǳǊƴŜŘ ƛƴǘƻ ŀ ǉǳŜǎǘƛƻƴ ŜΦƎΦ άIƻǿΩǎ ŀōƻǳǘ ǿŜΦΦΦΦΤ ²Ƙŀǘ Řƻ ȅƻǳ ǎŀȅ ƛŦ L ΦΦΦΦΦΦΦΦΦέ 

ω Ensure sincerity otherwise people may feel we are being manipulative (aggressive) 
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REVIEW above slide 

Q What are the right type of questions? 

A OPEN questions 

 

Q What are OPEN questions? 

A the 5 W s and the H!! 

i.e. Questions starting with WHAT, WHEN, WHY, WHERE, WHO, HOW. You should be talking 
the least ς Řƻƴ ǘ ǎŀȅ άLǎ ǘƘŀǘ ƻƪΚέ SAY άIƻǿ Řƻ ŦŜŜƭ ŀōƻǳǘ ǘƘŀǘΚέ 

 5ƻƴ ǘ ǎŀȅ ά¸ƻǳ ƪƴƻǿ ǘƘŀǘ ȅƻǳǊ ƭŀǘŜƴŜǎǎ Ƙŀǎ ŀ ŘŜǘǊƛƳŜƴǘŀƭ ŜŦŦŜŎǘ ƻƴ ǘƘŜ ǘŜŀƳΣ Řƻƴ ǘ ȅƻǳΚέ SAY 
άIƻǿ Řƻ ȅƻǳ ǘƘƛƴƪ ȅƻǳǊ ƭŀǘŜƴŜǎǎ ŀŦŦŜŎǘǎ ǘƘŜ ǘŜŀƳΚέ 

 

POINT OUT: 

ω Watch your body language (eye contact, hands open, odd smile, nods of head) 

ω ¦ǎŜ ǇŜǊǎǳŀǎƛǾŜ ǘŜŎƘƴƛǉǳŜǎ ǎǳŎƘ ŀǎ άIƻǿ Řƻ ȅƻǳ ǘƘƛƴƪ ǘƘŜ ǘŜŀƳ ŦŜŜƭ ŀōƻǳǘ ȅƻǳ ŎƻƳƛƴƎ ƛƴ 
ƭŀǘŜΚέ ƻǊ ά²Ƙŀǘ ǿƻǳƭŘ ȅƻǳ Řƻ ƛŦ ȅƻǳ ǿŜǊŜ ǘƘŜ ōƻǎǎΣ ŀƴŘ ƛǘ ǿŀǎ ƳŜ ŎƻƳƛƴƎ ƛƴ ƭŀǘŜΚέ  

ω Listen to what they have to say 

ω Keep open minded about the situation 

ω There could be a whole host of reasons why their performance/conduct is below your 
standard: 

Á e.g. 1: Coming in late / being absent - could be an issue around family circumstances 
- e.g. child minder gone sick 

Á e.g. 2: Poor paperwork completion - need more coaching but afraid to mention it to 
you 

 

ω Keep them owning the issue e.g. the manager who looked for a car share for an individual 
ǿƘƻ ŎƻǳƭŘƴΩǘ ƎŜǘ ƛƴǘƻ ǿƻǊƪ ƻƴ ǘƛƳŜ ōŜŎŀǳǎŜ ƻŦ ǘǊŀƛƴǎ ς he also went to see personnel and 
designed a notice board poster 

ω .ŜǿŀǊŜ ƻŦ ŘŜŦƭŜŎǘƛƴƎ ǘŀŎǘƛŎǎ ŜΦƎΦ ά¢ƘŜ ŎƻƳǇǳǘŜǊǎ ŀǊŜ ǘƻƻ ǎƭƻǿέ 
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CASE STUDIES 

  

INTRODUCE section by explaining that we will look at a number of case studies on typical 
ΨŘƛŦŦƛŎǳƭǘΩ ƭŜŀŘŜǊǎƘƛǇκƳŀƴŀƎŜǊƛŀƭ ǎƛǘǳŀǘƛƻƴǎΦ 

 

REFER to manual: Dealing with Difficult Situations: Case Studies and separate handout 
ΨaŀƴŀƎŜƳŜƴǘ /ŀǎŜ {ǘǳŘƛŜǎ !b{²9w{ΩΦ 

 

Trainer Tip: Perhaps do Scenario 1 as a total group, with the rest of the Scenarios being tackled 
in small groups, asking delegates to scribe their approaches on flips. These can be posted 
ŀǊƻǳƴŘ ǘƘŜ ǊƻƻƳ ǘƻ ǘŀƭƪ ǘƘǊƻǳƎƘ ƻǊ ƎŜǘ ƻǘƘŜǊ ƎǊƻǳǇǎ ǘƻ ΨǾƛǎƛǘΩ ŦƭƛǇǎ ǘƻ ŎǊƛǘƛǉǳŜ ŦƛǊǎǘΣ ǘƘŜƴ ƘŀǾŜ 
ΨǿƘƻƭŜ ƎǊƻǳǇΩ ŘƛǎŎǳǎǎƛƻƴ ƻƴ ǾŀƭƛŘƛǘȅ ƻŦ ŀǇǇǊƻŀŎƘŜǎΦ Lƴ ŜƛǘƘŜǊ ŀǇǇǊƻŀŎƘΣ ENCOURAGE delegates 
to get into detail ς tips, tactics, reasons for behaviour, forms of words, body language etc. 

  

When debriefing delegates, STRESS: 

 

ω In Scenario 1, it can be useful to start by identifying  the ISSUES first before the ACTIONS they 
would take 

 

ω The importance of getting advice from Human Resources (or company legal representative) 
ƻƴ ŀƴȅ ŘƛŦŦƛŎǳƭǘ ΨǇŜƻǇƭŜΩ ǎƛǘǳŀǘƛƻƴΣ ŀƴŘ ǘƻ ǳǎŜ ǘƘŜ ŎŀǎŜ ǎǘǳŘƛŜǎ ŀǎ ŜȄŀƳǇƭŜǎ ƻŦ ƻƴŜ ŎƻƳǇŀƴȅΩǎ 
ŀǇǇǊƻŀŎƘΦ ²Ŝ Ƴǳǎǘ ŎƻƴǎƛŘŜǊ ŀƭƭ ǘƘŜ ŎƛǊŎǳƳǎǘŀƴŎŜǎ ƛƴ ƻǳǊ ŀŎǘƛƻƴǎΣ ƴƻǘ ŎƻǇȅ ŀƴƻǘƘŜǊ ŎƻƳǇŀƴȅΩǎ 
approach! 

 

ω wŜǾƛŜǿƛƴƎ ǎƻƳŜ ƻŦ ƻǳǊ ŀŎǘƛƻƴǎ ƛƴ ǘƘŜ ƭƛƎƘǘ ƻŦ ǘƘŜ ŜŦŦŜŎǘ ƻƴ ǘƘŜ Ψо ŎƛǊŎƭŜ ƳƻŘŜƭΩ ŎƻǾŜǊŜŘ ƻƴ Řŀȅ 
1 

 

 


