
Train, Trust, 
Monitor, 
SupportGathering, 

Analysing, 
Applying, 

Classifying, 
Creating, 

Synthesising, 
Simplifying

MANAGEMENT

Context

Team 
Performance

Corporate 
Outputs

Time  Team

 Information  Reputation

Personal 
priorities

 Setting an 
example Senior team Upward 

management
The wider 

organisationBad news Formal reports

Cash-flow
(year 0 profit)

Customer 
satisfaction
(year 1 profit)

Culture and 
employee 

satisfaction
(year 2 profit)

Creativity 
and 

innovation
(year 3 profit)

Cost control
Customer 

groupsContractsCommitmentResponsiveness 
and empowerment

Infrastructure

Individual 
Skills

Chairing

Presenting

Listening

Critiquing

Thinking

Prioritising

Communication

EvaluationOrganisation

Delegating

Speed reading

Negotiating

Asserting

Understanding 
people

Adaptation

Leading

Surviving

Regulation

Rapport 
building

Skills

Context: Maintenance and attention

Team Issues: 
Interactive planning

Solutions

Results: Attracting and keeping profitable customers

Explaining,
Engaging,
Sustaining,
Refraining

Respect, 
Empowerment, 

Involvement, 
Thought, Truth

Assert, Listen, 
Agree

Attention, 
Reflection, 
Response

Echo, reflect, 
move forward

Your needs, 
Their needs

Attention, 
Involvement, 
Information

Coalitions, 
Resilience, 

Stress 
management,

Self-awareness

Focus, Balance, 
Systems 

Determining, 
Leveraging, 
Packaging

Similarities, 
Differences

Skimming, 
Questioning, 

Comprehending

Persuading
Rapport, 

Credibility, 
Clarity

Change & 
Success Issues

Clear 
Understanding

Consistent 
Directions

Customer 
Satisfaction

Identify
Present Reality

Outcome measures,
Output measures, 
Orientation measures, 
Observation

Define
Purpose

Calling, 
Constraints & values,
Competitive advantage, 
Change-responsiveness, 
Customer focus,
Culture definition,
Critical success factors

Improve 
Products and 

Services

Preferred customers, 
Perceptions, 
Positioning, 
Point of delivery, 
Point of sale, 
Profitability, 
Pricing, 
Promotion

Consistent Quality 
& Cost Savings

Co-ordination and 
Control

Clear standards, 
norms & roles

Improve 
Processes  & 

optimise 
Technology

Primary & secondary activities, 
Problem areas, 
Profiling and charting, 
Possibilities, 
Proof and data, 
Programming,
Pilot,
Process description database™

Optimise
Positions

Product/client/activity matrices, 
Principles,
Process ownership, 
Profiling positions
Productive rostering system™

Clarify 
Performance 
Expectations

Protocols, 
Performance feedback, 
Performance management, 
Person/Position Integration Methodology™

Committed 
Mentality

Communication & 
Co-operation

Competent 
People

Accommodate 
Preferences

Individual Motivational Profiles™,  
Interactive Position Renegotiation

Enhance 
Personal 

Relationships

Aim,
Admission, 
Acknowledgment, 
Acceptance, 
Appreciation, 
Application

Implement 
Personalised 
Development

Skill-gap analysis system™, 
Survey, 
Spreadsheets, 
Skill-gap analysis, 
Specific learning plans,
Self-paced and flexible delivery 
Structured training administration

Consequences for 
Behavior

Cost-Efficient 
Staffing

Change 
Implementation

Identify 
Positive & 
Negative 

Outcomes

Personal rewards,
Pay and remuneration, 
Performance incentives

Prepare
 Plans for Future 

Staffing

People available, 
People required, 
Planning to fill the gap, 
Placements

Manage 
Projects

Plans, 
People, 
Project monitoring, 
Post-implementation review

Customers & 
Strategy Issues

Co-ordination & 
Structure Issues

Cohesion & Skills 
Issues

How are we doing?

Where are we 
heading?

What should we 
improve?

How can we 
improve?

Who is 
responsible?

What is expected?

Why should 
people do what is 

expected?

How can we get 
along better?

How can we 
improve our skills?

What happens 
about 

performance?

How many people, 
with what skills, will 

we need?

When will this be 
done, & by whom?

Management Activities
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