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Sample slides/trainer notes

WELCOMEHelegates and INTRODUC¥0ourself with some background.

INTRODUCQCEOrkshop by explaining:

wThe 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

w S2LXS INB y2id tA1S YFIOKAYySad LT e&2dz LINBa
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

wThe sign of an intelligent manager is the one who can switch managerial styles depending

on the situation and the person-F NR Y WYl yI 3SYSy i o0& O2y(iNRfQ
O2YYAUYSyYyGQ

wEverythingwe cover-A & RSAA3IY SR (G2 Sy O02dzN}y 3S 20 KSN&
GKSe Ol y 3S§He differénicedbetwiedn th&to in terms of levels of performance

can be wide

COVERnNowledge / Skill Checklist in manual, to introduce content of the day, by delegates
completing the PREEolumn. EXPLAINwill revisit checklist at end of day for delegates to
complete POSTolumn. This will help gauge level of learning and to give them a focus for
action planning/ personal pledging.

REFE® back page of manual to encourage thoughts about action plan throughout the day.
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LEADERSHIP &
MANAGEMENT

S
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MANAGEMENT AND LEADERSHIP
SHOWabove slide.

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

REVIEWeedback.

© Bryan Edwards 2009
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Leader - "Where are we going?”
Have a Vision of where they want to be
and can communicate it
Are inspirational - people follow them
willingly
Manager - "How do we get there? What do
we need?”
Achieve their objectives by using the
available resources effectively - including
their people

Q What is the literal meaning of leading?

A Analogy with leading a group of people on awalk - DETERMINING DIRECTION AND
GETTING PEOPLE TO FOLLOW.

POINT OUThat 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?
I L { [3WofinpBmenting leadership - HOWyou do it.

REVIEWbove slide.

Q Are we Leaders or Managers?
Q When do we play Leaders in our jobs?
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What do the world’s top tennis players,
golfers and athletes all have in common?

Answer - They all have a coach - But why?
To build on their successes
To sharpen their skills
To plan tactics for forthcoming events
To stay on top in a very competitive world
“Excellence is never an accident”

ASKdelegates the above question and get their responses before revealing the answer.
EXPLORI#Ee second question.

EXPLAINNat:

wThe 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

wOne way to think about coaching is a professional football team coach. If the team wins 4-1
¢ he points out the good things that they did so (i K S @ @henf again next time ¢ possibly
even better

wlf the team loses 7-0? ¢ (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

wCoaches also look to the future ¢ who are they playing next? What are their strengths? How
can we counteract these strengths?

EMPHASISEhat 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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Helping someone perform a skill or
solve a problem better than they
would otherwise have been able to
Always involves guidance and
feedback from the coach

Q So in a commercial setting, what is coaching?

A

REVEAA&bove slide

Q How do coaching situations arise?

A Examples to expect:
wChats (over coffee, on office floor) ¢ Walkingthe Floor¢W[ S a KIF @S | O
82dz KFIyRf SR GKFdG f1adGg Odzad2YSNXQ
winanappraisal¢W!l 2 ¢ | NB @&2dz 3SGhGAyYy3a 2y GAGK &d:
wObservationck G SIY YSYO6SNRA LISNF2NYIyOS Ay |
gSYiz gKIFG YAIAK(G &2dz R2 RAFFSNByGfe ySE
GNBAY3I Al GKAEA Gl 28000 ddQ
wApproaches for assistance from the Coachee

wOutputs and targets ¢ reports, forms, figures, deadlines and targets (e.g. sales
FAIAZNBEAZ OFff Y2yAUl2NAy 3 GFNBSGaod W[ S
K2g &2dz RAR AGX L dGKAY]l L OFly 3IAGS @&2dz
wDelegating tasks/activities

wCovering for absence

wGrooming your no 2

EXPLAINhat a very large % of coaching is ad hoc and unplanned but skilled in its delivery- so
AGQa AYLRZNIFYyd G2 6S 322R G O2F OKAy3a Y2y
structure as second nature so it can be done on auto pilot) .



~ * ~ =

\ | - -
x\-‘v-—-_._df--_r'-u -_— O Os ¥ =

A wheel spins slowly to a stop. .
Beside it, two bodies slumped on the
ground. A small crowd is gathering
as uniformed figure crouches over to
inspect the bodies. What has
happened?

EXERCISE: QUESTION DETECTIVE

EXPLAINhat:-
@ SQff R2 | p YAydziS WvdzSaidiazy 5SGSOGABSQ
wYou will be given a problem to solve

wWithout conferring with the trainer, think of ONE question EACH to ask you. You can confer
with each other if you want.

SHOWabove slide.
FLIP URuestions, as delegates shout them out, noting:-

wPut closed questions in one ( untitled) column, and open questions in another
WS 2y Qi FyasgSNI Fye ljdzSaitAazya dzydAat it | NB

ANSWERuestions in CLOSEEolumn first, then the OPENjuestions.



REVEAAhbove slide to introduce topic.



~ i ] ~ "
— — -]

- —

What?

A goal, something to aim for

Why?

Staff understand what is expected of them
and how they are performing

Improves MOTIVATION, CONFIDENCE, SELF
ESTEEM

Saves time - improved EFFICIENCY
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REVIEWhe above slide.

EMPHASISE

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

wA lot of the time, managers tend to assumepeople know how well they are doing, or even
knowing what to do in the first place

wThisrunstherisk of staffde-Y2 G A @ A2y | YR 41| &
aGLFYyRIFINR 0SOldzaS 6S RARyYQI a
effectively

GAy3 GAYS dz
0 LINR LIS NI €

POINT OUThat the word ASSUME can be split into ASS /U / ME!



Objectives '

Achievable - what barriers in their
mind to achieving it? "How do you feel
about what we've just talked about?”
Realistic - How realistic is this
objective? Is it the most urgent and
important at this moment in time? What
else is on their plate?

Timed - po they know when you
plan to review?

REVIEWbove slide.

ACHIEVABLE:

wLF¥ GKSe& gt Ftoglte gAGK F YSydalrf oF NNASNI
not achieve the objective. An analogy is to think about sales people. They will look for buying
AAIYylLta FNRY dzad LT (GKSe& R2yx[OoMERBES (KE YiEK §
GKSNE A& | NrRal e2dzQff 32 FyR o6dz2 AG Fd4 I

Q How can we help promote achievability?

A Breaking down targets into bite sized chunks.

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

Eg.2¥¢2 NBRdzOS GKS NBaLkRyaS GAYS FNRBY n
OGNl YaF2NX¥SR Ayi(i2 WwWe¢2 NBRdzZOS (GKS NBaLRy
FYR G2 m RI®& o0& (GKS SYyR 2F (KS (KANR ¢
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wAsk them what they can achieve ¢ 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.

LGQa | 20 SFEAASNI YIFYyF3IAy3d GKSAN SELISOG!I G A
achieve



Being honest about yourself and others
Being Confident

Trying to find workable compromises
Listening to and understanding the other
point of view

Showing empathy

Being prepared

ASSERTIVENESS

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

REVIEWbove slide.

EXPLAIN:
wThe person on the receiving end of behaviour judges what behavioural style it is

wTelling 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

Wt KSNEF2NBZ FaaSNIAGS LIS2LXS FINB W, h! ! Db5
aSSy +Fa WwWa9 a9 ag9Q LIS2LX S
wAssertive people look for workable compromises with others

wAggressive styles can be appropriate in managerial behaviour e.g. Being directional with
people when time deadlines are approachlng or perhaps when people prefer to be managed
GAGK |y Fdzi2ONXGdAO adtetsS 6a52 AGX Ay (GKAA

w Assertive people tend to be prepared - they think through situations and outcomes. They
are diplomatic and tactful, not confrontational
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STEP 1: Show you listen and
understand

STEP 2: Say what you think or
feel

STEP 3: Say what you want to
happen
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3 STEPS TO ASSERTIVE BEHAVIOUR
REVIEWbove slide, referring to manual: Assertiveness ¢ the 3 Steps.

EMPHASIS#at Step 1 is the bit we all tend to miss out.
ASKdelegates for some possible STEP 1 phrases:
walL dzy RSNRAGFYR GKFG @2dz I NB Xd¢
wWdL FLIINBOAFGS gKIFIG @2dzQNB aleAy3d K2gS(¢
wdL dzy RSNEGFIYR ¢6KSNBE @2dzOQONBE O2YAy3 FTNRY
wdhy 2yS KFIYR L F3INBS gA0K &2dzx 2y GKS
waL OFy aSS (KFd @2dz2QNB | yINER X PE
wdlL GKAY]l GKSNB Aa | t20 2F @QFtdzS Ay 6K
ORSummariseand Confim-a { 2 f S YS 3ISG GKA&A NARIKIZ 6KI
POINT OUT:

o 6SLI o Oy 06S UGdzaNYySR Ayda2 | ljdzSadAazy So3aao
wEnsure sincerity otherwise people may feel we are being manipulative (aggressive)
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2. Explore reasons
Ask open questions
Don’t jump to conclusions
Try to get them to see your point of view
Keep them ‘owning’ the issue
Beware of deflecting tactics

REVIEWbove slide
Q What are the right type of questions?
A OPENyuestions

Q What are OPEN questions?

A the 5 W s and the H!!

i.e. Questions startingwith WHAT, WHEN, WHY WHERE, WHO, HOW. You should be talking
theleastcR2Yy G &l @ SAvEi B2 aKRA EH&E | o62dzi GKIFGKE
52y 0_aleée a,2dz (y2¢6 GKIG &2dzNJ £ GSySasn YKI<
Gl 2¢6 R2 @2dz GKAY] @e2dz2NJ fiSySaa I-TTSO G K
POINT OUT:

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

W 45 LISNhdzZ aA@S GSOKYAljdzSa &dzOK +Fa a1 26 R2
fFUOSKE 2N a2KIFIu ¢2dzE R eé2dz R2 AF e2dz gSNB (

wlListen to what they have to say
wKeep open minded about the situation

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

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

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

wKeep them owning the issue e.g. the manager who looked for a car share for an individual
gK2 O2dzZ Ry QG IS0 Ayd2 gheddwers iy sedipirooel and O dza ¢
designed a notice board poster

w. S NE 2F RST{tSOGAy3a GFrOGAOA Sodad a¢KS 02
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CASE STUDIES

INTRODUCéection by explaining that we will look at a number of case studies on typical
WRAFFAOMZ 0 Q f SIRSNEKALKYFYF3ISNRAFE aAddzr GAz2

REFER manual: Dealing with Difficult Situations: Case Studies and separate handout
Wal yIF3aSYSyid /FaS {ddzRAS& !'b{29w{ Qd

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

I NRPdzy R 6§KS NR2Y (G2 GFf1 GKNRdIZAK 2N 3Sid 203K
WgK2tS INRAzZLIQ RAAOdzaaizy 2y JENCOBRAGHegaeF | L.
to get into detail ¢ tips, tactics, reasons for behaviour, forms of words, body language etc.

When debriefing delegates, STRESS

wlIn Scenario 1, it can be useful to start by identifying the ISSUES firstefore the ACTION $hey
would take

wThe importance of getting advice from Human Resources (or company legal representative)

2y yeé RAFTFAOMA 0 WLIS2LI SQ aAddzZ GdAz2yz FyR 0
F LILINR2 F OK®d 2 S Ydzad O2yaARSNIIFff GKS OANDdzYa
approach!

WWSPOASGgAYI a2YS 2F 2dzNJ F OGdA2ya Ay (GKS fA3IK
1
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