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The workplace is changing at The workplace is changing at 
an ever increasing pace.an ever increasing pace.

How people are being How people are being 
managed is not keeping up.managed is not keeping up.
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THE CHALLENGETHE CHALLENGE

How people
want to be 
managed

How people
are being 
managed
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Employee turnover increased 20% in 2003Employee turnover increased 20% in 2003

Nearly 40% reported they often "woke up in Nearly 40% reported they often "woke up in 
the morning not willing to face the day".the morning not willing to face the day".
Kelly Services Survey, October 2003Kelly Services Survey, October 2003

75% of employees are not happy with their job.  75% of employees are not happy with their job.  
Asked what did they hate most? 60% saidAsked what did they hate most? 60% said
"the quality of management"."the quality of management".

SEEK, October 2003SEEK, October 2003
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IncreasingIncreasing
pressurepressure

DownshiftingDownshifting

DecreasingDecreasing
resourcesresources

Over emphasisOver emphasis
on financialson financials

DownsizingDownsizing

The search forThe search for
meaningmeaning

CommunicatingCommunicating
versus connectingversus connecting

WorkingWorking
from homefrom home

The nature of The nature of 
work itselfwork itself

EverythingEverything
acceleratingaccelerating

WHATWHAT’’S DRIVING THISS DRIVING THIS



100 years of work100 years of work
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Knowledge workKnowledge workKnowledge work

Manual workManual workManual work

Process workProcess workProcess work



COMPETENCIES OF COMPETENCIES OF 

THE NEW MANAGERTHE NEW MANAGER
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Perhaps the success of organisations this Perhaps the success of organisations this 

century will be underpinned by a similar increasecentury will be underpinned by a similar increase

in the efficiency of their knowledge workers?in the efficiency of their knowledge workers?

1.  IMPROVE THINKING1.  IMPROVE THINKING

Last century’s wealth was driven by a 50 fold Last century’s wealth was driven by a 50 fold 
increase in the efficiency of the manual worker.increase in the efficiency of the manual worker.



Deal with large volumes of informationDeal with large volumes of information

Work with increasingly complex ideas Work with increasingly complex ideas 

Think clearly under pressureThink clearly under pressure

Enable rapid learningEnable rapid learning

Facilitate insight and connectionFacilitate insight and connection

1.  IMPROVE THINKING1.  IMPROVE THINKING
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1.1. Brains are networks of associationsBrains are networks of associations

2.2. No two brains are even remotely alikeNo two brains are even remotely alike

3.3. What we learn becomes hardwiringWhat we learn becomes hardwiring

6 recent insights about the brain 6 recent insights about the brain 
that change everythingthat change everything



4.4. Perception is driven by our wiringPerception is driven by our wiring

5.5. ItIt’’s almost impossible to change wirings almost impossible to change wiring

6.6. ItIt’’s quite easy to create new wirings quite easy to create new wiring

6 recent insights about the brain 6 recent insights about the brain 
that change everythingthat change everything



“I really want to lift my sales but

just don't seem to have the time.”

““I really want to lift my sales butI really want to lift my sales but

just don't seem to have the time.just don't seem to have the time.””



How could I best help you with this?

How important is this issue to you?

How long have you been thinking about this?

How often do you think about this?

How do you feel about the resources you’ve put to this?

Do you know what to do next?

How can I help you further?

How could I best help you with this?How could I best help you with this?

How important is this issue to you?How important is this issue to you?

How long have you been thinking about this?How long have you been thinking about this?

How often do you think about this?How often do you think about this?

How do you feel about the resources youHow do you feel about the resources you’’ve put to this?ve put to this?

Do you know what to do next?Do you know what to do next?

How can I help you further?How can I help you further?

Example thinking questionsExample thinking questions



'Can humans make as much progress 'Can humans make as much progress 

in the way we treat each other as in the way we treat each other as 

we have made in technology?'we have made in technology?'

Dr Theodore ZeldinDr Theodore Zeldin

2. IMPROVE COMMUNICATION2. IMPROVE COMMUNICATION



Get people talking more openlyGet people talking more openly

Facilitate complex conversationsFacilitate complex conversations

Manage difficult conversationsManage difficult conversations

Communicate to inspire othersCommunicate to inspire others

2. IMPROVE COMMUNICATION2. IMPROVE COMMUNICATION





Good working relationship with the Good working relationship with the 

boss and other workers boss and other workers 22 of the of the 33 top top 

factors influencing their performancefactors influencing their performance
Quantum market research, 2003Quantum market research, 2003

3.  DEVELOP RELATIONSHIPS3.  DEVELOP RELATIONSHIPS



Connect with everyoneConnect with everyone

Establish deep trust Establish deep trust 

Maintain respect at all timesMaintain respect at all times

Build high quality relationships Build high quality relationships 

3.  DEVELOP RELATIONSHIPS3.  DEVELOP RELATIONSHIPS



People don’t need to be managed, People don’t need to be managed, 

they need to be unleashed.they need to be unleashed.
Professor Richard FloridaProfessor Richard Florida

4.  INSPIRE CREATIVITY4.  INSPIRE CREATIVITY



Open up people’s thinkingOpen up people’s thinking

Bring creativity into everythingBring creativity into everything

Harness diversityHarness diversity

Support highly creative peopleSupport highly creative people

4.  INSPIRE CREATIVITY4.  INSPIRE CREATIVITY



Have we even begun to scratch the Have we even begun to scratch the 

surface of how we manage our surface of how we manage our 

workers’ emotions?workers’ emotions?

Marcus BuckinghamMarcus Buckingham

5.  MANAGE EMOTIONS5.  MANAGE EMOTIONS



Reduce emotional disturbancesReduce emotional disturbances

Deal with strong emotions Deal with strong emotions 

Harness positive emotionsHarness positive emotions

Engage with people’s valuesEngage with people’s values

5.  MANAGE EMOTIONS5.  MANAGE EMOTIONS





One third of all adults are overweight One third of all adults are overweight 

and facing health challengesand facing health challenges

6. MANAGE THE WHOLE PERSON6. MANAGE THE WHOLE PERSON

One in four people will suffer a One in four people will suffer a 

mental health disorder in their livesmental health disorder in their lives



Maintain healthy life balanceMaintain healthy life balance

Help others manage stressHelp others manage stress

Deal with conflictDeal with conflict

Support those in personal crisisSupport those in personal crisis

6. MANAGE THE WHOLE PERSON6. MANAGE THE WHOLE PERSON



80% of US Fortune 500 80% of US Fortune 500 

have more than 50% of theirhave more than 50% of their

workforce in teamsworkforce in teams

7.  BUILD TEAMS7.  BUILD TEAMS



Enrol people into teamsEnrol people into teams

Build cohesion amidst diversity Build cohesion amidst diversity 

Keep teams focussed on their goalsKeep teams focussed on their goals

Inspire teams to peak performanceInspire teams to peak performance

7.  BUILD TEAMS7.  BUILD TEAMS



Put order around chaosPut order around chaos

Enable work to happen virtuallyEnable work to happen virtually

Find the right incentives for everyoneFind the right incentives for everyone

Inspire accountabilityInspire accountability

Measure performance on intangiblesMeasure performance on intangibles

8.  STRUCTURE ENVIRONMENTS8.  STRUCTURE ENVIRONMENTS



IMPROVE THINKINGIMPROVE THINKING

IMPROVE COMMUNICATIONIMPROVE COMMUNICATION

DEVELOP RELATIONSHIPSDEVELOP RELATIONSHIPS

INSPIRE CREATIVITYINSPIRE CREATIVITY

MANAGE EMOTIONSMANAGE EMOTIONS

MANAGE THE WHOLE PERSONMANAGE THE WHOLE PERSON

BUILD TEAMSBUILD TEAMS

STRUCTURE ENVIRONMENTSSTRUCTURE ENVIRONMENTS

Facilitate Facilitate 
PositivePositive
ChangeChange



To facilitate positive changeTo facilitate positive change

= = to coachto coach



Perhaps it’s time to turn Perhaps it’s time to turn 

managersmanagers into into coachescoaches



Corporate case studies:
www.workplacecoaching.com/resources

Become a coach: 
www.ResultsCoaches.com

New York University programs:
www.scps.nyu.edu

Further resources
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