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Day 1: Leadership & Team Management 
 
 

Time  Topic  Action  Documentation/preparation 
required  

8.00 Arrival and introductions Individual   

8.30 Ground Rules, Expectations 
&  Programme Outline 

Group activity and individual 
contributions 

 

9.00  Background and objectives CEO  

9.30  What is a leader, what is a 
manager  

Buzz groups drawing from own 
experience  

 

10.00 TEA 

10.30  Leadership theories Lecture, small group activity and 
individual reflections 

 

11.30 Understand  the role of the 
manager; managing from 
behind.  

Lecture, feedback from the 360 
degree assessment, individual 
reflections & contributions 

 

13.00 LUNCH 

14.00  Coaching Lecture and role play   

15.00 Building a high performance 
team 

Lecture, small group activity and 
individual reflections & 
contributions 

 

16.00 HR Strategy introduction Discussion & guidelines for 
evening work 

GL Strategy document; Policies and 
Regulations  
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Day 2: Human Resources Strategy and Policies, Performance agreements  
 

Time  Topic Action Documentation/ preparation 
required  

8.15 Arrival and ice breaker  Individual activity  

 Recap  Group member   

8.30 HR Challenges Panel – Recruitment (PM); Probation 
(KR); Retention (CLM); Delegation 
(LJN)  

 

10.00  TEA    

10.30-12.00  HR Strategy, Policies and 
regulations  

Café style type approach GL Strategy 
GL Policies and Regulations  

Recruitment & Selection 
Staff Induction & 
probation 
Career management 
Staff development & 
Retention 
Performance 
management  
360  
Resignations / notice 
period 
 

Discussions and group feedback 
 

12.00  LUNCH    

13.00  PA’s  Discussion on weightings for 2013 Weightings  

  Drafting PA’s  Draft PA’s  
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Day 3: Stress management, Assertiveness, Personality & Communication 
Time  Topic Action Documentation 

and preparation  

8.30  Brief ice breaker Individual   

 Recap – group member    

8.45 Define stress, understand its impact on 
the body, Self analysis of own stress 
management techniques (information 
management) 
Cost of bad stress management on an 
organisation 
Tips and tools to improve stress 
management 

Lecture, group activity and 
individual reflections 

 

10.00 TEA 

10.30 Define Assertiveness 
Understand the difference between 
assertiveness, aggression and 
submissiveness 
Assertive communication  
Impact of assertiveness on productivity 

Lecture, small group activity 
and individual reflections 

 

11.30 Understanding different personalities and 
how to manage them effectively 
Identify own personality type 
Tips and tools to discuss personality 
types with team  

Lecture and individual personal 
reflection 

 

13.00 LUNCH  

14.00 Personal action plan Drawing up and sharing a 
personal action plan based on 
360, SWOT, learning from the 
course 

Matrix in this manual  



6 

 

Day 4: Time Management 
Time  Topic Action DOCUMENTATION/ 

PREPARATION REQUIRED  

8.15 Arrival and ice breaker  Individual activity  

8.30  Recap on HR training and way 
forward 

COO  

9.00 Time management Define & evaluate personal time 
management 

 

10.00  TEA  

10.30  Time use study  Presentation : Lukhanyo Nyathi  

11.00 Case study on time lines to 
completing the Learning journey 
 

Presentation : Vivien Bakainaga  

11.30 Team time analysis Engagement in teams/ teams 
discuss time use study & 
complete action plan for team 

 

 Feedback & closure Individual contributions  

13.00  LUNCH  

COMMUNICATION, WELLNESS AND TEAM   

14.00  E Mail exercise  All  Bring one E Mail you found 
constructive and 
empowering ;another you found 
disheartening/disempowering  

14.30  Reviewing E Mail etiquette  All  GL Policies and Regulations  

15.00  Wellness  Café style   

16.00 Team questionnaire using new 
survey tool 

VB/ KR   

 Nominations for staff awards 
using backend form  

VB/ KR   

 Staff learning journey guidelines  VB  
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DAY 1 

1. LEADERSHIP THEORIES  

 
“Leadership is the capacity to translate vision into reality” (Warren Bennis) 
 
Lets us begin with a brief description of organisational culture as it is important to 
look at leadership within the context of an organisational culture.  Culture is 
expressed through the organisational values, which affect attitudes.  These 
attitudes brings about behaviour, which in turn reinforces the organisational 
culture.  

 
The organisational culture is also impacted by what’s happening the outside of 
the organisation.  Lets look at some of the changing paradigms of the last 
decade in the table below: 
 
CHANGING PARADIGMS : 

 

 
 

DIMENSION FROM TO 

Competitive 
Environment 

Local Competition Regional and global 
competition 

Technological 
changes 
 

Incremental Relentless 

Organisational 
strategy 

Growth through 
satisfying customers 

Survival through 
meeting and 
exceeding 
expectations 

Structure and systems Hierarchical with 
central authority 

Networks with 
distributed authority 

Culture Turf protection 
Conflict 
Command and control 

Shared purpose / 
goals 
Collaboration 
Empowerment 

Leadership Roles Manager: 
Boss 
Decision maker 
Supervisor 
Traffic cop 
Delegator 

Leader: 
Coach 
Facilitator 
Servant  
Role Model 
Visionary 

Leadership core skills Telling 
Directing 
Controlling 

Questioning 
Influencing 
Role modelling 
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How are these changing paradigms affecting your role as leader & manager 
within Gender Links?   
 
Small group discussion : Note down responses below 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
Colleen Lowe Morna quoted from the 2011/2012 Learning Journey said that: 
“2011/2012 has been my worst year as a manager, but my best teacher as a 
lifelong student.”  When reflecting on this statement, do you have any further 
points to make regarding your leadership role and lifelong learning?  
 
Ruben Covane equates Gender Links to an organisation that is a life school. “I 
have acquired skills, knowledge, values and attitudes working with GL.  This 
organisation is a life school in which learning never ends. With each passing day 
and every job that is given to me, one more life lesson is learned.”  Are you 
creating an environment where continuous learning can take place?  
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Lets unpack Leadership and Management, some believe these two descriptors 
are synonyms but although there are great overlaps in the two sets of behaviour, 
the differences can be made visible as follows: 
 
Management operates on the tangible, administrative side of the business, while 
leadership has to do with the less tangible aspects of enterprise like values, 
culture and synergy.  The link to the culture of the organisation come through on 
the leadership activities. 
 
To make things clear, we consider management as the rational process where a 
mission is transformed into operations.  Management is the ongoing 
implementation of objectives, measured by facts and figures. 
Management is synomous with planning, scheduling, allocating resources and 
controlling outcomes.  Often, the final outcome of management is the bottom line. 
 
Leadership on the other hand, is the process where people influence each others 
behaviour and it’s about communication, interpersonal relationships, personal 
growth, self actualisation and the way in which people work together. 
 
The management process is seen here as a more rational process while the 
leadership has to do with the “chemistry” – the way people are able to influence 
each other.  Leadership should therefore be embedded in a value system where 
the unique human being is embraced and respected. 
 
History has shown us all kinds of leaders but what we  require  of our leaders 
today  is to be an executive and a manager in a profit driven organisation, who 
want to cope in a better way with the most challenging  task faced today – 
managing other people. 
 
Susan Block and Philip Whiteley in their book Complete Leadership discuss six 
leadership styles namely:  
1. Authoritative leadership 
2. Coaching 
3. Democratic leadership 
4. Affiliative leadership 
5. Pace-setting 
6. Coercive style 
 
A brief discussion of each style follows. 
1. Authoritative leadership 
Authoritative leadership is described as giving direction that is ambitious, but 
realistic. An authoritative leader never loses sight of the core purpose of the 
business and understands that this overriding sense of purpose is also the matter 
that most motivates employees. He or she can easily rise above internal politics, 
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bureaucracy and jargon to see things from a customer’s perspective and remind 
people within the organization what they are there for. 
A recent study concluded : “Our research showed that an outstanding teams the 
leader gave far clearer direction than on average or poor-performing 
teams…When the team leader does not provide direction, a leadership vacuum 
is created, one that all members rush to fill with their own individual priorities and 
goals.” 
 
2. Coaching 
After the authoritative style, the coaching style is the next most effective in the 
long term.  Coaching is the ability to bring the best out in others. If an analogy 
with a team game is taken, the soccer player who is brilliant but never passes to 
a team mate is going to be much less successful than one who brings others into 
play.  Mature leaders who are comfortable with the coaching role will take as 
much pleasure from a protégé completing a project or clinching a deal as they 
would if they had carried out the task themselves. The characteristics of a good 
coach include humility and the following quote from Ialfine Papisy describes this : 
“…I am convinced that new challenges and new lessons are ahead for me with 
Gender Links and will require humility and much more perseverance from my 
side : qualities that I must have as elected chair of the platform for Madagascar.  
I have to thank everyone who participated in that summit for their contribution to 
enriching me.  I can now say with conviction that united we stand, divided we fall!” 
 
The key to unlocking your coaching skills is uncovered when you abandon your 
fears, whether its inadequacy or insecurity. This style will be discussed at length 
when covered in a separate topic later in this manual. 
 
3. Democratic leadership 
A leader in democratic mode asks the team: “What shall we do? You decide.” 
This style comes across as though the leader is abdicating their responsibility. 
Staff may be thinking, well the Country manager is being paid the big bucks, why 
should I make the difficult decisions for them! The democratic style is only useful 
from time to time, but should be avoided during crisis situations.  This style works 
well when employees are already high motivated, the goals are clear, but there is 
a need to elicit ideas from the team as to how to best achieve the objectives, 
however the final responsibility still remains that of the leader.  The most effective 
part of the democratic style is the empowerment and motivation people gain from 
having information shared. 
 
4. Affiliative leadership 
An affiliative leader prizes harmony and good relationships above all else.  
Affiliative leaders give positive feedback continually, which is something that staff 
in most workplaces are starved of, and this has a powerful impact on 
performance. An affiliative style can engender formidable bonds of loyalty and 
commitment. This style can be particularly effectiveness in restoring team work. 
Problems with this style is that important decisions can be delayed and can 
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poison working relationship eg. An individual who takes advantage of a leader by 
feigning illness or leaving early, resulting in the rest of the team having to cover 
for their colleague.  The affiliative line manager is damaging workplace 
relationships as well as performance by neglecting to discipline the errant 
employee. 
 
5. Pace-setting 
This style is often dominant in individuals who are technical experts, often 
introverted, who were promoted to project leader or head of department with 
insufficient development of leadership skills.  This individual says “Do it like me” 
and still carry on completing tasks themselves, either because they are more 
comfortable with technical tasks than the leadership tasks or because they don’t 
trust others to get it right’ or a combination of the two.  The reluctance to delegate 
is often demotivating for their direct report as they have insufficient autonomy 
and diminished opportunity to hone their skills.  Pace-setting leadership does set 
high standards as they generally perform a high standard themselves. 
 
6. Coercive style 
This style can be highly effective in short bouts and must be used sparingly and 
with great care, as it produces a toxic and low performing environment in the long 
term.  The coercive style can be used during a crisis.  Generally fear is corrosive 
to workplaces if engendered on an ongoing basis, but it can be healthily 
introduced on occasion to remind people that the world doesn’t owe them a living 
and that the organization has to perform well to survive. 
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Activity : name situations where you apply each of these leadership styles 
 

 
Leadership 
style 
 

 
Situation in your work environment where this style is used 
 

 
 
Authoritative 
leadership  
 
 

 

 
 
Coaching 
 
 

 

 
Democratic 
leadership 
 
 

 

 
Affiliative 
leadership 
 
 

 

 
 
Pace-setting 
 
 

 

 
 
Coercive style 
 
 

 

 
 
There are many leadership theories.  For the purposes of this workshop, a 
popular working leadership model was chosen, namely Situational leadership. 
This leadership working model, has been increasing in popularity among many 
organisations.  Let us explore what it means and how it can be applied within 
Gender Links. 
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Situational leadership is : 
 
A leadership Behavioural Framework which focuses on performance 
improvement typically around a specific task or goal. This framework is further 
based on task knowledge, competency and commitment.  Furthermore, there 
needs to be agreement between the leader and subordinate on the specific 
desired task or goal outcome.  This framework supports a mutual agreement and 
partnership in the development process. 
 
A situational leader is one who adapts his or her leadership style to address 

different development needs of their subordinates. 

The purpose of situational leadership is as follows: 
1. Open up communication 
2. Help others develop competence and commitment 
3. Teach others how to provide their own direction and support 
4. Value and honour differences 
 
We will return to a more detailed discussion of how the purpose applies to your 
work and create an individual action plan for yourself and your team that will 
enhance  your performance, your team’s performance and therefore the 
performance of Gender Links as a whole. 
 
The outcome of Situational leadership revolves around four key areas : 
 
1. Being able to diagnose individual development needs 
2. To adapt your leadership behaviour to meet individual development needs 
3. To reach agreements with individuals in order to move them along the 
development path where they are self-reliant; and 
4. To increase employee performance and engagement 
 

 Situational leadership consists of 
four leadership styles : 
Delegating, Supporting, 
Coaching and Directing.  The 
fundamental principle of this style 
is being flexible in your 
management situations.  Fanuel 
Hadzizi says that his learning did 
not have a clear beginning, 
middle or end but was a process 
of constant growth.  Leadership 
can often feel like there is no 
clear beginning, middle or end 
and keeping your focus on the 

OVERVIEW OF 360     

MANAGER (random) AV RANGE 

Strategic /Conceptual abilities 74% 59-93 

Technical competencies 75% 59-94 

Operational competencies 71% 55-92 

Human Competencies 69% 55-91 

Communication 74% 68-86 

General Leadership skills 76% 65-86 

Tasks 72% 61-91 

Maintenance 73% 65-89 

Average 72% 63-88 
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strategic direction becomes key.  The Situational leadership style will be 
discussed again under the Coaching section of this manual. 
 

 Before we proceed with more theory, it is time for us to pause and reflect on 
feedback from the 360 degree exercise that was completed in December.  
Mpumelelo Mlilo in the Learning Journey says that “Feedback is the breakfast of 
champions.”  Keep this in mind as we work through the next exercise. 
 
 
 
 
   Johari’s Window 

(Names after Joe Luft and Harry Ingham who first used it at an information session at the 
Western Training Laboratory in Group Development in 1955) 

 

Known to Self Unknown to Self  

 
Feedback  

(Ask) 
 

FREE 
Disclosure 

 

 
 
 
 

BLIND 

(Tell) 
 
 
 

HIDDEN 

 
 
 
 

UNKNOWN 
(Potential discovery area) 
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2. FROM TECHNICAL EXPERT TO MANAGER  

 
We have discussed the leadership role, with a particular emphasis on Situational 
leadership.  Organisations need both leaders and managers to meet their goals 
and objectives.  The trick is to understand the requirements of each role and to 
be flexible in fulfilling these requirements. 
 

Understanding your role as manager 

Perhaps you've recently earned a promotion to a managerial role after serving as 
an individual contributor. Or maybe you have a business degree and you're 
entering the corporate world as a manager. Your role may involve full-time 
management, or you may have assumed a senior position that involves some 
management activities along with continued responsibilities as an individual 
contributor. Whatever your situation, to succeed in your new role you'll need a 
firm grasp of what it means to be a manager.  

As many people have discovered, being a manager is surprisingly complex. It 
requires you to widen your focus—to look beyond the immediate tasks at hand 
and consider the needs of people within and outside your group or unit. It also 
demands a markedly different set of skills than those valued in individual 
contributor roles such for example a researcher or junior journalist, to name a 
few.  

Consider these unique aspects of becoming a manager: 

You work through others 
In the Learning Journey for 2011/2012, Bridget Marango says that “Management 
is the process of getting things done through others…”  An individual contributor 
or technical expert is often responsible for accomplishing specific tasks; while in 
contrast, a manager focuses on managing people and processes. Even if you 
continue to be responsible for producing a specific body of work, whether it's 
being responsible for a number of studies, accounts or developing a new product, 
you will also need to make things happen by working through others.  
 
As a manager you rely on others and their abilities, not yourself and your own 
skills, to accomplish your company's goals. Moreover, you get things done by 
managing interactions with a broad range of people. These include not only your 
direct reports, but also your boss, peers and people outside your organization.  
Many new managers are surprised by how much time they need to spend on 
handling the personal interactions required to get work done through others. In 
an organisation like Gender Links, the external interactions at the level that is 
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required with your key stakeholders must be time consuming under the best of 
circumstances.   
 
Saeanna Chingamuka sums this point aptly with the following quote : “ Working 
with academics in southern Africa has been at the core of my work and a 
challenging task.  I have had to manage personalities and busy people who may 
not immediately see the value of doing certain research if it is not going to be 
published in an accredited journal! The people skills that I always exhibit have 
assisted me to diligently carry this task.” 
 
You play multiple roles 
As a manager, you're more than just a leader who hires, trains, and motivates 
employees and provides needed resources. Managers play a variety of additional 
roles as well. These are just a few:  

 Spokesperson: You represent your group to the larger organization.  
 Liaison: You ensure positive networks between your group and others 

both inside and outside the organization.  
 Disseminator: You feed crucial data about the competitive environment 

and your company's vision and performance to subordinates. You also 
relay information about your unit's performance and needs to senior 
managers.  

 Entrepreneur: You initiate projects to improve your unit's processes or 
profits.  

 Mediator: You deal with crises, resolve grievances, and promote 
agreement within your group and between your unit and others in the 
organization.  

 Decision maker: You ensure that decisions are made (either by you or in 
collaboration with others) and then communicated, coordinate the impact 
of interrelated decisions, and are held accountable for the day-to-day 
operations of your group.  

Vivien Bakainaga explains the multiple roles she plays with balancing 
institutional and human needs. “I have to wear different hats or should I say 
coats – an arbitrator, counsellor, and confidant, at the same time, being firm 
and always keeping in mind the policies of GL.” 

 
You network and cultivate relationships 
Because your success depends on working through others, you spend 
considerable time networking and cultivating relationships—on several fronts:  

 With your direct reports: You forge supportive bonds with your 
employees—recognizing their achievements, supporting their career 
aspirations, and showing interest in them as individuals.  

 With your peers: You get to know other managers of units on which your 
group depends, as well as those who depend on your group. Through 
these connections, you act as an advocate for your group—procuring the 
resources your people need to do their work. You also act as a buffer, 
protecting your people from unreasonable or unnecessary requests made 
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by other departments or teams. Likewise, you work to understand your 
peers' needs and communicate them to your employees so they can 
support other units' efforts.  

 With your superiors: You demonstrate your commitment to meeting your 
unit's short-term goals as well as the company's high-level strategy. And 
you accept personal accountability for your unit—managing it as if it were 
your own business.  

 With external stakeholders: Many of you have minimal internal contact 
when compared to your external interactions.  You need to network and 
cultivate relationships that impact on your internal deliveries.  
Malepota Mafeka says that: “There is a need to foster relations with the 
partners within the country.  This is because some work will be shared by 
all who have a stake.  At the moment, some partners even the relevant 
ministries still think GL can do all the work.”  
 

You develop a strategic perspective for your group 
A key part of your job as a manager is to develop a strategic perspective for your 
own group. That means understanding your company's high-level strategy and 
crafting a strategy for your unit or group that supports the corporate plan. All this 
requires you to:  

 Be aware of your company's "big picture"; its competitive challenges, its 
long-term plans, and its major strengths and weaknesses. 

 Adopt a long-term view of the future; for example, what will your country / 
branch need to contribute to Gender Links in three or five years from now?  

 Set the agenda for your unit to ensure that your people focus on what's 
most important. 

 Balance your company's needs and expectations with your staff's 
emotional and developmental needs. 
 

You develop a new mindset and skill set 
The mindset and skills that served you well as an individual contributor differ 
markedly from those needed in your new managerial role. To develop the right 
mindset, you need to:  

 Think strategically : developing a compelling vision and strategic plan for 
your group that enables it to support the company's strategy.  

 Think analytically : gathering information systematically, identifying 
patterns in the problems that crop up, and seeking input from others.  

 Use judgment : making decisions under time pressure and with incomplete 
information. 

 Innovate : generating fresh ideas and combining ideas in creative ways. 
Ntolo Lekau explains how she had to think differently in order to be more 
effective in her role and this is not always easy, “…I would have to come 
to their level of understanding by explaining all the forms to each and 
every one of them individually.   This take time – often a challenge with 
our tight schedule.” 
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In addition to thinking and making decisions differently, you'll need to hone these 
skills: 

 Communication : fostering open dialogue with bosses, peers, and 
employees; listening to others' ideas; delivering effective presentations; 
and preparing well-written proposals and other communications.  

 Leadership : providing direction, influencing others, fostering teamwork 
and collaboration, motivating others, and coaching and developing others.  

 Interpersonal effectiveness : building relationships, leveraging networks 
and diversity, and managing conflict and disagreement. 
 

Clearly, being an effective manager is no small feat. But by taking the time to 
understand the many different dimensions of this challenging role, you can boost 
your chances of succeeding. While this list of competencies may seem 
overwhelming, if you have led projects or teams in the past, you probably have 
already practiced some of these skills.  Sarry Xoagus-Eises acknowledges that 
growing is a journey in the following quote and reminds us all not to give up: “Yes. 
I have made mistakes.  These mistakes have made me more competent and 
stronger to face any situation.” 
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3. COACHING  

We will begin this section on coaching, with a self reflection activity. 
 

 
 Recall a positive coaching interaction that you experienced (preferably a work 

related example) 
 
 
 
 
 
 How did you feel? 
 
 
 
 
 
 
 What was the impact of the interaction? 
 
 
 
 
 
 
 Now that you think back to the interaction, do you think that the Coach had 

taken time to observe your behaviour before they embarked on the interaction 
with you? 

 
 
 
 
 
 
 What behaviours facilitate a positive and productive coaching interaction?  
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Effective coaches are self aware and have a clear goals. The following activity is 
designed to draw your attention on areas that you should be focusing on right 
now. 
 
Instructions: 

 The eight sections in the Wheel of Life represent areas of your life as it 
is now. 

 Regarding the center of the wheel as 0 and the outer edge as 10. 

 Rank your level of satisfaction with each life area by drawing a straight 
or curved line to create a new outer edge. 

 Additional categories could be: fun (happiness, hobbies) / social 
(friends, sport, activities) / creative (self-space, art etc.) 

 The new perimeter of the circle represents the Wheel of Life.  

 What are your 2 lowest scores? 

 How would you feel if you could significantly improve in these 2 areas? 

 What could you do to start moving forward in these areas? 
 

WHEEL OF LIFE EXERCISE 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
     
 
 
 
 
 
 
 
 
 
 
 
 

SPIRITUALITY 

PHYSICAL 

FAMILY 
CAREER 

RECREATION 

SIGNIFICANT 
OTHER / 
ROMANCE 

MONEY 
HEALTH 
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Activity : Wheel of life 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Now that you have drawn a “map” of where your life is at, use your life wheel to 
assist you in setting some life goals for yourself. 
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In recent years, many organisations have striven to develop coaching cultures.  
We have yet to come across one, however, where a coaching culture 
predominates, although it exists within a growing number of departments and 
teams.  One of the primary starting points to develop a coaching culture is to help 
managers become more effective coaches.  As stated in the Harvard Business 
Review, “The goal of coaching is the goal of good management: to make the 
most of an organisation’s valuable resources.”  If a manager who is responsible 
for thousands of people is brilliant at bringing the test out of others, he is 
obviously more likely to achieve high performance and retain and develop people 
for the long-term benefit of the business. Abigail Jacobs-Williams emphasizes 
this point in the following quote: “…If I am not organized or considerate to their 
needs, I cannot expect them to give their best.  Being organized and always 
being able to give my team the time to listen to their issues is crucial to the health 
and functioning of any team especially in the light of the distances between us.” 
 
Despite the potential value to a business, we often find that the development of a 
coaching culture is attempted in an ineffectual way.  Coaching is a complex 
activity which impacts deeply on attitudes and states of being, as well as skills 
and behaviour.  Managers therefore require sufficient learning opportunities and 
must operate in an environment conducive to coaching.  If requires 
understanding from the leaders of the business to promote the development of 
people as part of the vision and values of the company, and to demonstrate it 
themselves. It creates confusion and cynicism if managers are encouraged to 
attend a coaching programme yet feel forced to revert to being dictatorial bosses 
back in the business. 
 
A further challenge for organisations is to establish how coaching fits within the 
issues of hierarchy, performance management, reward and hiring and firing.  It 
requires advanced behaviour on the part of an internal coach and coachee to 
have sufficient openness and honesty within a hierarchical relationship when, in 
other contexts, the coach would be sitting in judgement of the coachee.  
 
A successful coaching culture can lead to a dynamic environment where people 
value each other in tangible ways, play to their strengths, exchange feedback, 
have clear expectations, roles and responsibilities, continue to learn, enjoy their 
work and relationships, achieve high performance and outstanding results.   It is 
a two way conversation that allows learning and development, guidance towards 
a goal and allowing mutual sharing of experiences to reach agreed outcomes.  
Sally Makhudu says : “I began to see the bigger picture about work ethics and 
learnt that when you work you are not doing if for someone else but your own 
self.” This growth does not happen in isolation, but through deliberate 
conversations with leaders. This is reiterated by Nancy Padare: “Happiness 
come when you believe in what you are doing.” 
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Differentiating between coaching and other interventions  
 
Many terms such as Coaching and Mentoring have been used interchangeably in 
organisations often resulting in confusion.  The table below describes the 
difference between Coaching and other related interventions succinctly. 
 

Discipline 
 

Nature of 
Relationship 

(type of power) 
 

Quality of 
Relationship 

Focus 

Managing Power difference 
between manager 
and subordinate 
 

Accountability 
Clarity of 
requirements 
Focus on 
deliverables 

Performance 
measures 
Reliability, stability 

Leading Power difference 
Leader/ visionary 
to follower/ 
implementer 
 

Inspirational 
Creating of 'new' 

Possibilities, 
visions 
Future 
opportunities 

Mentoring Expert / Learner 
Senior / Junior 
 

Development 
through expert 
guidance 
What to do, where 
to go 
 

Knowledge 
transfer 
Organizational 
history  
 

Coaching 
 

No real power 
difference 
(unless combined 
with a formal role 
as above) 
 

Development 
through new 
insights, practices 
and self-
awareness  

Competency 
building 
Enabling new 
distinctions and 
interpretations 
Self-correcting 
ability 

Extract from Coaching versus Mentoring versus Leading versus Managing by 
Craig O’Flaherty, Director Edith Sievers. Associate – Centre For Coaching, Graduate 
School of Business 
 
 

“Seek first to understand and then to be 
understood” 

Steven Covey 
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Some insights that Hunt (2000) makes apparent from this table are: 

 The person responsible for managing is required to meet deadlines, set 

performance standards, and be reliable regarding the commitments of the 

organization.  This necessitates a focus on what is needed in order to 

meet organizational metrics.  Thus, it creates a relationship of 

accountability - a necessary and critical function for organizational 

success. 

 The leading function is important in identifying and creating a new vision.  

However, Leading does not necessarily produce the conditions necessary 

for implementation (or the development phase), which requires the 

building of competencies beyond vision or inspiration. 

 People who work in a mentoring role often have expert knowledge that 

they are bringing:  Knowledge of systems, knowledge of how things 'get 

done around here', wisdom from years of work and relationships and 

networks.  It is a relationship where the mentor usually takes the mentored 

person under their wing to support and guide them along the path.  This 

relationship and support can be critical in order to retain corporate 

knowledge and develop new staff during their orientation and ongoing 

learning.   

 Often clients share with their coaches exactly what is 'going on' for them at 

work, where they are struggling, where they are trying to improve, where 

they have hit the wall in terms of trying to develop.  The focus is on the 

client’s development, insights into their way of approaching situations, 

increasing self-awareness, and as such, it can be a very vulnerable space 

that requires a very high degree of mutual confidentiality and trust.  It is an 

equal relationship where mutual freedom of expression exists, where what 

needs to be said, is said without risk of reprisal.  It leaves the client more 

competent in the areas being developed.   

Coaching has been defined in many books, journals, etc.  Here are several 
quotes to ponder. 
 
“Coaching is an ongoing process of communication between the supervisor 
and the employee focused on improving current performance and building 
capabilities for the future. It includes a variety of activities, such as: 
 Orienting new employees. Addressing poor performance. 
 Providing instruction. Recognizing excellent performance. 
 Directing employee’s efforts. Listening to + responding to employee concerns. 
 Providing encouragement. Removing barriers to performance.” 
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~ Ohio State’s Performance Management Handbook 
 

“Coaching is face-to-face leadership that pulls together people with diverse 
backgrounds, talents, experiences and interests, encourages them to step up to 
responsibility and continued achievement, and treats them as full-scale 
partners 
and contributors.” 

~ Austin and Peters, A Passion for Excellence. 
 
 

“Coaching is a leadership activity that creates a climate where teams and 
individuals can be empowered to generate results. Coaching is intended to 
improve upon performance—even performance that is already satisfactory.” 

~ Berry, Caldwell and Fehrman, Coaching for Results. 
 
 

“In the simplest day-in, day-out terms, masterful coaching involves expanding 
people’s capacity to take effective action.” 

~ Hargrove, Masterful Coaching. 

 “The Centre defines the key executive coaching outcome as building 
competence in the client through articulating a set of achievable, measurable 

results. Coaching programmes provide a structure for identifying clear outcomes 
and results as well as a means to get there. It is an extremely effective way of 

delivering long-term executive career development geared to the specific 
strategic objectives of an organisation as well as the particular personal 

objectives of the client.”        
 www.centreforcoaching.co.za 

Miki Adcock, Managing Director Results Coaching Systems: “Coaching is about 
taking you from where you are to where you want to be”. Adcock says that a 
coach is not hired to fix problems but to take clients to the next level. “Coaching 
closes the gap”. 
 

Benefits of Coaching for the organisation : 

• Aligning individual performance with team and organisational objectives 
• Maximising and leveraging strengths 
• Increasing and enhancing communication between managers, direct 

reports and teams 
• Helping individuals take ownership and responsibility for their behaviours 

and actions 

  

http://www.centreforcoaching.co.za/
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Benefits of Coaching for the individual : 

• Enhanced working relationships with other team members 
• Improved teamwork 
• Enhanced working relationships with other departments 
• Job satisfaction 
• Conflict reduction 
• Organisational commitment 
• Increased learning retention 
• Increased resilience 
• Promotional opportunities 

Gladys Muzirwa says that: “Work is a privilege : make the most out of it!” Keep 
this in mind in the next activity.  
 
In pairs, discuss the benefits of implementing a coaching culture in your 
department.  Note down your ideas below: 
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Some specific skills a manager needs to deal with Coaching: 
 
We have defined Coaching and discussed the benefits that this brings to the 
organisation.  It is important for the discussion to now look at the skills required to 
be an effective coach.  These skills can be grouped into four broad categories: 

• The skill to spot under performance and knowledge to analyse the 
underlying causes of the skill deficiency 

• The skill to negotiate coaching outcomes with the employee, including the 
resourcefulness to match the right coaching resources with the 
employee’s need 

• The skill to create a supportive climate in which coaching can flourish 
• The skill to influence employees so they can change behavior 

Let us deal with each individually: 

The skill to spot under performance and knowledge to analyse the 
underlying causes 

A manager continuously looks for opportunities for their team members to 
expand their capabilities and improve their performance, thereby improving their 
capacity to deal with the work.  Skills managers employ in this regards will 
include the following: 

• Observation: They observe employees behavior on a day-to-day basis. 
They look not only at what they do, but also at how they do it. 

• Ask questions: Especially questions such as “Explain how you 
approached this task” “Can you think of another way of doing this task” 
“Can it be improved?” “ 

• Interest: They show genuine interest in each team member as an 
individual not merely an employee.  The respect each employee. This 
insight into each employee’s uniqueness is more important than any 
technical expertise you can provide about improving job performance! 

• Communication : When communicating with employees, listen to each 
employee as an individual.  You cannot understand the world from an 
employee’s perspective unless you really listen to them in each and every 
situation. 

 

Each of these skills represents a comprehensive learning area. We will not 
delve into these in depth, but you should keep them in mind when you 
next have to consider your own development plan. 

Mukayi Makaya’s most valuable learning for 2011/2012 was: 
“LISTEN MORE and TALK LESS.”  
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The skill to negotiate coaching outcomes with the employee and coach 

Generally, a manager and employee may agree on the employee’s need for 
coaching in a particular area.  Should they disagree, the manager needs to 
convince the employee.  This can be achieved by : 

• Pointing out the reasons why the manager is of the opinion that there’s a 
need to become more proficient, or to learn the new skill 

• Providing factual evidence about the employee’s under performance in the 
particular area 

• Pointing our the value of the new skill to the employees and Gender Links.  
For example the employee can gather data more efficiently, allowing them 
more time to analyse the data or more time to interact with stakeholders. 

When a manager and employee discuss the need for coaching, they are really 
busy negotiating.  In such a process, there must be adequate give and take by 
both parties.  No manager should expect an employee to be happy about a 
coaching session being imposed on them, people need to be involved in decision 
that directly affect their life and career.  When there is sufficient agreement that 
there is a need for coaching, the manager and employee have to agree on the 
outcomes they want to achieve with the coaching. 

Sometimes, the manager may ask a subject matter expert to coach an employee.  
In a situation like this, the manager will need to negotiate with both the potential 
coach and employee about the coaching process and outcomes.  

The skill to create a supportive climate in which coaching can flourish 

It’s the manager’s responsibility to reduce barriers to people development and to 
create a climate that encourages performance improvement. Here are a few 
ideas that can assist in creating a conducive climate where coaching can occur 
productively: 

• Encourage a free and open exchange of ideas. Allow employees 
irrespective of status or level, to speak their minds.  Let people know that 
you value their contribution. Siyabonga Nkosinathi Phumgula reiterates 
this in the following quote: “It doesn’t matter how old or young you are, 
discipline and respect are universal moral standards of life.” 

• Offer help and assistance. Give guidance and advice when asked. Joe 
Mathebula said: “I have learnt a lot of new things under GL leadership. I 
now can answer the phone and help with enquiries.”  

• Encourage your employees. Be positive and upbeat.  Don’t use threats!!! 
• Focus on mistakes as learning opportunities.  Change implies risk, and 

employees must not feel mistakes will be punished, rather ask “What did 
we learn that can help us in the future?” Lucia Makamure, says that 
“There are no mistakes. The events we bring upon ourselves, no matter 
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how unpleasant, are necessary in order to learn what we need to learn, 
whatever steps we take, they are necessary to reach the place we’ve 
chosen to go.”  OR Tapiwa Zvaraya, who says “A mistake is only made 
once. The second time it becomes a choice.”  Both quotes reiterate the 
point of using mistakes as learning opportunities. 

• Reduce obstacles. Examine what factors hinder performance and if 
eliminated would help improve performance. 

• Express to the employee the value of his or her contribution to the team’s 
goals. 

• Take personal responsibility for the outcome of tasks you delegate, but 
don’t rob employees of their full responsibility. Celebrate and record 
employees efforts when they succeed and point to what is missing when 
they are unsuccessful. 

The skill to influence employees so they change their behavior  

The test of effective coaching is whether the employee’s performance improves.  
But “improve” is not an outcome, the outcome should be continuous learning, 
development and performance growth.  

• Encourage continuous improvement : recognize and reward small 
improvements and treat coaching as helping toward improvement.  Faides 
TembaTemba Nsofu talks to this point in the following quote: “Accelerate 
your efforts, live and give above average.” 

• Use a collaborative style : employees will be more responsive to 
accepting change if they participate in identifying and choosing among 
improvement ideas. 

• Break difficult tasks down into simpler ones : by breaking down more 
complex jobs into a series of simpler tasks of increasing difficulty, 
discouraged employees are more likely to experience success.  Albert 
Ngosa said: “I was privileged to work under Alliance Manager Loveness 
Jambaya who has been a constant inspiration to me. The help I got from 
the rest of the GL team has always been mighty.” 

• Model the qualities you expect from your employees : if you want 
openness, dedication, commitment and responsibility from your 
employees, you must demonstrate these qualities.  Priscilla Maposa says 
this slightly differently in the following quote: “We all underestimate the 
power of belief, which is where everything begins.  Believe in yourself and 
you will enjoy the sweet taste of success.”  
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Reflect on this : 

In the above section, we have dealt with four managerial skills that leads to 
better coaching.  They are: 

• The skill to spot under performance and knowledge to analyse the underlying 
causes of the skill deficiency 

• The skill to negotiate coaching outcomes with the employee, including the 
resourcefulness to match the right coaching resources with the employee’s 
need 

• The skill to create a supportive climate in which coaching can flourish 
• The skill to influence employees so they can change behavior 

Now ask yourself: How skilled am I in these skills sets? If I conduct a survey 
among my peers, how will they rate me on the practical items listed with each 
skill set? 

 

 

 

 

 

 

 

 

 

 

 

 

You may have arrived at some sobering conclusions.  Remember them when 
you next do your development plan. 
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Self – Assessment 
 
Assess yourself on the actions listed below, and identify those that you currently 
use often and those that perhaps you need to develop or start using. You may 
need to re-evaluate your action list on the previous page after completing this 
self-assessment. 
 

 I do this 
now 

OR I need to start 
doing this 

I agree on realistic targets with my team    

I set a good example    

When giving instructions, I explain the “why” 
behind the instruction 

   

I encourage people to make their own 
decisions 

   

I practice an open-door policy    

I give both positive and negative feedback    

I give praise when it is due    

I regard mistakes as learning opportunities    

I agree what must be done, and leave the 
“how” to them 

   

I help people to work through problems 
 

   

 
A question to ponder : How well are you equipped to deal with what has been 
described?  
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Lets begin to equip you with more coaching skills, we’ll start with a 
Coaching DVD. 

Notes on DVD Coaching Methodology 
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It is sometimes difficult to identify a solution to the performance problem that 
you’re observing in your subordinates.  The following motivational quadrant will 
assist you in identifying the underlying problem of an individual’s performance 
and lead you to consider optimal solutions. 
 

 Willingness to do the job 

Low  High  

S
k
ill

 L
e

v
e

l 

H
ig

h
  

Motivation Problem 
Able to do the job, but unwilling, 
therefore not performing well. 
Consequences of doing the job 
may be punishing. Poor 
performance may be rewarding. 
FIND WAYS TO MOTIVATE 
EMPLOYEE  

Environmental Problem 
Able & willing to do the job but 
something is either missing or getting 
in the way; money, time, other people, 
equipment, job content, or job design 
 
ADDRESS ENVIRONMENTAL 
CONSTRAINTS  

L
o

w
  

Selection Problem 
Unable to do the job & willingness 
is constrained by inability to learn. 
“Out of their depth” 
DISCHARGE OR TRANSFER TO 
A JOB S/HE IS ABLE TO DO OR 
WILLING TO LEARN 

Skill Problem 
Willing to do the job but unable to 
perform well.  
  
APPLY COACHING AND / OR 
TRAINING 
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THE TGROW MODEL 

 

 

 

 

 

  

TOPIC 

Initial 
understanding 

GOAL 

For session 

REALITY 

Who / What / 
Where / How 

much? 

OPTIONS 

What’s 
possible? 

WAY 
FORWARD 

Wrap-up / 
Clarity / 

Commitment  
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In the next section where we cover the TGROW model, the model refers to 
a coach (manager or technical expert) and coachee (employee). 

 

The first stage for any coaching session is to establish the topic to be discussed. 
It may be that your coachee has definite ideas of what he/she wants to discuss 
during the session. If you ascertain what the topic will be up front, you can 
quickly focus on the specifics of the topic. Having said that, however, a coach 
never enters a session with pre-conceived ideas about the topic to be discussed. 
Just because the coachee has spent the last two sessions dealing with a 
particular topic does not mean that the next session will be the same. Coaches 
focus on ensuring that the session is centred on the coachee or employee’s 
agenda. 

THE ROLE OF THE COACH IS TO ENGAGE THE COACHEE WITH 
EFFECTIVE QUESTIONING AND ACTIVE LISTENING 

Useful questions to use in this section include: 

 “What would you like to talk about today?” 
 “What is uppermost in your mind today?” 
 “What area would you like to work on today?” 
 “What’s the topic for today?” 

 

 

In an early session the goal may be just to prioritise the coachee’s goals so that 
he/she can decide what they want to achieve first. The ultimate satisfaction in 
being a coach is to see a coachee reach his/her goal. Goal achievement is the 
very reason a coachee asks for or is offered coaching. The coachee needs a 
place where they feel safe, where there are no pre-conceived ideas or pre-
judgements made about them and a place where they can truly unlock their 
potential and achieve the goals that they have to attain in order to develop. 

COACHES PRACTICE WHAT THEY PREACH! 

Setting a goal gives the session focus and provides a tangible outcome enabling 
the coachee to see what has been achieved during the session. All goal setting 
whether it is for a coaching session or for overall goal achievement can use a 
clearly defined process of application. The SMART (Specific, Measurable, 
Action-orientated, Realistic, Time phased) principle is one you may have 
explored previously. It is a proven method of setting goals and achieving them. 
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Useful questions to use in this section include: 

 “What form of outcome are you seeking by the end of this session?” 
 “How far do you want to get in this session?” 
 “What is the goal that you want to achieve in relation to the topic?” 
 “What is your long term goal here?” 
 “What intermediate steps can you identify towards your ultimate goal, and 

what are the time scales?”  This last question starts to move into the 
Reality check area. 

 

 

To be able to successfully achieve the goal, whether it be for a coaching session 
or any other goal set by the coachee, the coach uses all of his/her skills to 
explore the current situation to see how it impacts on the progress an success of 
the goal. The time frame given to the goal can also be viewed from the reality 
section. 

The important aspect when examining reality is to be objective. As coaches we 
need to come to the coaching relationship with an open mind, completely free of 
prejudices, opinions, judgements, concerns and fears. This enables us to look 
objectively at any scenario put in front of us. The coachee can explore reality 
from a new perspective so that he/she can perhaps see things more as they are, 
more as they want them to be rather than how they appear to be. 

Specific – vague goals lead to vague attempts to achieve them 

Measurable – you need to be able to evaluate progress to stay on track 

Attractive – if you don’t really want your goal, you won’t put in a sustained effort 

Realistic – it is essential that you are able to achieve your goal 

Timed – deciding on an appropriate time frame is also crucial 
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AWARENESS IS… 

Perceiving things as they really are. 

SELF AWARENESS IS… 

Recognising those internal factors that 
distort one’s own perception of reality 

The reality element of the TGROW model becomes an integral part of the 
equation at this point. Looking at the reality of the situation provides a practical 
and common sense approach to the here and now.  It asks the coachee to 
consider the thoughts and actions that directly affect the realizing of the goal and 
allows them to explore those areas around them that directly impact on and 
influence the outcomes. 

As with all coaching success, the key to answering the reality questions is the 
questions you ask as a coach. Effective reality questions are structured to gain 
precise and honest answers. 

Reality questions require answers that: 

 compel the coachee to think, to examine, to look, to feel, to be engaged. 
 are totally focused with precise detail 
 are descriptive and non-judgemental to ensure honesty and accuracy 
 are of quality and frequency which allow feedback from the coach. 

The reality section is of notable importance because it is here that a defining or 
limiting belief can be brought to the surface with a coachee. You will see below a 
question that can start this process – what has stopped you from achieving more? 
Any question that challenges the coachee to look at what is holding them back 
can be of tremendous value.   

PEOPLE CAN BE SO ACCUSTOMED TO THE WAY THAT THEY TALK TO 
THEMSELVES OR THE EVIDENCE THAT THEY SEEK TO SHOW THAT 
THEY CANNOT SUCCEED, THAT THEY ARE NO LONGER AWARE THAT 
THIS IS WHAT THEY DO. 

Once a coach has assisted in bringing this back to the conscious level, then 
choices can be made to change and move on. 

Reality questions could include: 

 “What is the present situation in more detail?” 
 “What have you done so far towards your goals?” 
 “What has stopped you from achieving more?” 
 “What resources do you have?” 
 “Who can support you?” 

 



38 

 

 

Once the clearest possible understanding of the topic has been achieved, then 
we can move our coachees on to the next stage. During this stage the coachee 
is ready to explore the options open to him/her for moving forward.  The purpose 
of looking at options is not to find the ‘right’ answer but to create as many 
different courses of action as possible that could open up to the coachee. 

 

THIS IS ONE AREA THAT, WITH PERMISSION, IT MAY BE APPROPRIATE 
FOR THE COACH TO BRAINSTORM WITH THE COACHEE. 

Option questions are designed to draw out from the client all the possible 
alternatives, choices and possibilities which will enable to goal to be achieved. 
They include questions such as: 

 “What could you do?” 
 “Can you list six things you could do?” 
 “What are the advantages / disadvantages of each of these in turn?” 
 “Which one would you choose?” 
 “Which one would give you most satisfaction?” 

 

 

The final stage of the TGROW model is for the client to establish the way forward 
and then to agree that subsequent action to be taken. In other words, a 
discussion is now converted into a decision. By following the TGROW model 
through its stages, the coachee is led to a place of safety and comfort where 
decisions are made based on truth, honesty and confidence. 

The coachee has now considered all of the options open to them and is ready to 
make a choice. This is when the coach can summarise the session, making sure 
that the coachee has fully understood and is fully committed to the chosen option. 
Demonstrating commitment is essential for the coachee. The coachee can show 
complete clarity and agreement by stating exactly what his/her intended actions 
are, the timeframe for completion and the means of evaluating success. 
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From our discussion, take a moment to prepare for your role play.  Jot down 
some questions that you would like to use during your role play. 
 
Activity : Role play preparation 
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Role Play Evaluation 1 
 

Opening COMMENTS 

Behaviour to build trust  
 

Made coachee feel at ease  
 

Coaching model  

Clear use of model ie. TGROW or 
DVD model 

 
 
 

 
Used questions to seek information, 
test understanding, check 
assumptions & ensure agreement 
 

 

Summarizes action plan  
 
 

Agrees on follow up date  
 

 
Listens effectively – please provide 
examples observed throughout the 
practise session 
 

 
 
 

Areas of strength (please insert examples and detailed description) 
 
 
 
 
 
 
 

Areas for development (please insert examples and detailed description) 
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Role Play Evaluation 2 
 

Opening COMMENTS 

Behaviour to build trust  
 

Made coachee feel at ease  
 

Coaching model  

Clear use of model ie. TGROW or 
DVD model 

 
 
 

 
Used questions to seek information, 
test understanding, check 
assumptions & ensure agreement 
 

 

Summarizes action plan  
 
 

Agrees on follow up date  
 

 
Listens effectively – please provide 
examples observed throughout the 
practise session 
 

 
 
 

Areas of strength (please insert examples and detailed description) 
 
 
 
 
 
 
 

Areas for development (please insert examples and detailed description) 
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Role Play Evaluation 3 
 

Opening COMMENTS 

Behaviour to build trust  
 

Made coachee feel at ease  
 

Coaching model  

Clear use of model ie. TGROW or 
DVD model 

 
 
 

 
Used questions to seek information, 
test understanding, check 
assumptions & ensure agreement 
 

 

Summarizes action plan  
 
 

Agrees on follow up date  
 

 
Listens effectively – please provide 
examples observed throughout the 
practise session 
 

 
 
 

Areas of strength (please insert examples and detailed description) 
 
 
 
 
 
 
 

Areas for development (please insert examples and detailed description) 
 
 
 
 
 
 
 

  



43 

 

From our discussion and the opportunity you’ve had to observe others during the 
role play, list the important skills of an effective Coach: 
 
Activity : Important skills 
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Coaching Session File Notes 

It is essential that you have a detailed record of each Coaching session. Use this 
as a track of competence acquisition and provide the Employee with a copy of 
each one.  This forms a record and development contract for your Coaching 
activities and will help prompt  progress with each Employee. 

 

Coaching Session file notes 

Employee:  Date: 

Performance Area:  

Objectives of Session: 
 
 
 
 

 

Action taken during 

session: 

 
 
 
 

 

Outcome of 
session – review 
dates and 
process agreed 
 

Performance 
Area 

Review dates Actions 
needed 

Responsible 

 
 
 
 

   

 
 
 
 
 

   

 
 
 
 
 

   

Employee: 

(signature & 

date) 

 Coach: 
(signature & 
date) 
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4. CREATING HIGH PERFORMANCE TEAMS  

 
High-Performance teams accomplish things better, faster and more simply than 
non-high-performance teams.  Their communication processes create and 
nurture a feedback-rich environment.  The members of these teams invest time 
in developing and maintaining the quality of intragroup and intergroup 
communications to achieve the highest levels of performance.  The following 
characteristics both describe and facilitate the development of the feedback-rich 
environment that is required to create and sustain high performance: 
 
Mutual accountability 
Willingness to learn 
No fear 
No surprises 
Truthfulness 
Self-responsible language 
Coaching 
 
Roos van Dorp says that “Team works makes the dream work.” An apt quote 
when looking at high performance teams. Let us now examine each 
characteristic of high performance teams. 
 
Mutual accountability 
 
In a feedback-rich environment, team members accept 100 percent responsibility 
for the outcomes of their communications.  You might think that 50/50 would be 
fair, but look at it this way: If each person in a partnership assumes 50 percent of 
the responsibility for the outcomes of their joint communications, each can 
always blame the other for failures, claiming that “I kept my end of the agreement, 
but you didn’t”. Thandezile Constance Mncube illustrates this practically when 
saying :”Through our team and service culture workshop I learnt to cover even 
my colleagues and not expose them like I would have done in the past, shifting 
blame.  I realized that if we help each other my job flows smoothly.” 
 
Alternatively, if both parties agree that each is fully accountable for the results of 
their communications it sets up a condition of no blame, no excuses, no hiding, 
and no victims.  Each takes responsibility to clear up misunderstandings and 
emotional residue that could build up between them.  Each commits to creating 
and maintaining a squeaky-clean relationship in which thoughts, feelings, and 
experiences are quickly shared.  This minimizes complications downstream and 
keeps the feedback flowing.  
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Willingness to learn 
 
Learning is an orientation and a mindset.  People who are willing to learn 
facilitate the expression of new ideas, including those that are “off the wall”.  In a 
feedback-rich environment, everyone seeks fresh input continually, to expand the 
thinking processes and the knowledge base on which decisions are made.  The 
culture emphasises ongoing personal, professional, and technical developments 
that support the capability of the team to expand its performance. 
 
Clever Zulu says that “I continue to grow professionally and in my personal life 
since I joined this organization.  The experience I have gained so far working with 
such a dedicated and hardworking team is huge.” 
 
No fear 
 
Fear inhibits the flow of feedback.  When messengers are shot for delivering bad 
news, the environment begins to breed fear and distrust.  In this artificial, 
emotionally unsafe environment, people will fear the consequences of making 
even an occasional mistake regardless of the value of the lesson.  They do no 
offer feedback for fear of reprisal, especially when the feedback is for the Boss. 
 
The prerequisite for a feedback-rich environment is emotional safety – room for 
people to honestly and without fear of the consequences express their thoughts, 
feelings, and opinions, deliver performance feedback as easily upward as 
downward and challenge conventions and traditions.  Tinashe Padare says 
that :”You will not progress until you take that first step!”  Therefore don’t allow 
fear to limit your steps. 
 
No Surprises 
 
It takes continual ongoing communication to eliminate the surprises that 
frequently derail individual or team performance.  Communications need to be 
explicit and frequent, focused on continually updating status, progress, and 
obstacles to achieving goals.  In this environment, the baton is not dropped as it 
is passed between players.  People take accountability for keeping the 
information flowing and for not allowing black holes where information disappears 
to develop.  People are comfortable in examining trends (positive or negative) 
and they rely on and express their intuition. 
 
Loveness Jambaya provides an excellent example of dealing with the small 
things before they become big things, this approach will ensure that you minimize 
surprises. 
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Truthfulness 
 
When people tell intellectual and emotional truths, others trust them implicitly.  A 
high-performance team values honestly and encourages team members to share 
their thoughts and feelings in order to develop trust across the team and to make 
better business decisions.  Issues are confronted constructively and quickly, with 
full disclosure of all agendas, needs and wants.   
 
People choose not to waste energy by posturing, manipulating and doctoring 
communication.  The net result across the team is that the messages are trusted 
and do not have to be filtered. 
 
Self-responsible language 
 
In a feedback-rich environment, people express their points of view from the “I” 
perspective.  Feedback is, therefore, highly owned by the individuals who 
express it.  People do not attempt to speak for others, only for themselves.  This 
keeps communication very clean and clear.   
 
The word “we” is only used when all parties in the “we” are present.  Similarly, 
the word “they” is rarely used.  They so easily become the enemy and is 
confusing and unclear. 
 
Self-responsible behaviour includes confronting counter productive gossip.  
Somewhat paradoxically, high-performance teams with feedback-rich 
environments rely on the informal communication system (the grapevine) to 
enhance the overall connectivity of the organisation.  In these cultures, the formal 
and informal communication systems synchronistically coexist and mutually 
support performance improvement across the organisation.  Both systems tend 
to carry the same information. 
 
Coaching 
 
A feedback-rich environment relies on coaching as the requisite communication 
skill of all members of that high-performance culture.  Coaching occurs in a 360 
degree fashion, up, down and all across the team.  Every person in a leadership 
role is committed to mastering coaching.  Customer feedback is always sought 
and responded to and becomes one of the driving forces for strategic change. 
 
Mercilene Machisa says that there is always something new to learn.  A true  
Coaching culture is one where lifelong learning is encouraged. 
 
Let us take a moment to reflect on a real life scenario where team performance is 
a non negotiable requirement. 
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PACKING YOUR PARACHUTE  
  
Charles Plumb was a US Navy jet pilot in Vietnam. After 75 combat missions, his plane 
was destroyed by a surface-to-air missile. Plumb ejected and parachuted into enemy 
hands. He was captured and spent 6 years in a communist Vietnamese prison. He 
survived the ordeal and now lectures on lessons learned from that experience!  
 
One day, when Plumb and his wife were sitting in a restaurant, a man at another table 
came up and said, "You're Plumb! You flew jet fighters in Vietnam from the aircraft 
carrier Kitty Hawk. You were shot down!"  
 
"How in the world did you know that?" asked Plumb.  
 
"I packed your parachute," the man replied. Plumb gasped in surprise and gratitude. The 
man pumped his hand and said, "I guess it worked !" Plumb assured him, "It sure did. If 
your chute hadn' t worked, I wouldn't be here today."  
 
Plumb couldn't sleep that night, thinking about that man. Plumb says, "I kept wondering 
what he had looked like in a Navy uniform: a white hat; a bib in the back; and bell-bottom 
trousers. I wonder how many times I might have seen him and not even said 'Good 
morning, how are you?' or anything because, you see, I was a fighter pilot and he was 
just a sailor." Plumb thought of the many  hours the sailor had spent at a long wooden 
table in the bowels of the ship, carefully weaving the shrouds and folding the silks of 
each chute, holding in his hands each time the fate of someone he didn't know.  
 
Now, Plumb asks his audience, "Who's packing your parachute?" Everyone 
has someone who provides what they need to make it through the day. He also points 
out that he needed many kinds of parachutes when his plane was shot down 
over enemy territory - he needed his physical parachute, his mental parachute, his 
emotional parachute, and his spiritual parachute. He called on all these supports before 
reaching safety.  
 
Sometimes in the daily challenges that life gives us, we miss what is really important. 
We may fail to say hello, please, or thank you, congratulate someone on something 
wonderful that has happened to them, give a compliment, or just do something nice for 
no reason. As you go through this week, this month, this year, recognize people who 
pack your parachutes.  
 
 WHO PACKS YOUR PARACHUTE? 

 
Tawanda Mayida talks to this point in the Learning Journey by saying: “ Surround 
yourself with people who embrace your personal values. If you are exposed to 
unprofessional working conditions and immature people, it could impact on your 
ability to succeed or excel in your job.  Don’t succumb to this behavior and lose 
your sense of professionalism.” 
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L E A R N I N G   C O N T I N U U M  
Extract from Career Success 
 
 
Most employees go through a four stage learning process: 
 

1. Unconscious incompetence. 

2. Conscious incompetence. 

3. Conscious competence. 

4. Unconscious competence. 

 
Management’s role now is to develop conscious competence who, in turn, will be 
able to develop other conscious competence. 
 
Ideally, a company strives to elevate its employees and managers to conscious 
competence in all critical skills.  This challenge is especially important if a 
company moves from offense to defense by reaching the top. 
 
Maintaining Success 
 
The statement ‘Nothing fails like success’ is true – developing successful 
company requires different skills to those needed to maintain success. 
 
Becoming successful requires individuals who’ll take risks, has a bias for strong 
action, and can operate in a low – structure environment. 
 
Remaining successful, however, may require someone who develops structures 
and good people; this person must also be willing to take a few well-measured 
risks.  That’s why it is recommended that you understand managers’ natural 
attributes: you’ll get a better idea of the resources necessary in specific areas as 
well as the skills required to propel the company to its next phase of growth. 
 
Various trainers offer personality / profile analyses, one such product is the brain 
profile devised by Dr Kobus Neethling; who helps ascertain your comfort zones in 
thinking and doing, and shows you where you may choose to develop.  In any 
case identifying areas of strength can lead to better performance. 
 
It’s management’s inability to deal effectively with identified non-performance that 
is one of the primary cases of failure.  (The key words here are inability, 
effectively, and identified). 
 
Employees aren’t to blame for constant non-performance.  Rather, it results from 
management’s assumptions that workers have the skills to perform tasks they 
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agreed to undertake.  In today’s business environment – where some immature 
managers actually say, if you don’t do it, I’ll get someone else who will, very few 
people have the never to tell their bosses they need help.  This climate of fear 
not only discourages employees, it ultimately sentences them to business failure. 
 
Developing Employees 
 
In many cases, the first step in dealing with non-performance is identifying cause.  
Is the person an unconscious incompetent who’s afraid to ask for help because it 
appears weak?  Most of us are too rushed to take the time necessary to develop 
our people.  There’s so much attention placed on action that the critical mandate 
of developing people is neglected. The Prodigal Daughter, Ntombentsha 
Mbadlanyana describes the importance of developing people through her own 
experience of Gender Links. “this is the one place where I have really discovered 
things about myself and have been afforded endless opportunities to grow as 
individual.” 
 
Management should be more concerned with letting go than holding on.  It 
should create a safe environment that allows employees to make mistakes so 
they’ll be able to accept more responsibility. 
 
Most important, managers should teach workers how to improve a small but 
important part of their jobs.  Most employees are uncomfortable with corporate 
goals and mission statements; they usually don’t understand how these goals 
relate to their jobs. 
 
Managers who take time to show employees which areas of their jobs contribute 
most towards company goals, explain how these areas fit into the overall picture, 
and give workers the necessary skills to cope and progress, will reap more 
profitability, higher morale, and less absenteeism.  Ncane Maziya sums this up in 
the following quote: “My manager has contributed a lot to my learning, as have 
my colleagues and other managers from different departments...I have gained 
patience and understanding as well.  I will use my skills and knowledge by 
applying what I have learnt and also sharing with other colleagues at work and 
people outside my workplace.” 
 
Developing a self-managing company is time-consuming and uncomfortable.  
Then again, so is training to win an Olympic gold medal.  One thing’s certain: our 
business environment is changed forever.  By investing the time, effort, and 
energy to create self-managing organisations, we’ll win in the long run. 
 
If you want to be part of tomorrow’s winning teams, bring this subject out in the 
open.  Take copies of this article and share it with your colleagues, ask that it be 
discussed at your next meeting – set the ball in motion… after all, that’s the very 
beginning of self-management. 
(End of extract) 
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5. HR  STRATEGY  

Background 

Before selecting a strategy or transitioning into a new one, it is important to study your 
organisation's business goals and the competitiveness of the industry you are in. It is important to 
remember that being strategic in Human Resources means having a direct impact on business 
problems and results. So, in that light, select the strategy that is most likely to have a significant 
impact on productivity and profits. Widely admired firms like Intel, General Electric, Cisco and 
Microsoft have found that a "performance culture" is the best approach to drive their success. 
While other excellent companies such as Hewlett-Packard, Oracle and Dell Computer have 
adopted an e-HR strategy where technology permeates everything they do in HR. Other 
successful companies have achieved good results using the more traditional business partner or 
personnel strategy. The key is to tailor make the strategy to suit Gender Links and the strategy 
must be aligned to the organisational strategy.  

Developing a HRM strategy 

In the dynamic environment that Gender Links operate within, the need to develop a more 
focused and coherent approach to managing people is clear. In just the same way a business 
requires a marketing or information technology strategy it also requires a human resource or 
people strategy. Like all of the other major business functions, human resources must accomplish 
a wide range of activities from basic transaction processing to strategic planning in order to be 
successful.  

Delivering a strategic impact requires development of a strategy that supports the Gender Links  
objectives, aligning and prioritising each of the various activities to support and help accomplish 
those objectives. In developing such a strategy two critical questions must be addressed. 

 What kinds of people do you need to manage and run your business to meet your 

strategic business objectives?  

 What people programs and initiatives must be designed and implemented to attract, 

develop and retain staff to compete effectively?  

In order to answer these questions four key dimensions of an organisation must be addressed. 
These are: 
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Frequently in managing the people element of their business senior managers will only focus on 
one or two dimensions and neglect to deal with the others. Typically, companies reorganize their 
structures to free managers from bureaucracy and drive for more entrepreneurial flair but then fail 
to adjust their training or reward systems. When the desired entrepreneurial behaviour does not 
emerge managers frequently look confused at the apparent failure of the changes to deliver 
results. The fact is that seldom can you focus on only one area. What is required is a strategic 
perspective aimed at identifying the relationship between all four dimensions. 

If you require an organisation which really values quality and service you not only have to retrain 
staff, you must also review the organisation, reward, appraisal and communications systems. 

There are seven steps to developing a human resource strategy and the active involvement of 
senior line managers should be sought throughout the approach. 

Steps in developing a Human Resources strategy 

Step 1: Get the 'big picture' 

Understand your business strategy. 

 Highlight the key driving forces of your business. What are they? e.g. technology, 

distribution, competition, the markets.  

 What are the implications of the driving forces for the people side of your business?  

 What is the fundamental people contribution to bottom line business performance?  

Culture: the beliefs, 

values, norms and 

management style of the 

organisation  

 

Organisation: the 

structure, job roles and 

reporting lines of the 

organisation  

 

People: the skill levels, 

staff potential and 

management capability  

 

Human resources 

systems: the people focused 

mechanisms which deliver the 

strategy - employee selection, 

communications, training, 

rewards, career development 
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VISION 

Gender Links (GL) is committed to a region in which women and men are able to 
participate equally in all aspects of public and private life in accordance with the 
provisions of the Southern African Development Community (SADC) Protocol on 
Gender and Development.   

Step 2: Develop a Mission Statement or Statement of Intent 

 That relates to the people side of the business. What do your people 

contribute?  

 

MISSION 
GL achieves its vision by coordinating the work of the Southern African Gender 
Protocol Alliance formed around the sub-regional instrument that brings together 
all key African and global commitments for achieving gender equality by 2015, 
also the target date for MDG 3 (gender equality). The annual barometer 
measures progress made by governments against the 28 targets of the Protocol. 
GL has integrated these targets into its three core, closely linked programme 
areas: the media, governance and gender justice, and its cross cutting 
programmes: gender, climate change, and economic justice.   
Working with partners at local, national, regional and international level, GL aims 
to:  

 Promote gender equality in and through the media, and in all areas of 
governance. 

 Develop policies and conduct effective campaigns for ending gender 
violence, HIV and AIDS, as well as promoting economic and climate 
justice.   

 Build the capacity of women and men to engage critically in democratic 
processes that advance equality and justice.   

This mission is achieved through a strong commitment to results that includes:  

 Evidence gathered through conducting research to identify gender gaps.  
 Lobbying and advocacy using mainstream and new media. 
 Developing action plans in participative ways that bring together a broad 

cross section of partners in learning that is applied and supported on-the-
job.  

 Creating synergies to sustain the work. 
 Monitoring and evaluating progress using appropriate regional and 

international instruments. 

 Learning, knowledge creation and innovation.  
 Improving value for money and institutional effectiveness.  
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 Fund raising at country and regional level, including maintaining a diverse 
portfolio of funders and income generating activities through GL Services 
and the GL Training Institute. 

 

Step 3: Conduct a SWOT analysis of the organisation 

Focus on the internal strengths and weaknesses of the people side of the business. 

 Consider the current skill and capability issues.  

Vigorously research the external business and market environment. High light the opportunities 
and threats relating to the people side of the business. 

 What impact will/ might they have on business performance?  

 Consider skill shortages?  

 The impact of new technology on staffing levels?  

From this analysis you then need to review the capability of your personnel department. 
Complete a SWOT analysis of the department - consider in detail the department's current areas 
of operation, the service levels and competences of your staff. 

Step 4: Conduct a detailed human resources analysis 

Concentrate on the organisation's culture, organisation, people, HR systems 

 Consider: Where you are now? Where do you want to be? 

 What gaps exists between the reality of where you are now and where you want to be? 

Exhaust your analysis of the four dimensions. 

Step 5: Determine critical people issues 

Go back to the business strategy and examine it against your SWOT and Culture, organisation, 
people & HR systems Analysis 

 Identify the critical people issues namely those people issues that you must be 

addressed. Those which have a key impact on the delivery of your business strategy.  

 Prioritize the critical people issues. What will happen if you fail to address them?  

Remember you are trying to identify where you should be focusing your efforts and resources. 
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Step 6: Develop consequences and solutions 

This is an important step as frequently people jump for the known rather than challenge existing 
assumptions about the way things have been done in the past. Think about the consequences of 
taking various courses of action. 

Consider the mix of HR systems needed to address the issues. Do you need to improve 
communications, training or pay? 

Once you have worked through the process it should then be possible to translate the action plan 
into broad objectives. These will need to be broken down into the specialist HR Systems areas of: 

 Recruitment & selection 

 employee training and development  

 management development  

 performance management  

 employee reward  

 communication  

Step 7: Implementation and evaluation of the action plans 

The ultimate purpose of developing a human resource strategy is to ensure that the objectives set 
are mutually supportive of all Human resources processes. For example, there is very little value 
or benefit in training people only to then frustrate them through a failure to provide ample career 
and development opportunities. 
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DAY 2 

6. HR  CHALLENGES  

Panel discussions on Recruitment (PM); Probation (KR), 
Retention (CLM); Delegation (LJN) 
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STAFF TURN OVER IN 2012 

 
  

 REASONS UNAVOIDABLE AVOIDABLE 
(?) 

IMPLICATIONS 
FOR 
RETENTION 

1 Retirement Thandi Ncube   
2 Retirement Mary Coopan   
3 Retirement Sally Makhudu   
4 End of Contract Davinah Shilolay   
5 End of Contract Susan Mogari   
6 Resigned:Got better 

offer; work too much 
 Siyabonga 

Nkosinathi 
 

7 Resigned: Breaching GL 
Policies and Regulations 

Gladys Muzirwa   

8 Resigned: Did not make 
probation 

Jabulani Sithole   

9 Resigned : Got a better 
offer 

 Robinah 
Sanyangore 

 

10 Resigned:Relocating to 
CT because of family 
and commuting to 
Johannesburg monthly 
was a strain. 

 Abigail Willia  

11 Resigned: Got a better 
offer 

 Shuvai 
Nyoni 

 

12 Resigned: Relocating 
back to Malawi 

 Daud Kayisi  

13 Resigned:Relocating 
back to Zimbabwe 

 Bridget 
Marango 

 

 SUMMARY 13% total 
staff 

9 % total 
staff 

 

  Overall 
percentage of 
staff = 22% 
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7. PERFORMANCE MANAGEMENT  

 

Performance Management is often defined as a means of getting better results 
from the organisation, its teams and individuals, by understanding and managing 
performance within an agreed framework of planned goals, objectives and 
standards. 
 
Performance Management in various forms has existed for many centuries.  
Performance Management has evolved from merit-rating, to performance 
appraisal, to management by objectives, to present day Performance 
Management.  There are many variations to the theme.  Lets us review the 
schematic presentation which captures all the critical aspects of performance 
management.  Discussion on the weightings for 2013 for the draft performance 
appraisals will follow. 
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Schematic presentation of the performance management process 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Having discussed the theory behind performance management, let us now have 
a look at the practical implications for you in your managerial role. Beginning with 
the Human Resources strategy, the draft will be given to you for your perusal and 
feedback. 
 
The facilitator will lead you through the small group activity around the different 
discussions in relation to the human resources policies. 
 
 
 
 
 
 
 

 Evaluations 
 Revised performance 

contracts 
 Identification of 

development needs 
 Documentation 

 
 Performance reviews 
 Feedback 

- Manager 
- Self 
- Other sources 

 Coaching 

 
 Formal training 
 Coaching 
 Self development 
 Career counselling 

       Formal 
   performance 
       reviews   

        On-going 
   development and 
          training 

       Divisional  
   strategies and 
       objectives 

 
 Business plans 
 Outputs 
 Customer 

expectations  
 Measures 
 Performance       
        contract 
 Team/Individual  

development plans 

   Individual 
   and team 
   planning    

  Continuous  
feedback and 
   coaching 

 
 Mission and vision 
 Strategic objectives 
 Roles 

Organisation’s strategy  
and objectives 
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Have you ever considered the cost of a management mistake in an area that is 
often intangible such as human resources.  Many of you have probably been in a 
situation where you are under extreme pressure as you have a major deadline 
looming, you’re short staffed and you feel stressed.  You give up a day to 
conduct interviews and at the end of the day, you’re not content with the calibre 
of candidates, but the thought of giving up another day to interview makes you to 
choose the best from a bad bunch!  Let us take a moment to work out how much 
this would cost Gender Links. 
 
Costing Activity 

 
Activities 

 
Time 

 
Cost 

 
Recruitment cost eg media, head hunter 

  

 
Interviews : consider the number of people 
involved in the interview and factor this into the 
cost 

  

 
Logistical costs of the interviews (if applicable in 
your area) 

  

 
Cost of the appointment, time to draft the 
contract, Reference checks, etc. 
 

  

 
Onboarding : Induction, orientation and on the 
job training to get the individual working 
 

  

 
Any other costs 
 

  

 
Incumbent resigns after a few months and you 
have to start this all over again! What is your 
total cost to Gender Links at this point? 

  

 
What if incumbent doesn’t resign, but is lacking 
in performance.  What is the cost to Gender 
Links then? Consider your time to monitor the 
incumbent and the impact on the team 
performance. Are you able to quantify this cost? 
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GL STAFF PA WEIGHTINGS SECOND TRIMESTER 2012

MAY - AUGUST 2012

CROSS CUTTING FUNCTION CEO Chief of 

Operatio

ns

Dir of 

Corp 

Services

GL 

Services 

Manager

Satellite 

Office 

manager

Country 

Manager

s

Middle 

Manager

s

Media / 

Governanc

e Manager

GMDC/ 

Alliance/        

Knowledge 

& Learning 

Managers

Officer

s

Field 

Programm

e Officers

Field 

Program

me 

Assistan

ts

Interns   All

Planning, M and E and Knowledge 20% 20% 15% 15% 15% 15% 15% 15% 15% 10% 15% 15% 5% 5%

Planning and Reporting                                 

- Weekly                                                      

- Calendar Planner                                         

- Trimester

10% 10% 10% 10% 5% 5% 5% 5% 5%

5%

M and E 5% 5% 5% 5% 5% 5% 5% 5% 5% 10% 10%

Knowledge creation and learning/ 

testimonial evidence, case studies

5% 5% 5% 5% 5% 5% 5% 5% 5% 5%

Management of staff and consultants 15% 10% 5% 2% 5%

Partner/client management 5% 5% 5% 3% 5%

Management of finance and 

resources

20% 15% 15% 15% 10% 10% 10% 10% 10% 5% 10% 5% 0% 0%

Financial planning, strategy and donors 20% 10% 10% 5% 5% 5% 5% 5%

Finance/day to day 5% 5% 5% 5% 5% 5% 5% 5%
10% 5%

Profile 20% 15% 5% 20% 10% 5% 10% 10% 15% 15% 15% 15% 0% 0%

Website 3% 2% 5% 1% 1% 3% 3% 3% 3% 2% 2%

Aesthetics and presentation 5%

P Drive /G Drive / R Drive 2% 3% 1% 1% 2% 2% 2% 5%
2%

2%

Photos 2% 2% 2% 2% 2% 2% 5%
10%

10%

Publications– Production/Distribution 

Marketing as appt to level 

10% 3% 1% 1% 3% 3% 3% 2% 1% 1%

Media/events/ representing GL/ Marketing 5% 5% 10% 5% 5%

TOTAL CROSS CUTTING 80% 65% 50% 65% 45% 35% 40% 50% 50% 30% 40% 35% 5% 5%

DIRECT INPUTS 15% 30% 45% 30% 50% 60% 55% 45% 45% 65% 55% 60% 90% 90%

Newsletters 12%

STRETCH 5% 5% 5% 5% 5% 5% 5% 5% 5% 5% 5% 5% 5% 5%

Work 3% 3% 3% 3% 3% 3% 3% 3% 3% 3% 3% 3% 3% 3%

Team 2% 2% 2% 2% 2% 2% 2% 2% 2% 2% 2% 2% 2% 2%

TOTAL 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

15%

5%

5% 5%

15% 15% 5%
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DAY 3 

8. STRESS MANAGEMENT  

The continuously growing pace of the modern life puts more demands on our 
stress management skills. You may already be in a situation when you feel 
pressured to accomplish more and more every year with less resources and 
shorter deadlines. Or you may feel overwhelmed by the challenges in 
maintaining balance between your work and family life.  

Whichever sources your stress is coming from, if you just let it build up for too 
long, you will eventually pay the price and face sad consequences. And unless 
you improve your stress management abilities, this may happen much sooner 
than you expected.  

How much can poor stress management cost you? Stress has been linked to a 
major portion of health problems, from premature aging to heart attacks. Even 
when stress does not cause the illness directly, it can accelerate development of 
existing conditions or make you more vulnerable to health problems, as well as to 
threats from your home or office environment. And even if you don't count 
physical health damage and premature death, overwhelming stress may also 
waste a significant portion of your life. Just by keeping you in a state of fatigue, 
unhappiness, and depression.  Loga Virahsawmy says that : “Every problem has 
a solution.” When one has a positive outlook like this, it can reduce your stress 
levels as your mindset is looking for a solution. Physical activity plays a key role 
in reducing stress and reducing or maintaining weight, which can be a further 
stressor for many. While some people have to find the time to go the gym for a 
work out, Felistus Ncube says: “The nature of my job has been a great benefit to 
my health as I am always running up and down the stairs carrying baskets and 
buckets.” 

Stress management goes hand in hand with time management 
On the one hand, good time management is a critical element of effective stress 
management. Time management is probably the number one tool for managing 
stress at its sources. If you get organized, plan ahead, stop procrastinating, 
clarify your priorities, and delegate effectively you are much less likely to be 
overwhelmed by the pre-deadline stress; even without advanced relaxation 
techniques. And you are more likely to get ahead in balancing your work and 
family life.  

On the other hand, stress management is an essential component of effective 
time management. Many people cannot completely avoid the sources of their 
stress, and overwhelming stress can block their ability to think and perform. In 
such situations stress management techniques, including relaxation techniques, 
can be critical for getting unstuck and staying effective. A quote from Susan 
Mogari links to this point of managing stress : “The lesson learned is to be true to 

http://www.home-air-guide.com/
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yourself, no matter what people think of you.  Life will come with its challenges.  
Today you can run, tomorrow you might not be able to, in whatever situation, 
breathe and say: God is with me who can be against me.  Never stop trying to 
perfect something.” 

You also need to be well aware of stress symptoms in order to wisely manage 
your pace in moving to your goals. If you try to move too fast in the short term 
and don't take adequate breaks, your may damage your abilities and motivation, 
hurting your longer term progress.  And it is certainly not good time management 
if you become disabled, miserable, or die prematurely from the effects of 
excessive stress. Keabonye Ntsabane says that :”Ignorance is a devil and 
knowledge is power.”  Therefore identify your stressors and manage your pace 
appropriately. 

Reflections on Glass activity: 
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Build coping skills to withstand life's challenges 

Your coping skills are your ability to handle life's challenges in the most effective 
ways, maximizing your chances of success or survival, and minimizing the 
damages and other negative consequences.  

There is a virtually unlimited spectrum of difficult, or even potentially devastating, 
situations that life could hit you with, sooner or later. It may be a serious illness or 
chronic pain, an abusive relationship, divorce, big financial loss, burnout, 
business or career failure, a child with ADHD or autism, and so on. It could be a 
one time blow, like a loss of loved one, or it could be something that stays a big 
challenge for many years, even for life, without giving you much of break.  

Will you be lost and destroyed under stress or will you have strong enough 
coping skills to stay in control and do the best that can be done? Will you have 
the resiliency to come out stronger than you ever were?  Zotonantenanina 
Razanadratefa illustrates a stressful situation well handled as follows: “During 
this year I hardly slept for three days during our first national Gender Justice and 
Local Government Summit, during which we received more than 160 participants 
from all over the country.  When I think about it now, I realise that with conviction 
and perseverance, everything can happen.  It is also during this summit that I 
have realized that my negotiation skills and my work methods generally have 
improved.”  

While some of the coping skills and strategies (or rather tactics) are specific to 
the type of challenges you are facing, the most important of those skills are fairly 
universal. Your ability to cope well and stay in control depends most on your 
strengths in the following two areas:  

 your actions,  
 your emotions.  

Fortunately, there are certain skills and coping strategies you can build or 
improve that could make you much stronger in each of those areas.  
Your actions 
Nearly in every challenging situation there is a number of specific actions you 
could do to reach a successful resolution or to ease the pain and minimize 
damages. Your effectiveness in that will mainly be determined by your thinking 
skills and abilities. For example, if there is no reasonable alternative in sight then 
you need to unlock your creativity to think laterally and brainstorm some options. 
If there are too many options and difficult trade-offs then you need your judgment 
and your decision making skills to select the best course of action. Finally, you 
most likely have only limited time and resources to realize that course. Hence 
you depend on good planning and time management skills to develop and 
execute a good plan.  
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Maybe you were content with your level of such thinking and coping skills in quiet 
times. But now there is a complication. When faced with outstanding challenges 
you are often in situations of high emotional arousal, under stress. And, as you 
may have already realized, high emotional arousal can significantly distort our 
thinking, and very often not to our advantage. How do you deal with that?  

A good line of defense is to learn and use more systematic thinking strategies. 
Think on paper, as much as possible. Learn to think on paper ("paper" could be a 
text file on your computer). Instead of agonizing or letting your mind race, take a 
deep breath and jot down your main thoughts. Brainstorm on paper. Follow a 
sequence of systematic decision making steps, on paper. Go as far as you can 
with that (even if your switch to pure intuition in the end). The more you practice 
that, the more robust and uncluttered your thinking will be.  David Makhudu 
through his work exposure and interactions with the guests at the GL cottages 
says : “I have learnt how to manage stress.”  

Finally, for situations when you need to make quick decisions on the fly, your 
intuition is probably your best guide, if you learn to tell apart its voice from the 
noises of the stressful moments (You can strengthen this ability in the course of 
working on your emotional intelligence skills).  

In recent times, Resilience is the characteristic that has become a buzzword to 
cope in the complex and dynamic world of work.  Buildingresilience has designed 
a questionnaire to assess one’s resilience skills which we will complete and 
evaluate your resilience levels. 
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9. ASSERTIVENESS  

 
We’ve discussed Assertiveness when we covered the social styles.  We will 
definite Assertiveness, assertive communication and assess your level of 
assertiveness. 

What is Assertiveness? 

* Directly telling someone what you want or would like to happen without 
threatening or punishing the other person 

* Standing up for your rights, without violating the other person’s rights. 

* Expressing opinions and feelings openly, be they positive or negative, 
without making the other person feel bad. 

 

An Assertiveness Model 

Behaviour Description  Your Rights Others’ Rights 

Aggressive Accepted Rejected 

Passive Rejected Accepted 

Assertive Accepted Accepted 

 

The tools of Assertiveness are : 

 Knowing your rights in the situation 
 Knowing what you want to say 
 Handling criticism constructively by asking questions like “is the source of 

criticism credible?” “ What is the intention of the person giving the critique?” 
“How must I respond to it?” 

 Making an assertive statement directly. 
 Non-verbally asserting yourself (assertive body language) with the correct 

posture, amount of eye contact, facial expression, gestures, tone/volume 
of voice. 

 Being assertive in an appropriate way.  Deciding if, when and how to be 
assertive. 
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 Reviewing your behaviour by asking questions like “How effective was I?” 
and “What effect did it have on the future relationship?” 

Ticha Tsedu describes what a positive impact managers made by being 
assertive and passionate in the following quote : “It is crucial for me to 
acknowledge the important role played by my various managers during this 
initially unstable time at GL, moving from one department to the other.  They 
were all confidently assuring, patient but assertive and most importantly, 
passionate about their work – that is something I will always carry with me in the 
professional world.” 

Communication is key to Assertiveness.  Bad or lack of communication has been 
linked to 80% of organizational problems.  Mary Coopan illustrates this point 
clearly when describing feedback from Community Based Organisations as 
follows: “Participants agree that the main cause of conflict is the lack of 
communication between the Council’s administration and citizens.” 

Can you think of an example where Communication went wrong?  What was the 
result?  

 

 

 

 

 

 

 

 

 

 

 

 

Now that we’ve explored the theory of Assertiveness, you have the opportunity to 
assess your own level of Assertiveness in the questionnaire that follows on the 
next page.
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Assertiveness Questionnaire 

Read through each statement and rate yourself as follows: 

Never = 1 Rarely = 2 Sometimes = 3 Usually = 4 Always = 5 

 

1. I say no to high pressure sales people.    

2. I return defective goods to the shop.  

3. I can speak out if someone jumps into the queue ahead of me.  

4. I listen to someone point out a mistake I made without becoming defensive or upset.  

5. I speak in front of a group without undue anxiety.  

6. I complain about an unreasonable workload.  

7. I maintain my point of view in the face of disagreement from an aggressive, opinionated 
person. 

 

8. I can (or world be able to) negotiate salary increases.  

9. I ask questions and request further information without being afraid of sounding stupid or 
incompetent. 

 

10. I object when I feel I am being treated unfairly.  

11. I stand up for my rights when someone in authority is rude or unreasonable.  

12. I insist that my landlord (mechanic, repairman, etc.) makes repairs, adjustments or 
replacements which are his/her responsibility. 

 

13. I request the return of borrowed money or items without being apologetic.    

14. When I need help or a favour from a friend, I ask directly for what I want rather than using 
indirect means like hinting. 

 

15. I make the first move towards beginning a friendship with someone I am getting to know.  

16. I refuse to do something I don’t feel like doing, without feeling guilty.  

17. I openly express love and affection.  

18. I ask my significant other or house mate to take on a fair share of the household jobs.  

19. I say no when close friends and relatives demand that I do things their way.   

20. When someone does something that bothers me, I am able to express my feelings.   

21. I accept compliments without discounting them in my own mind.   

22. I accept my own mistakes and imperfections.  

23. I make my own decisions and feel good about them.  

24. I am (or would be) a good role model of assertiveness for my own child  
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TOTAL YOUR SCORE TO ASSESS YOUR LEVEL OF ASSERTIVENESS
           

Under 50  :  Needs to improve 

50-75  : Inconsistently assertive 

75-95  : Moderately assertive 

95-120 : Assertive 

 

Your Assertiveness action plan 
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10. PERSONALITY TYPES  

Personality types 

Two cardiologists, Friedman & Rosenmann, discovered in their research that 
certain types of individuals are more susceptible to heart attacks than others.  
Not only that, they also discovered that it is possible for these types to modify 
their behaviour and thus reduce the possibility of heart disease.  They identified 
two broad personality types : Type A and Type B.  

Choose between the two adjacent statements and put a tick in the appropriate column 

Type A X Type B X 

Very competitive  Not competitive (at work or play)  

Strong forceful personality  Easy-going or retiring  

Does things quickly  Methodical or slow in doing things  

Strives for promotion at work / social 

advancement 

 Content with present position at work 

and socially 

 

Wants public recognition  No desire for public recognition  

Angered easily by events or people  Slow to anger  

Restless when not active  Enjoys periods of idleness  

Speaks rapidly  Speaks slowly  

Seems to thrive on doing more than 

one thing at a time 

 Happiest doing one thing at a time  

Walks, moves and eats quickly  Walks, moves and eats leisurely  

Impatient at any delay  Patient and not upset at delays  

Very conscious of time – enjoys 

deadlines 

 Not overly time-conscious – ignores 

having to meet deadlines 

 

Always arrives on time  Often late  

Taut facial muscles, often clenches 

fists 

 Relaxed facial muscles, no clenched 

fists 

 

What did you learn from this activity? 
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What could you change to improve your effectiveness? 

 

 

 

 

 

 

Comment : Type A people are three times more likely to have heart attacks than 
Type B people, although both types have their own risk factors.  If half or more of 
your answers indicate that you have Type A characteristics, then you should 
seriously consider modifying your lifestyle.  However, it’s important to recognize 
that neither “A” nor “B” extremes are healthy lifestyles.  The goal is to balance 
your lifestyle to suit your preferences and the situation. 

Vincent O Galatlhwe says that : “Working with GL, you learn to work with many 
different types of people, personalities and behaviour.”  Having identified your 
personality type, lets us look at the matching behaviours. 
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The four Social styles 
Below is the social style grid.  The axes are formed by the two behavioural 
dimensions (assertiveness & responsiveness); the quadrants represent the four 
social styles, namely Analytical, Amiable, Driver and Expressive. Since there is 
no best place to be on the scale, its important to remember that no one social 
style is better than any other, just different.    

 
Combine high level of emotional 
self- control with a low level of 
assertiveness. 
Precise, deliberate and  systematic 
approach to work. 
Gather & evaluate much data 
before acting. 
Industrious, objective & well-
organised. 
Logical, thorough, serious, 
systematic & prudent. 
 
 

 

Analytical 

 
Blend a high level of emotional 
self- control with a high degree of 
assertiveness. 
Task-oriented, know where they 
are going & what they want.  
Get to the point quickly & express 
themselves succinctly. Pragmatic, 
decisive, results oriented, objective 
& competitive. 
Independent, candid, decisive, 
pragmatic & efficient. 
 

Driver L
e
s
s  
R 
e
s
p
o
n
si
v
e
n
e
s
s 

Less Assertiveness More Assertiveness 

 
Combine high than average 
responsiveness with a 
comparatively low level of 
assertiveness. 
Sympathetic to needs of others 
and sensitive to what lies below 
surface behaviours of others. 
Use empathy & understanding in 
interpersonal problem solving. 
Cooperative, supportive, 
diplomatic, patient & loyal. 
 
 

 

Amiable 

 
Integrate a high level of 
assertiveness with much emotional 
expression. 
Tend to look at big picture, often 
take fresh, novel approaches to 
problems & are willing to take risks 
in order to seize opportunities & 
realize dreams. 
Charm, persuade, excite & inspire 
people 
Outgoing, enthusiastic, fun loving 
& spontaneous. 
Decide and act quickly. 
 
 

 

Expressive M
o
r
e
R
e
s
p
o
n
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v
e
n
e
s
s 
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Activity to determine your level of Assertiveness 
Choose from each of the paired indicators as depicted in the table below, the one 
that more accurately applies to you by ticking in the box: 
 
 
  Less Assertive    More Assertive 

 
 
 

 
Move more slowly and deliberately 

 
Move more rapidly 

 

  
Speak more slowly and more softly 

 
Speak more quickly, more 
intensely, and often more loudly 
 

 

  
Lean backward, even when making 
a request or stating an opinion 

 
Sit upright or lean forward, 
especially to make a request or 
state an opinion 

 

  
Be more tentative and less forceful 
in expressing opinions, making 
requests, and giving directions 

 
Be more empathetic when 
expressing opinions, making 
requests, and giving directions 
 

 

  
Be less confronting 
 

 
Be more confronting 

 

  
Let others take the interpersonal 
initiative 
 

 
Take the interpersonal initiative 

 

  
Be “ask oriented” 

 
Be “tell oriented” 
 

 

  
Decide less quickly 

 
Decide more quickly 
 

 

  
Be less risk oriented 

 
Be more risk oriented 
 

 

  
Exert less pressure for decisions 

 
Exert more pressure for decisions 
 

 

 
 

 
Have less intense and less 
consistent eye contact 
 

 
Have more intense and more 
consistent eye contact 
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Activity to determine your level of Responsiveness 
Choose from each of the paired indicators as depicted in the table below, the one 
that more accurately applies to you by ticking in the box: 
 
  Less Responsiveness  More Responsiveness 

 
 
 

 
Limit their use of gestures 

 
Gesture more frequently 

 

  
Have less facial expressiveness 

 
Have more facial expressiveness 
 

 

  
Move more rigidly 
 

 
Move more freely 

 

  
Seem more serious 
 

 
Seem more playful 

 

  
Dress more formally 

 
Dress less formally 
 

 

  
Appear more reserved 

 
Appear more friendly 
 

 

  
Be more controlled in their 
expression of feelings 
 

 
Be freer and less guarded in their 
expression of feelings 
 

 

  
Focus more on facts 
 

 
Focus more on feelings 

 

  
Appear more task oriented than 
people oriented 

 
Appear more people oriented than 
task oriented 
 

 

  
Be less interested in small talk, 
anecdotes and jokes 
 

 
Be more interested in small talk, 
anecdotes and jokes 
 

 

  
Make decisions based more on 
facts than on emotions 
 

 
Allow feelings to have a greater 
influence on decision making 
 

 

  
Demonstrate more discipline 

 
Demonstrate less structure in their 
use of time 
 

 

 
 

 
Supervise in a more disciplined 
manner 
 

 
Supervise in a more personal 
manner 
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 Activity : compile the data from the combination of Assertiveness and 
Responsiveness  
 

Analytical 
 

Less Assertiveness 
And 

Less Responsiveness 
 
 
 
 
 
 

Driver 
 

More Assertiveness 
And 

Less Responsiveness 

 

Amiable 
 

Less Assertiveness 
And 

More Responsiveness 
 
 
 
 

Expressive 
 

More Assertiveness 
And 

More Responsiveness 
 

 

Now that you’ve identified your social style the following should always be kept in 
mind: 
 

 During your interaction with the Analytical keep in mind that they are 
more fact and figures oriented 

 During your interaction with the Driver keep in mind that they are more 
results-oriented and goal oriented 

 During your interaction with the Amiable keep in mind that they are more 
people-orientated and relationship oriented 

 During your interaction with the Expressive keep in mind that they thrive 
on social interaction and conversation. 

 
Now that you’ve got a better understanding of the social style concept, we’re 
going to look at style flex which is something we can use to improve our 
relationships with other people with different social styles to our own. 
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Style Flex 
Style flex similar to Situational leadership means that one is adapting your style 
in order to relate to another person more effectively.  Style flexing means that as 
one adapts and flex towards another person’s style, you may be flexing away 
from your own style. Let us explore this in more depth. 
 
Almost all the people that you meet are in one way or another different from you.  
They use time differently, make decisions differently, prefer to relate in different 
ways and have different styles of communicating.  All operate from a different 
social style.  These differences in style complicate our interpersonal relationships 
both at home and at work.  The main reason for this is that we assume that 
others will react to situations as we would ourselves, or we already assumed 
what reaction to expect.  
 
Your objective in communication is not merely to express yourself but also to get 
your ideas across to somebody else.  Style flex involves adding or subtracting a 
few behaviours to increase or decrease assertiveness or responsiveness. 
How does one do this, you may be thinking?  It involves sensing the other’s 
preferred ways of relating, getting in sync with some of them, monitoring the 
interaction and responding to the feedback you receive based on their behaviour.  
Alternatively, within the working environment, you could use the additional copy 
of the style flex questionnaire and ask your team members to complete it and 
score it.  This way you can eliminate any guess work. 
 
Style flex therefore provides a way of communicating to the other person’s social 
style by temporarily using less habitual behaviour to foster a mutually 
beneficial interaction.  What does this mean?  Lets look at a practical example to 
illustrate style flex.  If you are for example a Driver (goal oriented) and often deal 
with people who are Amiable (people oriented), learn to adapt your social style 
so that you don’t come across as bossy or over baring or controlling.  This 
doesn’t mean that you have to give up your goals.  Rather, it means you need to 
lean how to achieve those goals in a way that is acceptable to other people who 
don’t naturally think or act like you!  This is style flex in action. 
 
If you use Style Flex effectively, you’ll find that you’ll be able to escape from the 
vicious style of unproductive interactions.  You will become a better 
communicator, you’ll be more effective at work and you’ll find that people want to 
be around you, because you’re being sensitive to who they are and showing 
them that your respect them as human beings different from you. 
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Activity : Action plan on Social styles 
 

 
  

Consider your options in terms of your team and other important  
stakeholders that you interact with regularly.  Come up with an 
action plan to improve your interpersonal relationships with people 
who have different social styles to your own. 
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Laurentia Golley ends her learning journey as follows: “So true is the saying, when you stop growing, you start dying!”  
This serves as an excellent introduction to the final activity namely drawing up and sharing a personal action plan based 
on the last three days and the 360 degree feedback. 
 

GL SWOT Analysis 
Issue Strengths Weaknesses/Threats  Opportunities  Solutions 

PROGRAMMES     

Management     

Strategic positioning and planning     

External   Always seizing 
opportunities. 

 Space to link with 
international 
frameworks. 

 Sense of direction. 

 Not wanting to move 
with the times – 
diversifying. 
 

 Progressive vision. 
 Good choice of 

focus. 

 Visibility at all levels 
– local to 
international. 

 Conceptual clarity. 
 Giant footprints. 
 Successful NGO – 

GL’s profile. 
 Certain managers 

give positive feed-
back, praise good 
work. 

 Visionary 
leadership. 

 Have brown bag 
lunches on key 
policy imperatives 
and emerging 
issues. 

Internal      

Work loads    Distribution of work not 
even among GL staff. 
Some staff in high work 
and stress quadrant 
while others in safari 

  Be more vigilant 
around PAs and 
allocation of 
responsibilities.  

 Ensure that there 
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Issue Strengths Weaknesses/Threats  Opportunities  Solutions 

mode. 

 Too many programmes 
and commitment. 

 Unclear division of 
labour between 
managers and officers. 

 Overstretched team. 
 Overwhelmed staff 

implies less time for 
reflection on journey 
travelled. 

 Highly pressured. 

are clear 
delineations 
between managers 
and officers. 

Time management    Red light mode reduces 
linkages with plans. 

 Too fast paced, not 
enough time given for 
thorough completion of 
work. 

  Time management 
workshop. 

Communication   Constant complaining. 
 Lack of timely 

communication on 
tasks. 

 Use of language. 
 Communication 

breakdown between 
Corporate Services and 
programmes.  

 Demotivating email 
feed-back. 

 Gossip. 
 Too much corridor talk, 

  Be proactive about 
stopping gossip, do 
not perpetuate it. 
Tell people that if 
they prepared to 
talk about someone, 
they should talk to 
that person. 
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Issue Strengths Weaknesses/Threats  Opportunities  Solutions 

back biting and whining 
– not constructive. 

GL Governance      

Registration      

Reln with Board 
Members  

    

Partnerships      

Quantity      

Quality    Need for intensified 
interaction with other 
organisations to 
promote cross 
organisation learning. 

 Weak partnerships. 

  Need to nurture and 
grow partnerships. 

Programmes     

Content   Developed and tested 
modules to support 
programme 
implementation. 

 Research e.g. Barometer 
 Good delivery on 

projects 

 GL work is too broad 
with little human 
resources. 

 GL research is usually 
rushed and not well 
analysed. 

 Economic justice.  Ensure time to 
reflect and 
internalize learning 
from programme 
delivery is 
institutionalised. 

Design   Unique programmes. 
 Synergies created across 

progarmmes e.g. media 
and local government. 

 Country specific 
interventions through 
the support of partners. 

 Unique programme 
linking grassroots and 

 Unrealistic targets in 
proposals causes grief in 
the field. 

 Unrealistic targets. 

 Summit in 12 
countries. 

 Establish clear and 
realistic targets. 
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Issue Strengths Weaknesses/Threats  Opportunities  Solutions 

other levels. 

 Clear targets. 

Results for Change     

M and E   Good ideas and 
intelligent monitoring 
tools. 

 GL has a good theory of 
change – underpinning 
its work and approach to 
change. 

 Monthly reporting taking 
too much time. 

 Can never get MandE 
right. 

  Links to clear roles 
and responsibilities 
and time 
management. 

Knowledge    GL knowledge products 
and research outputs 
not widely consumed in 
the region. 

 Weak knowledge 
sharing across 
programmes. 

  

Innovation      

Learning    GL is a learning 
organisation! But do we 
learn? Will the ffeed-
back from this SWOT be 
reflected beyond today? 

  Establish targets for 
learning. 

Institutional effectiveness     

Operations      

Travel      Look into travel 
insurance for staff. 

Offices     Good systems e.g. 
financial; MandE; 
etc. 

 

HR issues     
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Issue Strengths Weaknesses/Threats  Opportunities  Solutions 

Contracts, salaries    Lack of sufficient human 
resources. 

  Ensure contracts 
and salaries are 
kept confidential. 

Capacity –career  Growth is possible when 
given a chance. 

 Capacity building does 
not have new ideas = 
boring. 

 Driven organisation but 
sometimes needs to 
slow down and take 
care of human capital. 

 Managers swamped 
because capacity at 
programme level is 
weak. 

  

Turnover    Staff retention. 
 Staff retention to ensure 

continuity and 
institutional memory. 

  

Coaching 
mentoring  

 Hard working individuals 
who are also able to 
help otherslive up to 
what is expected of 
them. 

   

Work styles    The CEO is feared by 
many even when it is 
totally unnecessary to 
fear her. 

 Disrespecting different 
views. 

 Bullying by managers to 
deliver what is urgent. 

 Excellent people 
skills. 

 Workshop for junior 
staff to surface 
issues and come up 
with solutions. 
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Issue Strengths Weaknesses/Threats  Opportunities  Solutions 

 General bullying of 
younger staff. 

 Not have a chance to 
flourish due to a fear 
that younger staff is out 
to get managers’ jobs. 

Management   Strong support and 
oversight from the 
senior management 
team. 

 Guidance from some 
managers is clear and 
direct. 

 COO approachable. 
 Support from Head: 

Corporate Services. 

 Too many directives 
from above kills 
innovation. 

 Reporting lines not 
observed. 

 Lack of proper 
consultation of other 
members of staff by 
management. 

  Monthly programme 
meetings. 

Policies and 
regulations 

  No clearly defined roles.   Consultation on 
policies and 
regulations. 

Team   Diversity of staff. 
 Team work/cross 

pollination. 

 Dedicated team. 

 Demotivated team.  Motivated team. 
 Great teamwork. 
 Team goes extra 

mile. 

 Highly driven team. 

 Team building with 
independent, 
external service 
provider. 

 Ensure there is 
equal of corporate 
services and 
programme staff. 

IT      

Hardware      

Software      

Finance      
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Issue Strengths Weaknesses/Threats  Opportunities  Solutions 

Strategy   On good financial 
ground. 

 VFM compromising 
programme quality. 

 Good financial 
systems. 

 Good budget 
tracking. 

 Need to expand 
VFM from just 
finances. 

Day to day    Finance department 
misplacing payment 
requisitions. 

 Requisitions not 
processed on time. 

  

Sustainability      

Fund raising    Low funding for media 
impacts on deliverables. 

 Continuous, strict donor 
expectations.  

 Dwindling financial 
resources 

 Insufficient funding for 
the level human 
resources required 

  

 Adequate funding. 
 Can attract funding 

to expand 
programmes. 

 

Diversification      

Other      

   Lack of wellness 
activities for staff. 

 Same wellness activities. 

  Build in reading 
time. 

CORPORATE 
SERVICES 

    

Management       

Strategic positioning and planning      

External Good relationship with our    Multiple donor  Donor reports to be 
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Issue Strengths Weaknesses/Threats  Opportunities  Solutions 

service providers – Bank. 
Strict donor requirements 

requirements, 
integrating them to 
GL policies e.g. EU 

prioritized all the 
time and have a 
timeframe clear to 
all the team 
members. 

 Fundraising 
initiatives bring 
about new areas of 
growth for GL. 

Internal       

Work  Passionateand energetic 
 Competent- hardworking 
 Have had unqualified 

audits for the past 5 
years.. 

 Passion for finance. 
 Self-motivated. 
 Perfecting in every task 

that is there and 
allocated at the time. 

 Goal driven. 
 Share workload. 
 Managed to get certain 

paperwork from 
programmes as per the 
policies (1) transport 
request forms (2) 
Reconciliations as per 
deadline. 

 Integrate well with new 
roles and adjustments 

 Centralised decision 
making. 

 Consistency of enforcing 
systems and 
documentation. 

 No life after GL/life 
revolves around work, 
you even dream work, 
meaning work is always 
one one’s mind. 

 Unable to differentiate 
high and low priority 
payments. 

 Some team members 
feeling more tasked 
than the others. 

 Very strong team which 
can act collectively 
against other teams. 

 Ability to see a bigger 
plan and picture – 

 Growth in team 
changes team 
dynamics. 

 Learning as a team 
from each other to 
avoid dependency. 
 

 De-centralise 
decision making. 
De-centralization 
making country 
offices staff 
appreciate finance 
work. 

 Encourage team 
building all the time 
for all GL units. 
Have regular team 
meetings and team 
building events.  
This retreat is such 
opportunity to brain 
storm and see 
where and how to 
move forward. 

 Corporate team take 
a keen interest in 
reading GL 
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Issue Strengths Weaknesses/Threats  Opportunities  Solutions 

thrown at us. 

 Clear division of work. 
 Driving the company 

forward. 
 Educating programme 

staff about proper 
document for payment. 

  

understanding 
programme work. 
Understanding why we 
do what we do. 

 Resistance to change 
from other departments. 

 Dual reporting of 
Country Programme 
Assistants. 

 At times we mother the 
programmes resulting in 
bad budgets. 
 

publications like the 
annual report and 
some long content 
emails sent by other 
departments. 

 Tighten systems 
and controls. 

 Get extra interns to 
help with the 
workload. 

 To understand and 
help each other 
when there is high 
work load. 

 Provide good 
working 
environment. 
 
 

Time Management  Meet deadlines both 
internal and external. 

 Multi-tasking and still 
producing high standard 
work 

 Work life balance needs 
to be improved 

 Operating in Q1 
quadrant 95% of the 
time 

 Long working hours. 
 The ability to un-multi-

tasks might lead to 
certain things being 
undone and causing 
problems. 

  Ensure tasks are 
well distributed 
among team 
members. 

 Effective delegation 

Communication    Constant complaining 

 Lack of timely 
communication on 

  Open dialogue to 
clear perceptions 

 Be proactive about 
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Issue Strengths Weaknesses/Threats  Opportunities  Solutions 

tasks. 

 Use of language. 
 Communication 

breakdown between 
Corporate services and 
programmes. 

 Demotivating email 
feedback. 

 Gossip. 

 Too much corridor talk, 
back biting and whining 
– not constructive. 

 Lack of information 
sharing. 

stopping gossip, do 
not perpetuate it. 

 Tell people that if 
they cannot say 
something face to 
face with the person 
then they should 
not  say it. 

Results of Change 

M and E  Systems have been 
improved as we go 
along. 

 Too much paperwork 
based systems  

  

Innovation  Young team eager to 
learn. 

 Limited time to 
implement innovations. 

 Lack of support on 
change. 

  

  Give space  to allow 
innovation 

 Diversity team, 
therefore new ideas. 

Learning  Learning from each 
other and mentorship of 
non-financial staff. 

 Learning on the Job. 
 A successful internship 

programme that gives 
young people an 
opportunity to learn. 

 Lack of time to attend 
refresher courses. 

  Rotation to ensure 
staff development. 

 Formal mentorship 
 Growing in one field 

of finance and 
becoming better 
leaders not only for 
GL but for the 
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Issue Strengths Weaknesses/Threats  Opportunities  Solutions 

 country. 

 GL should promote 
both on the job 
learning and also 
other channels of 
career development. 

 To learn new skills, 
new ideas, 
understanding other 
people in their 
different levels of 
work. 

 Be patient when 
mentoring staff so 
that staff can 
understand  and 
help reduce the 
work load. 

Institutional effectiveness 

Operations    

Travel   Finance staff struggle 
with transport when 
they work late. 

 Transport to get at work 
on time. 
 

  Provide transport 
for GL finance team 
when they work 
late. 
 

Offices   Noise. 
 VFM policy that is 

practical. 
 Insufficient petty cash 

most of the time. 

  Less noise. 
 We need practical 

policy in place that 
will be cognizant of 
VFM i.e. car drop off 
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Issue Strengths Weaknesses/Threats  Opportunities  Solutions 

and taxi hiring. 

 Keep enough petty 
cash all the time to 
avoid crises 

HR Issues       

  Good working 
relationship amongst 
team members. 

 Respect each other. 
 Willingness to teach 

what they know to 
students. 

 Good teamwork and 
spirit. 

 Young and vibrant team. 
 Work well together. 
 Competent staff. 
 Ability to assist each 

other. 

 Some team members 
feel isolated. 

 Losing a key team 
member. 

 There is division 
amongst the 
departments in the unit. 

 Behavior between 
programmes team and 
finance teams will lead 
to unworkable 
conditions. 

 Ethical skills to 
understand other 
people’s behavior. 

 Trust. 

  Work as a team. 

 Respect each other. 
 Learning from each 

other’s behavior, 
understanding, 
characters and 
culture. 
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Manager’s action plan  
 

 What did I learn   

 360  SWOT  Time use  Course  Action When  

Strategic/conceptual  
 
 
 
 

      

Technical 
 
 
 
  

      

Operational  
 
 
 
 

      

Human  
 
 
 
 

      

Communication  
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 360  SWOT  Time use  Course  Action When  

General leadership 
 
 
 
 

      

Task 
 
 
 
  

      

Maintenance  
 
 
 
 

      

Other  
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Manager’s action plan  (additional notes) 
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DAY 4  

11. TIME MANAGEMENT  

Before we begin with the theory on time management, we will discuss the 
feedback on the time and motion study that was conducted in November 2012. 
 

Time management tips 

What is the point of time management tips? 
Changing time management habits takes time 
and effort, and it is always much easier when you 
have a simple system of practical rules and hints 
that are easy to keep in mind. That is exactly 
what the tips below are for.  

 

Know what you want from your time 
The proven way to do it is to set goals, and to set them SMART. The rest of the 
time management tips below will help you be effective in achieving your goals 
and making time management decisions.  
Learn to see the difference between urgent and important 
The important tasks are those that lead you to your goals, and give you most of 
the long term progress and reward. Those tasks are very often not urgent. Many 
urgent tasks are not really important.  
Know and respect your priorities 
Aim to do the important things first. Remember the 80-20 rule: 80 percent of 
reward comes from 20 percent of effort. One of the aims of time management 
tips is to help you refocus your mind to give more attention and time to those 
most important 20 percent.  
Plan your actions for achieving your goals as Claudia Rakotonirina aptly says : ”I 
have found that the cleverest way to succeed is learning by doing.” 
Convert your goals into a system of specific actions to be done. The first 
significant point of planning is the planning process itself. It is a known fact, and 
you will see it for yourself, that the planning process stimulates your brain to 
come up with new efficient solutions. It programs your subconscious mind to 
search for shortcuts. It makes you much more prepared for each specific action. 
Besides, planning will help you to identify potential conflicts and crises, 
minimizing the number of urgent tasks.  

Planning can also significantly lower the time spent on routine maintenance tasks, 
leaving you more time on what you like to do or for what you think is important for 
your long term success.  

Also remember that planning and related time management tips work best when 
you review your plans regularly.  Shuvai Nyoni Kagoro illustrates this beautifully 
in her self reflection in the following quote : “…I still continue to learn in, is quality 

http://www.time-management-guide.com/goal-setting-guidelines.html
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versus delivering on time….My writing often entails a huge amount of research 
into whatever I deliver to ensure that it is accurate.  During the learning journey, I 
have learnt to be more targeted in what I am writing and try to focus on specifics 
of the task and not add in information that is interesting but time consuming to 
find and verify.  Through this I have also discovered that I require substantial 
amounts of “head space” in order to put down op paper the more intellectually 
demanding projects.” 

Schedule time for your tasks 
Your concentration can be easily lost in the sea of many boring or less important 
things waiting to be done in your head. Undone things circulating in your mind 
are also a big drain of your mental energy. Most often, there is no way to get 
those things out of your mind except of either doing them or scheduling them in a 
trustable system, convincing your mind that they will be done in due time.  
Know how you spend your time 
 
Nomthandazo Mankazana said: “The one mistake that I have made since 
working for GL is saying I can execute a task whilst knowing very well that it 
could prove a challenge to complete” illustrating the importance of scheduling 
your tasks daily. 
 
Keep a time log during some time interval, like a week, and then analyze it to see 
where your time goes. For example, what percentage of time you spend on 
urgent and on important activities, what people you devote most time to. You are 
likely to be surprised, and you will see much better if you could use more time 
management tips. This is also an effective way to get a feedback on how well 
time management tips and techniques are working for you, and where you need 
some adjustments.   
 
Loveness Pfumbi explains how she improved her time management in the 
following quote from the Learning Journey : “ In consultation with my supervisor, 
the HR and Asset Manager, I have started a self training programme on how to 
prioritise my work.  I’m impressed in myself because ever since I put myself in for 
the “my training” I’ve been meeting the deadlines and I’m getting good response 
from the staff I’m working with.”   
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Time Management – 3 Secret Tips to Achieve More in Less Time 
By Sunny James 

It is easier than you think. The one habit that successful people will be faithful to 
is time management. It is how they are able to get so much done. You need to 
realize in order to get success in your life then you need take action toward 
accomplishing your goals and you need to set time aside to be able accomplish 
your goals. 

Here are 3 Secret Tips to help you get more done in less time. 

1. You need to get a daily planner and start writing out what your schedule is for 
yourself. This way you can easily know at a glance what you need to be doing. 
The important thing is to prioritize the importance of the things that you need to 
do. This way it will really help you sort out what is really important to you verses 
things that really are not important. 

2. You need to set some time aside to write out what your goals are for yourself. 
You should have both long term and short term goals. Then start fitting this into 
your schedule so that you are making sure you are accomplishing your goals.  
Mevasse Sibia says that; “Being Gender Linked means wearing many hats.”  
This means that many of you have time challenges from varied areas and your 
time management skills need to be sharp at all times. 

3. You need to get into a habit of doing only things that are a priority first and 
then fit in activities of less priority after your priorities are done. This will seem 
really hard at first. But as you get into the habit of doing this then you will be 
amazed at what you will be accomplishing in your life. 

This is your life if you are not happy then it can only get better if you make it 
happen. It is easier than you may think once you know exactly what to do.  

Tarisai Nyamweda, quotes William Shakespeare as follows “Make use of time, 
let not advantage slip.”   

We will look at an interactive activity using Covey’s time management matrix.  
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Covey’s Time Management Matrix

URGENT NOT URGENT

IMPORTANT i Activities
Crises

Pressing problems

Deadline driven projects

ii Activities
Prevention

Relationship building

Recognising new opportunities

Planning, recreation

NOT

IMPORTANT

iii Activities
Interruptions, some calls

Some mail, some reports

Some meetings

Pressing problems

Popular activities

iv Activities
Trivia, busy work

Some mail

Some phone calls

Time wasters

Pleasant activies

 



97 

 

Activity : To do list 
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Activity : “Not” To  do list 

We sometimes spend so much time on our action plan without analyzing some to 
the activities that steal our time. Sikhonzile Ndlovu says that:”The quicker you let 
go of old cheese, the sooner you can enjoy new cheese.”  Keeping this quote in 
mind, identify at least three activities that you need to avoid or minimise in order 
to start enjoying the new cheese! 
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Let us pause and reflect on whether you’ve identified the key elements for 
successful time management: 

Question to consider. Tick the appropriate box Yes  No I can 
improve 

I’ve identified my time constraints and possible solutions     

I’ve determined my time value and ways to save time     

I’m discovering how to spend time on the most important 
and profitable activities 

   

I know how to organize and maximize productivity    

I delegate tasks    

I can say ‘no’ to the activities that are not relevant    

I can prioritise tasks, valuing urgent, important and 
unimportant tasts 

   

I set and manage goals effectively    

 
  



100 

 

Activity : Team time analysis 
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Additional resources are contained in the next few pages, this 
includes example templates for a coaching session and 
additional questions that you can use for coaching 
conversations.  All the questionnaires have also been provided, 
should you wish to use them with your team.
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COACH PLANNING FORM 
 

Discussion with:  
 

Date:  

Areas where coaching is needed: (based on observation) 
 
 
 
 
 
 

Purpose of coaching session: 
 
 
 
 
 
 
 

Desired outcomes: 
 
 
 
 
 
 

Why is it important to coach? (i.e. what is at stake? What are the consequences?) 
 
 
 
 
 
 
 

Potential difficulties Methods for handling 

1. 1. 

2. 2. 

3. 3. 

Specific Actions 

1. 

2. 

3. 
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QUESTION TOOL KIT 
 

PROBLEM FOCUS  SOLUTION FOCUS 

Why didn’t you hit your targets? vs. What do you need to do next time to hit 
your targets? 

Why did this happen? vs. What do you want to achieve here? 

Where did it all start to go wrong? vs. What do you need to do to move this 
forward? 

Why do you think you’re not good at 
this? 

vs. How can you develop strength in this 
area? 

What’s wrong with your team? vs. What does your team need to do to win? 

Why did you do that? vs. What do you want to do next? 

Who is responsible for this? vs. Who can achieve this? 

Why isn’t this working? vs. What do we need to do to make this 
work? 

“Quiet Leadership” (2006) David Rock 
 

When we ask “why” questions, you’ll notice that we get caught up in the details, 
problems and drama of the situation under discussion. While this can be a very 
interesting conversation, it is not useful! When you ask the solution focused questions, 
you’ll notice that the conversation uses vision and planning to start finding solutions. 
 
POSITIVE FEEDBACK 
 
“From my own anecdotal research, I estimate that on average, people get a couple of 
minutes each year of positive feedback, almost none of which is from themselves. And 
when they get it from others, they rarely let it in. Whereas they receive thousands of 
hours each year of criticism from themselves, as well as perceived criticism from others.” 

“Quiet Leadership” (2006) David Rock 

 
The following questions are examples of how to accentuate the positive: 
 

 What did you do well, and what did you discover about yourself as a result? 
 What were the highlights of this project and what did you learn? 
 What went well and would you like to talk about how to do more of this? 
 What did you do well and what impact do you think this had on everyone else? 

 

Appreciation: I really appreciate you completing that report on time 
Validation: I can see you’ve given this report a lot of thought and attention 
Recognition: It’s clear you are a very talented writer 
Affirmation: I think you deserve all the credit for this project 
Confirmation: It’s great you took on this project, it suited your style 
Thanking: Thanks for taking the time to focus 100% on this project 
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Current Reality Questions:  
       

 How long have you been thinking about this, in days, weeks, months, or 
years? 

 How often do you think about this, how many times each hour, day or week? 
 How long do you think about it, when you do think about it, in minutes or 

hours? 
 How important is this issue to you, on a scale of 1 -10? 
 Is this in your top three, five or ten priorities right now? 
 How committed to changing this issue are you, on a scale of 1 – 10? 
 How do you feel about the thinking time you have given this so far? 
 What are your main insights about this issue up to now? 
 On a scale of 1-10, how confident are you that you have all the information 

you need to act? 
 What’s the insight brewing at the back of your mind? 

 
Cut these questions out and memorise them so that when you are asking them, you can 
focus on the person you’re speaking to. The importance of metrics must be noted here, 
ask at least 5 questions and trust your gut. (Follow their energy and you’ll sense the 
next question to ask.) 
 

Options / Alternatives Questions: 
  

 What are some possible paths we could take from here? 
 Do you want to explore a few different ideas for how to move this forward? 
 How could I best help you from here? 
 How do you think we might move this insight forward? 
 What are some different ways we could tackle this? 
 Can you see some different angles we could look at this from? 

 
When you are looking at options or exploring alternatives, stay light and try lots of 
ideas without being attached to any. Listen for people’s energy instead of worrying 
about what the right answer is. 
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A Coach’s Self-Evaluation Checklist  

The questions below relate to the skills and qualities needed to be an effective coach. Use this tool to evaluate your own 
effectiveness as a coach 

Question Yes No 

1. Do you show interest in career development, not just short-term performance?   

2. Do you provide both support and autonomy?   

3. Do you set high yet attainable goals?   

4. Do you serve as a role model?   

5. Do you communicate business strategies and expected behaviours as a basis for 
establishing objectives? 

  

6. Do you work with the individual you are coaching to generate alternative 
approaches or solutions that you can consider together? 

  

7. Before giving feedback, do you observe carefully and without bias, the individual 
you are coaching? 

  

8. Do you separate observations from judgements or assumptions?   

9. Do you test your theories about a person’s behaviour before acting on them?   

10. Are you careful to avoid using your own performance as a yardstick to measure 
others? 

  

11. Do you focus your attention and avoid distractions when someone is talking to 
you? 

  

12. Do you paraphrase or use some other method to clarify what is being said in a 
discussion? 

  

13. Do you use relaxed body language and verbal cues to encourage a speaker 
during conversations? 

  

14. Do you use open-ended questions to promote sharing of ideas and information?   
15. Do you give specific feedback?   
16. Do you give timely feedback?   
17. Do you give feedback that focuses on behaviour and its consequences (rather 

than on vague judgements)? 
  

18. Do you give positive as well as negative feedback?   
19. Do you try to reach agreement on desired goals and outcomes rather than 

simply dictate them? 
  

20. Do you try to prepare for coaching discussions in advance?   
21. Do you always follow up on a coaching discussion to make sure progress is 

proceeding as planned? 
  

TOTALS   
When you have these characteristics and use these strategies, people trust you and turn to you for both professional and 
personal support. If you answered “yes” to most of these questions, you are probably an effective coach. If you answered 

“no” to some or many of these questions, you may want to consider how you can further develop your coaching skills. 
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An interesting study was completed in the late 1980’s on the impact of coaching 

on organisational performance. 

 
 
Performance Measure (over an eleven-year period) 
 
 Organisations with 

Performance-Enhancing 
Cultures 

Organisations without 
Performance-Enhancing 

Cultures 

Revenue Growth 682% 166% 
Employment Growth 282% 36% 
Stock-Price Growth 901% 74% 
Net-Income Growth 756% 1% 

 
The Economics and social costs of Low-Performance Cultures (1977-1988), 
Kotter & Heskett, 1992). 
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Activity to determine your level of Assertiveness 
Choose from each of the paired indicators as depicted in the table below, the one 
that more accurately applies to you by ticking in the box: 
 
 
  Less Assertive    More Assertive 

 
 
 

 
Move more slowly and deliberately 

 
Move more rapidly 

 

  
Speak more slowly and more softly 

 
Speak more quickly, more 
intensely, and often more loudly 
 

 

  
Lean backward, even when making 
a request or stating an opinion 

 
Sit upright or lean forward, 
especially to make a request or 
state an opinion 

 

  
Be more tentative and less forceful 
in expressing opinions, making 
requests, and giving directions 

 
Be more empathetic when 
expressing opinions, making 
requests, and giving directions 
 

 

  
Be less confronting 
 

 
Be more confronting 

 

  
Let others take the interpersonal 
initiative 
 

 
Take the interpersonal initiative 

 

  
Be “ask oriented” 

 
Be “tell oriented” 
 

 

  
Decide less quickly 

 
Decide more quickly 
 

 

  
Be less risk oriented 

 
Be more risk oriented 
 

 

  
Exert less pressure for decisions 

 
Exert more pressure for decisions 
 

 

 
 

 
Have less intense and less 
consistent eye contact 
 

 
Have more intense and more 
consistent eye contact 
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Activity to determine your level of Responsiveness 
Choose from each of the paired indicators as depicted in the table below, the one 
that more accurately applies to you by ticking in the box: 
 
  Less Responsiveness  More Responsiveness 

 
 
 

 
Limit their use of gestures 

 
Gesture more frequently 

 

  
Have less facial expressiveness 

 
Have more facial expressiveness 
 

 

  
Move more rigidly 
 

 
Move more freely 

 

  
Seem more serious 
 

 
Seem more playful 

 

  
Dress more formally 

 
Dress less formally 
 

 

  
Appear more reserved 

 
Appear more friendly 
 

 

  
Be more controlled in their 
expression of feelings 
 

 
Be freer and less guarded in their 
expression of feelings 
 

 

  
Focus more on facts 
 

 
Focus more on feelings 

 

  
Appear more task oriented than 
people oriented 

 
Appear more people oriented than 
task oriented 
 

 

  
Be less interested in small talk, 
anecdotes and jokes 
 

 
Be more interested in small talk, 
anecdotes and jokes 
 

 

  
Make decisions based more on 
facts than on emotions 
 

 
Allow feelings to have a greater 
influence on decision making 
 

 

  
Demonstrate more discipline 

 
Demonstrate less structure in their 
use of time 
 

 

 
 

 
Supervise in a more disciplined 
manner 
 

 
Supervise in a more personal 
manner 
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 Activity : compile the data from the combination of Assertiveness and 
Responsiveness  
 

Analytical 
 

Less Assertiveness 
And 

Less Responsiveness 
 
 
 
 
 
 

Driver 
 

More Assertiveness 
And 

Less Responsiveness 

 

Amiable 
 

Less Assertiveness 
And 

More Responsiveness 
 
 
 
 

Expressive 
 

More Assertiveness 
And 

More Responsiveness 
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Assertiveness Questionnaire 

Read through each statement and rate yourself as follows: 

Never = 1 Rarely = 2 Sometimes = 3 Usually = 4 Always = 5 

1. I say no to high pressure sales people.    

2. I return defective goods to the shop.  

3. I can speak out if someone jumps into the queue ahead of me.  

4. I listen to someone point out a mistake I made without becoming defensive or upset.  

5. I speak in front of a group without undue anxiety.  

6. I complain about an unreasonable workload.  

7. I maintain my point of view in the face of disagreement from an aggressive, opinionated 
person. 

 

8. I can (or world be able to) negotiate salary increases.  

9. I ask questions and request further information without being afraid of sounding stupid or 
incompetent. 

 

10. I object when I feel I am being treated unfairly.  

11. I stand up for my rights when someone in authority is rude or unreasonable.  

12. I insist that my landlord (mechanic, repairman, etc.) makes repairs, adjustments or 
replacements which are his/her responsibility. 

 

13. I request the return of borrowed money or items without being apologetic.    

14. When I need help or a favour from a friend, I ask directly for what I want rather than using 
indirect means like hinting. 

 

15. I make the first move towards beginning a friendship with someone I am getting to know.  

16. I refuse to do something I don’t feel like doing, without feeling guilty.  

17. I openly express love and affection.  

18. I ask my significant other or house mate to take on a fair share of the household jobs.  

19. I say no when close friends and relatives demand that I do things their way.   

20. When someone does something that bothers me, I am able to express my feelings.   

21. I accept compliments without discounting them in my own mind.   

22. I accept my own mistakes and imperfections.  

23. I make my own decisions and feel good about them.  

24. I am (or would be) a good role model of assertiveness for my own child  
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TOTAL YOUR SCORE TO ASSESS YOUR LEVEL OF ASSERTIVENESS
           

Under 50  :  Needs to improve 

50-75  : Inconsistently assertive 

75-95  : Moderately assertive 

95-120 : Assertive 
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Personality types 

Two cardiologists, Friedman & Rosenmann, discovered in their research that certain 

types of individuals are more susceptible to heart attacks than others.  Not only that, 

they also discovered that it is possible for these types to modify their behaviour and 

thus reduce the possibility of heart disease.  They identified two broad personality 

types : Type A and Type B.  

Choose between the two adjacent statements and put a tick in the 
appropriate column 

Type A X Type B X 

Very competitive  Not competitive (at work or play)  

Strong forceful personality  Easy-going or retiring  

Does things quickly  Methodical or slow in doing things  

Strives for promotion at work / social 

advancement 

 Content with present position at work 

and socially 

 

Wants public recognition  No desire for public recognition  

Angered easily by events or people  Slow to anger  

Restless when not active  Enjoys periods of idleness  

Speaks rapidly  Speaks slowly  

Seems to thrive on doing more than 

one thing at a time 

 Happiest doing one thing at a time  

Walks, moves and eats quickly  Walks, moves and eats leisurely  

Impatient at any delay  Patient and not upset at delays  

Very conscious of time – enjoys 

deadlines 

 Not overly time-conscious – ignores 

having to meet deadlines 

 

Always arrives on time  Often late  

Taut facial muscles, often clenches 

fists 

 Relaxed facial muscles, no clenched 

fists 

 

What did you learn from this activity? 

 

What could you change to improve your effectiveness? 

 

 Comment : Type A people are three times more likely to have heart attacks than 

Type B people, although both types have their own risk factors.  If half or more of 

your answers indicate that you have Type A characteristics, then you should 

seriously consider modifying your lifestyle.  However, it’s important to recognize that 

neither “A” nor “B” extremes are healthy lifestyles.  The goal is to balance your 
lifestyle to suit your preferences and the situation. 
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Learning Resources 

Reading Materials: 
The learning resources and materials consulted: 
 
 The Harvard Business School  “Coaching People” Pocket Mentor.  
 Complete Leadership, 2003 by Susan Bloch and Philip Whiteley 
 Quiet Leadership, 2006 by David Rock 
 The Heart of Coaching, 2002 by Thomas Crane 
 
Various Human Resources magazines and leadership magazines like Career Extract. 

 
Useful Web Addresses: 
A set of resources and reference sites that are useful for all subjects that are a part of 
this management development programme are: 

 Wikipedia:  This is an on-line encyclopaedia covering a vast range of material that is 
pertinent to this Management Development Programme 
 http://en.wikipedia.org/wiki/Main_Page 

 NetMBA:  This is one of several web addresses that provides a selection of “MBA” 
constructs and discussion.  It is one of the better such addresses.  
http://www.netmba.com/    

 MindTools:   MindTools.com is a very useful source of ideas, constructs, 
management models, etc with even more useful commentary and description.  
http://www.mindtools.com/   
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