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The Management BlogBook


by


George Philip Birney


BlogBook Management is not a scientific thesis on how to manage. It is even better than that. It is a bunch of - more or less - randomly jotted down thoughts on how to manage. Every page is another subject, something like that. No predictable chapters or boring sequences of prose. Let yourself surprise by each page!

As the title may suggest, yes, initially it all started out with blogs on a management website of mine. I no longer have that site, but I preserved the postings with the most visitor hits.

No need to go online. Just keep on reading this ebook that way you like. There are no URLs to click on.

Okay, it has a little over 340 A4/legal pages, so if you read one page a day, then in one year you will have all the management know-how that any great leader would dream of.

As I said, there is no particular order or structure in this book. Neither is there in real business life that you are having your hands and brains on as a manager.

Who am I to write such a book?

I have been a Senior Project Manager, in the Gulf Region for multi million Dollar hi tech projects, and from my own experience I summarize project management as this:

Acceptance - Activity Modeling - Analyze Locations, Users, Presentation, Processes and Data - Application Development Projects Guide - Actual Cost of Work Scheduled - Audit Review - Authority to Proceed - Baseline - Budgeted Cost of Work Scheduled - Build Outline Implementation Plan - Build Technology and Database Independent Applications - Business Case - Business Needs - Business Policy and Procedures - Change Management - Choice of Functionality - Class Definitions and Class Specifications - Class Diagrams - Client/Server - Close-out phase - Common User Access - Concept phase - Conducting a User Documentation Inspection - Configuration Management - Consolidation Workshop Protocol -Contingency and Risk - Contract Administration - Contract Management - Contract Guide -Core Team - Corporate Strategy and Product Portfolio - Cost Breakdown Structure - Cost Performance - Current Systems Analysis - Data Flow Diagram - Data Normalization - Defect Tracking - Defining Boundaries - Defining Evaluation Categories - Defining the Content -Defining the Detailed Scope - Definition - Design Infrastructure Architecture - Designing Classes - Designing Data - Designing Inputs and Outputs - Designing Tasks - Detailing the Work Breakdown Structure - Determining Category Weights - Determining Potential Vendors and Products - Develop Infrastructure Specifications - Developing Business Specifications -Developing Initial Vendor Questionnaire Materials - Developing Materials for Detailed Evaluation - Developing Software Modification Analysis - Developing the Package Evaluation Summary - Developing the Task Flow Diagram - Developing the Vendor Solicitation Document - Developing User Documentation Objectives - Developing Vendor Reference Questionnaire Materials - Disaster Plan - Documentation Usability Testing - Earned Value -Economical Value - Encapsulation and Information Hiding - Encapsulation Overview - Entity Modeling - Entity-Relationship Diagram - Error and Fault Management - Establish


Background - Establish Implementation Requirements - Estimating Conversion Projects -Estimating Projects - Euro Checklist for Insurance Companies - Evaluating Solutions -Evaluating Package - Evaluating Vendor Bids - Exceptions Management Guide - Fast Track

-    Financial Management - Fixed Price Contract - Functional Requirements - Fundamental Business Process Modeling - Gantt Chart - Identifying Relationships between Classes -Implementation Approach - Implementation phase - Inspect Infrastructure Specifications -Integration Plan - Intellectual Property Guide - Interview Tips - Interviewing Vendor Reference Users - Inventory Management - Issue Management - IT Impact Analysis -Lessons Learned - Life Cycle - ISO - Logistics Checklist - Matrix Analysis - Messages and Methods - Method Descriptions - Model-View-Controller - Module Decomposition Method -Module Specification - Object Diagrams - Objects and Classes - Operational Test -Organization and People Management - Organization Breakdown Structure - Organizational Impact - Overrun - PERT/CPM - Physical Database Design - Planning and Estimating -Polymorphism - Portfolio Management - Post contact planning phase - Precedence Diagram Method - Recontact planning phase - Preparing for Definition - Preparing for Designing the Business System - Problem Management - Process Modeling - Process Verification -Program Management - Progress Reviewing - Progress Tracking - Project Completion -Project Control Book - Project Definition - Project Endorsement - Project Identification -Project Office - Project Planning and Scoping - Project Startup - Project Transfer - Proposal Projects - Prototyping - Purchase Orders - Qualifying Vendors - Quality and Conformance -Quality Control and Testing - Quality Management - Questions for Decision Support Systems

-    Questions for Technical Criteria - Questions for Vendor Criteria - Questions for Workstation Criteria - Reconcile Process Views - Refine Infrastructure Configurations - Resource Management - Responsibility Assignment Matrix - Request for Proposal - Request for Quatation - Return on Investment - Reuse - Reviews - Risk Management - Scheduled Variance - Scoping and Estimating - Safety Plan - Select Infrastructure Components - Sign-Off procedure - Sizing Guideline - Software Plan - Spiral Model - Splitting Fundamental Business Processes - Standard Processes - Startup - State-Transition Diagrams -Statement of Work - Structured Design - Structured Diagrams - Structured Programming -Structuring Phases - Subcontracting Plan - Subdividing Large-Scale Development Projects -Summarizing the Package Evaluations - Supplier Management - System Test - Task Analysis - Task sequence - Team Building - Technical Design - Technical Requirements -Test Case Development - Test plan - Transaction Analysis - Transform Analysis -Transforming Diagrams - Transition Plan - Trends - Triggers - Under-run - Unit Test - Using the Specimen Contract Appendices - Variance - Walk through Major Processes - Work Breakdown Structure - Work Packages - Work-flow Business Process Modeling

And I have been teaching this stuff at a university.

Manage well and prosper!


Monsters in Meetings - Part 1, How to Manage Unproductive Behavior

Everyone complains about bad meetings and how they waste everyone’s time. Here are five general strategies to make sure that you hold an effective meeting, even when unproductive behavior threatens to ruin it. (This is the first of a seven part article on Managing Monsters in Meetings.)

It happens easily.

You’re conducting a meeting and suddenly a small side meeting starts. Then two side meetings develop. Soon you have many meetings going at once, and all of them are out of control.

Or maybe someone introduces an unrelated issue. Someone else ridicules the new issue. Everyone laughs, except the person who mentioned the idea. Then someone insults the person who told the joke. Two people stand up and walk out. Others complain that the meeting is a waste of time.

So, how do you prevent things like this from happening?

Or how do you bring your meeting back on track?

Let’s begin with basic strategies for dealing with unproductive behavior in meetings.

Respect other people.

Always treat others with respect, even if they are doing things that seem wrong. Their “bad” behavior could be based on many things, such as a lack of skill, a misunderstanding, or a response to a threat. It could also be a simple mistake. Or maybe they’re expressing an indirect warning, complaint, or cry of pain. If you respond with disrespect, such as with a counterattack, you will make a bad situation worse. They will either retreat, which means they stop contributing to your meeting, or they will retaliate, which can escalate to an argument that ruins your meeting.

Ask questions.

Use questions to find out what is really happening. For example, if someone introduces a new issue, respond by saying, “That sounds interesting, and I wonder how that relates to what we are working on.” Notice that this is a neutral, gentle question. It is not a trick question like, “What are your trying to do, ruin my meeting?” and it is not a command like, “Hey, stick to the topic.” Hostile responses are bad because they put the other person in an awkward position, which always ruins cooperation.


Focus on the behavior.


Your goal is to hold an effective meeting — not teach lessons. If you attempt to punish people, through admonitions, ridicule, or threats, you will make enemies. In the short term, that can ruin the effectiveness of your meeting, and in the long term it can ruin your career. So, when unproductive behavior appears in your meeting, talk about the behavior. For example, if a side conversation starts, you could say, “We seem to have more than one meeting going on now, and that’s preventing us from working on the budget.”

Apply diplomatic courage.

Leaders project strength and confidence; losers project negativity and fear. Detach from the behavior that seems bothersome, realizing it is simply something that the other person is doing. Assume that there is no personal intent to hurt you. Just talk about what is happening and ask for what you want to happen as shown in the above paragraph.

Show what you expect.

Be a model of effective meeting behavior. If it is your meeting, or if you hold a leadership role in your organization, realize that others regard you as the standard for their actions. If you arrive on time for meetings, others will interpret this to mean that they should come to your meetings on time. If you make positive, appropriate contributions in meetings, others will infer that this is what you expect from them.

Apply these strategies to make your meetings effective.

This is the first of a seven part article on Managing Monsters in Meetings.

Monsters in Meetings - Part 2, Multiple Conversations

A simple side conversation can eat holes in a meeting. Here’s how to stop them and bring your meeting back on track. (This is the second of a seven part article on Managing Monsters in Meetings.)

Side conversations ruin meetings by destroying focus and fragmenting participation.

Here’s how to bring your meeting back on track when a side conversation starts.

Approach 1: Ask for cooperation

Start by asking everyone to cooperate. Look at the middle of the group (instead of at the people talking) and say:

“Excuse me (pause to gain everyone’s attention). I know all of your ideas are important. So, please let’s have one speaker at a time.”


“Excuse me. I’m having difficulty hearing what [contributing participant] is saying.”

“There seems to be a great deal of interest for this issue. Could we have just one speaker at a time?”

These statements diplomatically acknowledge that a side conversation is occurring without naming the participants or putting them on the spot. Hostile statements, such as: “Hey you! Stop that!” will create hard feelings that undermine your effectiveness as a leader.

Approach 2: Change the process

If side conversations continue, change the rules to make cooperation more convenient. For example, you could use a speaking prop.

A speaking prop is an object that entitles the holder to speak. When the person finishes speaking, the prop is passed on to the next person who wants to speak. Possible props include a gavel, paper cup, or toy. If you are working on a controversial issue, select a soft object, such as a teddy bear or foam ball. It reduces stress and potential injury (if thrown).

Introduce the new process by saying:

“We seem to have a lot of enthusiasm for this issue. So, let’s decide that only the person holding the gavel (cup, teddy bear, foam ball) may speak. Is that okay?”

Notice this statement begins with a complimentary acknowledgment of the situation (multiple conversations) followed by a suggestion and ends with a request for cooperation.

Use these techniques to regain control of your meeting.

This is the second of a seven part article on Monsters in Meetings.

Monsters in Meetings - Part 3, Drifting From the Topic

Summary:

You’ve done everything necessary to hold an effective meeting. But someone says something that seems completely unrelated to the goal for the meeting. Here’s how to respond.

We welcome new ideas, sort of.

True, new ideas lead to creative solutions. But, they can be a challenge when they interrupt or distract the work on an issue.

Here’s how to bring your meeting back on track when some offers an amazing (seemingly unrelated) idea.


Approach 1: Question the relationship to topic When new ideas seem inappropriate, say:

“That’s an interesting point (or question). And how does it relate to our topic?”

“Excuse me. We started talking about our budget and now we seem to be discussing payroll administration. Is this what we want to work on?”

“We seem to be working on a new issue. I’m sure this is important, and I wonder what you want to work on with the time we have left?”

These statements greet the ideas with compliments and requests for clarification. This recognizes that the other person could believe the idea relates to the topic, which it may.

Approach 2: Place in the Idea Bin

Use an Idea Bin to manage unrelated ideas. And Idea Bin is a blank chart page posted on the wall with the title: Idea Bin. Some groups call it an Issue Bin or Parking Lot. The scribe writes new ideas on this chart page or the participants write their ideas on Post-it(™) Notes that they place on the page.

Direct new ideas to the Idea Bin by saying:

“That’s a great idea. Could you put it in the Idea Bin?”

When you plan the agenda, leave time at the end of the meeting to check the Idea Bin. You will find that many of the new ideas were resolved during the meeting.

I prefer to avoid working on new issues without learning about them and planning an approach. There is always more to know about a new issue. And sometimes they can be resolved without a meeting, or if a meeting is warranted, it may be a meeting with different people than the ones in the current meeting.

Thus, tell the group that you will contact those who introduced the issue and plan an approach for dealing with it.

This is the third of a seven part article on Managing Monsters in Meetings.

Monsters in Meetings - Part 4, Quiet Participants

Quiet participants often have excellent ideas that can contribute to an effective meeting.

Here’s how to help them open up. (This is the fourth of a seven part article on Managing Monsters in Meetings.)


Sometimes you have people who appear to be spectators in a meeting.

There are many reasons why someone would decline to participate. For example, the person may feel reluctant to speak out, may disagree with the approach endorsed by others in the meeting, or may be tired.

And yet, your job is to put the participants to work.

In fact, an effective meeting depends upon fair and equitable participation from everyone. Here’s how to make it easier for quiet participants to contribute.

Approach 1: Encourage participation

When you notice a quiet participant, ask for contributions by looking at the person and saying: “How do you feel about that, Chris?”

“What results do you expect from this, Pat?”

“Chris, how will this affect you?”

Sometimes a quiet participant will test the environment with a tentative reply or a minor, safe point. Respond positively and with encouragement to any response that you receive. Then probe further to explore for more ideas.

Sometimes you can encourage quiet participants to contribute by making direct eye contact, pausing, and letting your expression say, “What do you think?”

Approach 2: Change the process

Use sequential participation (a round robin) to collect ideas. This provides quiet participants with opportunities to speak. Introduce this process by saying,

“We want to hear from everyone, so let’s use a round robin. Who wants to start?”

Use these techniques to involve all of the participants.

This is the fourth of a seven part article on Managing Monsters in Meetings.

Monsters in Meetings - Part 5, Dominant Participants

The strongest contributors in your meetings can also prevent others from participating. Here’s how to moderate their contributions. (This is the fifth of a seven part article on Managing Monsters in Meetings.)


Most meetings are attended by a giant.

These are the people who dominate a meeting with big ideas and big voices and big talk.

While dominant participants contribute significantly to the success of a meeting, they can also overwhelm, intimidate, and exclude others. Thus, you want to control their energy without losing their support.

Here’s what to do.

Approach 1: Ask others to contribute

Asking quiet participants to contribute indirectly moderates the more dominant participants. Say:

“Before we continue, I want to hear from the rest of the group.”

“This is great. And I wonder what else we could do.” (Look at the quiet participants when you say this.)

Approach 2: Change the process

A balanced dialogue equalizes participation and sequential participation (a round robin) prevents anyone from dominating the discussion.

Approach 3: Include them in the process

Ask dominant participants for their support during the meeting. Meet with the person privately and say:

“I need your help with something. It’s clear to me that you know a great deal about this issue and have many good ideas. I also want to hear what other people in the meeting have to say. So, I wonder if you could help me encourage others to contribute.”

You can also retain control by giving away minor tasks. For example, dominant participants make excellent helpers. They can distribute materials, run errands, serve as scribes, deliver messages, post chart papers, run demonstration units, operate projectors, change overhead transparencies, act as greeters, and (in general) perform any logistical task related to the meeting.

Approach 4: Create barriers

Simply move away from the more aggressive participants and make less eye contact. If you are unable to see them, you are unable to recognize them as the next speaker.


Use this approach with moderation and support it with complimentary requests for assistance. Ignoring someone conveys disapproval, which could change a potential ally into an adversary.

Approach 5: One point at a time

Sometimes dominant participants will control a discussion by listing many points in a single statement. They cite every challenge, condition, and consideration known, which completely clogs everyone else’s thinking. End this by asking participants to state only one point at a time, after which someone else speaks. It is very difficult to monopolize a discussion when this technique is used.

Quiet participants often hope to be ignored; dominant participants want to be noticed. A quiet person may feel overbearing after making two statements in an hour. A dominant participant may feel left out after contributing only 95% of the ideas. You will be most successful moderating dominant participants by building bridges between what they want and what you need.

Approach 6: Interrupt with “excuse me”

Use the words “excuse me” as a wedge to interrupt a long monologue. It’s important that you say “Excuse me” with polite sincerity. For example, you could say:

“Excuse me, this seems interesting and I wonder if you could tell me how it relates to our meeting.”

“Excuse me, I’m sure this is very important and since we have only five minutes left for this issue, I wonder if you could summarize your main point.”

Use these techniques to hold effective meetings by moderating contributions from the more outspoken participants.

This is the fifth of a seven part article on Monsters in Meetings.

Monsters in Meetings - Part 6, Deadlocked Discussions

You thought you had an effective meeting until one participant disagreed with everyone else. Now the meeting is deadlocked. Here’s what to do. (This is the sixth of a seven part article on Managing Monsters in Meetings.)

This one creeps up on you.

And if you let it continue, it will ruin your meeting.

At first it seems that the participants are working toward an agreement. They raise concerns.


Then they explore the concerns. It all seems normal.

But it keeps going.

In fact, it expands. And soon you have an argument where neither side will let go. Your meeting is now stuck in a deadlock.

So how do you fix it?

Approach 1: Form a subcommittee

Ask for volunteers from the opposing viewpoints to form a subcommittee to resolve the issue. This is a useful approach, because: 1) The issue may require extensive research, which is best completed outside the meeting, 2) The people who caused the deadlock will be responsible for solving it, or 3) The effort to resolve the issue will test its priority. That is, if no one wants to spend time finding a solution, then perhaps the issue (or at least the controversy) is unimportant.

Ask for a subcommittee by saying:

“There seem to be concerns about this issue. Rather than use everyone’s time in the meeting,

I want a subcommittee to resolve this and report back to us. Who wants to be on it?”

Of course, if no one volunteers, that ends the deadlock. Then you say, “It seems that we lack support for this issue. In that case I want to return to our agenda. The next item is . .. .”

What else can you do?

Approach 2: Ask for an analysis

If a minority obstructs resolution, ask them to analyze the issue and propose alternatives. You can say:

“Some of you seem to view this issue differently. Could you help us understand your position by preparing an analysis of the issue with workable alternatives?”

As with a subcommittee, this approach will either uncover essential considerations or test commitment. In either case, it moves the deadlock out of the meeting so that you can proceed.

Notice that each of these approaches begins by acknowledging the truth, which is, a deadlock exists. Then it puts people to work on resolving the deadlock.

There’s one more point.


Leaders work in a world of gray. In this case you have to allow some disorder and disagreement during the meeting as part of achieving a result. And you have to monitor the level of disorder because if it goes on for too long, you will have to intervene.

It’s like recognizing that your car is about to run out of gas. This means it’s time to buy more, rather than sitting there, holding the wheel, pretending that everything will be okay.

Use these techniques to put your meeting back on track.

This is the sixth of a seven part article on Monsters in Meetings.

Monsters in Meetings - Part 7, Personal Attacks

An effective meeting depends upon the participants treating each other with respect. Here’s how to respond if someone insults another participant. (This is the seventh of a seven part article on Managing Monsters in Meetings.)

You remember these people for the wrong reasons.

They are the monsters who hurt others with insults, ridicule, and sarcasm. They bully. They threaten. They attack.

And that ruins your meeting.

Personal attacks are unacceptable because if one person is being hurt in your meeting, everyone else feels it. As a result, the participants retreat into making safe and generally useless contributions.

So, how do you respond to attacks?

First, take a big breath. Grab your courage. And then use one of the following approaches. Approach 1: Speak to the group

Respond to a hostile remark by making a general comment. Look at the middle of the group and say:

“Just a moment. Let’s pause here to calm down. I can tell we’re upset about this. And we want to find a fair solution for everyone.” (Take slow deep breaths and relax to model calming down.)

After saying this, pause a moment to let the group respond. Often, someone else will support your request. Then continue as if everything were normal.

Avoid looking at the attacker when speaking to the group. Making eye contact acknowledges


and returns power to the attacker.

Approach 2: Explore for the cause

Sometimes people throw insults from behind an illusion of presumed distance. You can respond by calling for an explanation. In this case say:

“Pat, you seem upset with that.”

“Tony, you seem to disagree.”

“You seem to have reservations about this.”

I realize these statements may sound like naive responses to an insult. However, such understated responses improve the situation because they sound less threatening, feel easier to deliver, and preserve the other person’s self-esteem. Realize the attacker may have viewed the attack less seriously than it sounded.

These statements also transfer the focus from the target to the attacker’s feelings. And this is what you need to talk about in order to resolve the dispute.

After you speak wait for the attacker to talk about what caused the attack.

If the attacker continues with hostile remarks, interrupt with:

“Excuse me, we need to respect each other. And I wonder what makes you feel upset over this.”

“Excuse me, we heard that. Now, what makes you feel that way?”

“Excuse me, I’m interested in hearing what your concerns are.”

Approach 3: Call a break

If the first two approaches fail to end the attacks, then call a break or end the meeting. This will give you a chance to meet privately with the attacker, rewrite the agenda, rebuild communication, and (if appropriate) schedule another meeting without the attacker.

You could say,

“We seem to be at an impasse. I want to take a break so we can calm down.”

“This hostility makes it impossible to get any work done. So, I’m adjourning the meetings.

We’ll work on this later and then reconvene at another time.”


“We need to work on this outside of the meeting. So let’s adjourn.”

Note that some people use anger to intimidate others into cooperating with them. If you adjourn the meeting, you will have to meet with the attacker to resolve the conflict.

Meetings are a forum for finding solutions, making decisions, and reaching agreements.

When you apply these approaches to disruptions, you will maintain the productive environment necessary to accomplish your goals.

This is the seventh of a seven part article on Monsters in Meetings.

Management: Background Check About Background Check

Trust is something hard to come by especially if one does not know the person. To make this happen, companies and people do background checks on the individual to avoid being swindled or victimized.

An example is when people apply for a job. The company has to do a background check to see if that individual is for real or a fraud. Human resource practitioners do this by letting the applicant fill up a form.

This usually has the name of the applicant and other details such as where the person worked before. In the bottom, these people ask for 3 individuals to be used as character references that have either worked or known the individual.

Some companies do not have the budget to do this so it is left to an employment agency to do the necessary checking before forwarding the application of the person to the client company.

When calling references, questions such as how long the individual has known the person and at what capacity. If the one being called is a co-worker or the employer, questions such as what the strengths and weaknesses of the person, why did the person leave and would the company re-hire the individual if there is an opportunity.

Another way of doing a background check is going online. The person can check if the applicant has a criminal record and other important details such as the social security number that may cost a little but it will all be worth it if the person is clean.

Background checks are also done when a person applies for a loan in a bank. If this person has not done business with the bank or has only recently opened an account, this is needed to avoid being victimized by impostors or other criminal elements.

The bank will do this by asking for some information such as where the person lives, documents that may be used as collateral for the loan such as the house or the car. A check online will also determine if the person has a criminal record or not before the loan can be


processed and given to the individual.

Credit card companies do the same. Aside from filling up the form, other documents need to be presented such as one’s pay slip to know how much the person is earning. Once this has been done, the creditor can determine how much credit can be given to this customer.

Some companies who are in the same industry for example retail have an association among it’s members. Should an applicant who worked in one company decide to work in another but has a bad record, that individual will be blacklisted and will surely not get the job.

Whether an individual applies for work or needs something done, background checks are needed for the safety of the firm and the people who work for it. By implementing these procedures; a person who deserves the job fills that vacancy, a loan can be granted to the right people and the person can shop until the card has reached its limit.

Security is something needed in modern society. It separates the good from the bad and those who deserve something or not. Without it, people will fall victim to criminal elements and businesses will not flourish.

The Past Revealed: Background Checks

Employers tend to conduct background checks before hiring new people. It is a specific process that involves knowing the information about the individual’s past.

In today’s society, it is no longer difficult to access information. This is because the advent of new technology allows us to retrieve a lot of kinds of information.

Contents of the Background Check

Most background checks contain criminal and incarceration records. Criminal and incarceration records include litigation records, driving and vehicle records.

Furthermore, background checks include education verification, employment verification and credit card check. Some include detailed drug tests, licensing records and financial information.

These are just basic elements to a background check. Other things can be added to make the background check more specific.

Some even conduct interviews with the written personal references of the employees. They may be their former employers, family members or friends.

Reasons for Conducting Background Checks

There are several reasons why companies conduct background checks. First is to find out if


the person has done any criminal activity. This would essential if the position requires customer relations or handling money.

Most companies also conduct credit checks. It serves as a indicator for the persons reliability.

Not only done in companies, in the United States, there exists the Brady Bill where background checks are done for those who want to buy guns, explosives and restricted firearms.

Other reasons for background checks may involve a suspicious neighbor or perhaps when one is hiring a new nanny. It can also be as serious has going into a background of a possible new business partner.

Requirements before conducting a background check

There are many laws and guidelines that should be followed in conducting background check. Some of these laws are as follows:

o Fair Credit Reporting Act. This law ensures that when credit reporting is done, correct and updated data is used.

o Drivers Privacy Protection Act. This law regulates the release and sharing of information from DMV records. Thus, the release of driver and vehicles records are part of these laws.

o Grammy-Leach-Bliley Act. This act is also involved in employment screening. This regulates the information the employer can or cannot access. It stresses keeping the information private.

o Other state laws and guidelines. Depending on which state you are in, there are specific laws and guidelines pertaining to background checks.

Controversies Regarding Background Checks

Not all people are comfortable with background checks. Sometimes, there are tendencies that one unearths information of illegal activity. One must be aware that the information is 100 percent true. Some may perhaps be wrong or irrelevant.

An important factor when looking for sources is to what degree is your source credible.

The Deal with Background Checks

Although not everyone approves of background checks, the fact remains the same, that background checks are useful. It gives an overview of the personality and working habits of the person.


Remember to assess only the relevant information to prevent having information overload about the person. Time is always a factor. Some perceive background checks to be too time consuming. This may only occur when you get too much information about the person.

Background checks are now usually standard protocol not only to most companies but also at home when hiring household help. Thus, background checks are not only for big companies.

It is something for the average household.

Management: Poor Performance Reward And Recognition Poor Performance Reward And Recognition

The most effective tool in a manager’s toolkit for dealing with poor performance is coaching. Not screaming at them from the stands and withholding rewards but working with them down on the pitch to find out what’s causing the problem and building their fitness and stamina like the corporate athletes they should be.

The study of how we interact with one another in society is called Transactional Analysis. This research has broken down the complexities of the hundreds of interactions that we have every day into a simple model.

In principle there are three modes we can adopt in any transaction that we participate in with another human being. We can choose to be Adult which is a non-judgmental, constructive approach. We can choose to play the role of a Critical Parent which involves being highly scathing and negative or we can choose to take the role of child. There are a few variations on the child role but the simplest is the submissive, fearful role a bit like catching a rabbit in your headlights.

It goes without saying that the most progress in any transaction is going to made if both parties adopt an Adult role. Parent to Parent transactions tend to be about how good things would be without the others.

It is a common phrase used to describe everyone from a small schoolchild to old-age pensioners; he or she just has “the wrong attitude”. Unfortunately, telling someone this is never going to make a difference. It will always get the reaction “I don’t think there’s anything wrong with my attitude.” and, if there’s nothing wrong, why fix it?

To communicate your feelings better it may be worth breaking down what “Wrong Attitude” actually means in each case. This is because it acts as a sort of umbrella phrase to cover a wide range of behaviors. It is also a very aggressive criticism and can be very hurtful to hear; causing a defensive reaction.

Child to Child transactions tend to be about having fun and let’s not bother with work. Practical jokes, for example work at the child level in transactional analysis and are harmless as long as they are infrequent and risk-free.


Coaching should always be conducted on an Adult to Adult basis if a change in behavior is to be brought about. Adopting a Critical parent approach will bring out the Child in anybody and is more likely to reveal displacement behavior “It’s not my fault”, “What about the others?”

With effective coaching each individual should be encouraged to identify their weaknesses and to implement an improvement plan for their self-development. The coach can help along the way by introducing the person to good role models, by making development opportunities available and by helping to monitor progress on a regular basis.

Poor performers don’t have to stay that way. They can pretty quickly get themselves into the recognition league by concentrating on the issues that really matter and proving that they have the will to excel.

Management: Strategic Planning Strategic Checklists

I’ve been through a couple of checklists in the past few days, and it’s reaffirmed my faith in their effectiveness as a communication tool.

Now, there are at least a couple of ways we can look at checklists: in the strategic and tactical senses. You’ll probably recognize the tactical advantages of using checklists: a clear and logical, as well as economical, way to write.

But, let’s look at checklists from the strategic perspective today, and explore them as a tool for achieving our objectives.

Specifically, that means we’ll think of using them to reinforce or change the perceptions of others. For example, if you write out information about something that has to be done, a checklist sends a couple of messages. First, that you’re a well-organized person, and that your message is quite rational.

The creation of a checklist, in itself, should send a message that you’ve given more than cursory attention to the message. It implies that you’ve thought about the process you’re asking others to follow. It also implies that you’ve taken extra time to compose your message; you’ve added value by adding additional structure.

The recipient of your message, then, should have the sense that you take the message seriously, because you’ve taken extra trouble to develop it in an orderly way. And, that kind of perception, in turn should make the recipient more willing to follow your instructions.

Flaving said all that, we should step back and ask ourselves where we can use checklists effectively. As I’ve written this article, I’ve asked myself if it shouldn’t be in a checklist format. But, apparently not; at least I can’t see how it work well.

That’s because checklists work best for very linear kinds of information delivery. The


instructions for starting a computer or piece of equipment, for example. In these cases, there’s no room for nuance or fine distinctions. A switch turns on, or it turns off; we don’t discuss the way the switch looks or sounds. So, think of checklists as tools for developing lists or describing sequential actions.

This context also leads to another strategic use for checklists, which is to ensure nothing is forgotten and nothing extra goes into the instructions. Make a checklist of the steps involved in a process and you have a tool for seeing that it stays on track.

You can also use checklists for inclusion and exclusion. For example, when I travel, I print a packing checklist to make sure I pack the things I need, and perhaps just as important, don’t pack items I don’t need.

In this case, the checklist also acts a memory jogging tool. Having started on the packing list, some non-list items may be recalled. For example, if I make a note to include a magazine to read on the plane, then I might also remember to stop delivery of the newspapers while I’m away. That’s then something new to add to the next iteration of the checklist.

Strategic Importance of Business Plans in Today’s Technological Driven Marketplace

Business Plans Are More Essential than Ever

As the pace of competition has accelerated, product life cycles have shrunk.

It used to take 8 to 10 years to design and build a car.

Now it can be in less than a year and half.

Windows of opportunity open and close with blinding speed; and customers, who are constantly being wooed by the competition, are more demanding than ever.

Some people will advise you that it is impossible to plan for the future and thus business plans are irrelevant and a waste of time.

In fact, in this era the exact opposite is true. It is now more important than ever before to have a battle plan during what might, in retrospect, be viewed as “peacetime.”.

Planning and preparation are required for your financial as well as your company’s survival.

No one is saying, “The world is more uncertain for you now, so plans are no longer relevant.” The truth is that planning and that planning skills are now most important and more vital than ever. In this regard, businesses are no different from individuals.

Success in this super competitive era depends on making very clear business plans and statements. Winners develop a vision of where they intend to be going, and this blueprint will allow them the flexibility to respond appropriately when the unexpected occurs...


The basics of it all are that by not planning you limit your options and flexibility greatly . WHAT’S DIFFERENT ABOUT Business planning now?

Good business plans require different attributes. The networking revolution created by the Web for business-to-business activities and business-to-consumer products and services has offered new opportunities but has created a very different business environment.

There are essentially only three central tenets that are a part of business plans:

1. A focus on speed in all of its manifestations

2. The integration of the Web into the core of what the company does

3. A focus on how the company adds value for its customers

THE IMPORTANCE OF PLANNING FOR SPEED

Planning is the essential element in the competitive battleground, and speed is the central weapon. Like all artillery, speed is an asset when a company is able to employ it in building its own business; it is a liability when an “armed” competitor is moving like lightning to undermine that core business. And whether it’s being used for or against you, the ever-present element that must be factored into your plans.

There is a great need and reward for “Speed”. Planning for speed involves an even broader view. To be successful you should take on the widest possible focus on speed and create your businesses accordingly.

Build your plans with the following in mind:

•The speed with which you need to bring a product to market •The speed with which your competitors might introduce a competitive product •The speed required to improve existing products and bring enhancement (or future generations) of your t product to market

•The speed with which the industry, because of the Internet, could potentially be transformed When these factors are fully integrated into a business culture, they lead to a clear way of determining the intensity at which to approach the market:

1) . Faster, better, cheaper...

It’s getting repetitive, but if a product is faster, better, or cheaper on the Web, companies need to exploit it immediately

2) . Get your feet wet now so that you’ll be prepared to swim hard Very soon.

Even if your competitors aren’t there yet, start exploring what the Net can do for your business 3.)Planned evolution is vital.

If you that have the capability to rapidly evolve your products you will find it easier to stay ahead of your e competition, and developing this capability must be a goal of yours in itself.


6).you cannot waste time being concerned about Cannibalization.

Worry about “cannibalization” (creating one product to replace another) assumes that a company owns a market and has time to leave a product in the marketplace until the company is ready to replace it with something new. Smart planners realize that this is an outmoded way of thinking. The new breed of winners in most industries assume that the competition is right at their heels and any competitive advantage they have is fleeting. As a result, they worry about hurting sales of an existing product by bringing out a new one.

Be much more concerned with constantly driving to stay ahead of the competition.

Some brick-and-mortar companies have found it more difficult than others to let go of the “old way” and are sometimes less nimble than newcomers. To survive, they will need to find ways of eliminating excess baggage.

You will be “ Ahead of the the game .”

If you recognize the need for online success and can establish your operation, with an independent management style then you that can have the freedom and resources to win in a today’s environment.

You will certainly be rewarded.

THE IMPORTANCE OF ADDING VALUE

Lastly A good business plan should also answer this question: “In the evolving competitive arena, how does my product or service add value?” Focus on this issue and act on your findings and you are most likely to develop successful plans to which the customers remain loyal.

This is certainly an integral most basic concept which your Grandmother would of insisted on . Strategic Planning And Resources

Resource Planning: Before the Strategic Plan can be finally agreed and implemented, the leader(s) must ensure that there will be sufficient resources available for each activity at each stage of the plan. In reality the planning for the provision of resources must be viewed as a critical element of the plan itself. The strategic plan and the objectives within it will not be achieved if the activities needed to carry out the plan are not properly supported by appropriate resources.

Resources Forecast: A resources forecast should be carried out. All planned activities, stages, and objectives, should be analyzed for resource requirements (resources as in the list below). If the forecast identifies areas where the available or deliverable resources do not match the levels required, then this must be corrected or the plan must be altered. Once the leader(s) can be satisfied that the necessary resources will be available, the plan can be


finalized and implemented with confidence.

Prioritizing Resources: It is tempting to rank these resources, perhaps arguing that human resources, and accompanying expertise and experience should be the highest on the list, but this is not logical. Lack of, or inadequate, financial, physical, or systems resources for any one of the many activities, or at any stage of the plan, can be as damaging as not having the required human resources. It is also tempting to think of resources as only human, financial, or physical, and also as coming only from internal sources. Again, this is not appropriate, as the strategic plan needs support from other areas, internally and externally, that should also be described as resources, such as systems, policies, suppliers, external stakeholders.

Organizational Infrastructure: The shape and complexity of the organizational structure should be designed to serve the strategic direction taken. A structure that is as flexible, dynamic, and responsive a structure as possible is essential. In some business sectors, for example in many parts of the public sector, there will be constraints and barriers that will dictate a more bureaucratic and rigid structure that limits responsiveness and flexibility. Much of this may be unavoidable, but it should be continually challenged and loosened where possible. In most other sectors there is no excuse. The leaders of organizations in commercially driven sectors, and this now includes education, health, charities, and the utilities, must strive to structure their organizations so that they can respond to the fast pace and continual changes of today’s business world.

Systems, Policies, Procedures: In functional areas such as IT, Finance, HR and Personnel, Performance Appraisal and Reward, Conditions of Employment, Working Patterns, Training and Development, the systems, policies, and procedures must be operating in support of the strategic plan and the accompanying operational activities. An appropriate Quality Assurance Management System should be in place, guided by the strategic objectives, constantly monitoring the quality standards of all the systems, including its own, to ensure that they are not hindering or damaging the chances of achieving the strategic objectives.

Location: For most organizations the location is not easily changeable, and would not normally be challenged. But the leader(s) must look at the current location in terms of its strategic suitability. If the location is not supportive to the strategies, then alternatives must at least be explored. If moving to a more appropriate location is logistically and financially possible, then that relocation should take place at the earliest opportunity.

Front-line Physical Resources: For manufacturing organizations this will encompass production facilities, plant, equipment, and so on. For service sector organizations this will mean the physical resources at the point of sale and-or delivery points. The condition and capacity of physical resources in these areas must be able to meet the operational demands dictated by the strategies.

Support Functions Physical Resources: For most organizations this means activity areas such as procurement, design, research and development, administration, finance, human resources, maintenance, marketing, sales, distribution, and so on.


Managers in front-line and support areas must focus on achieving the operational objectives that have been derived from the strategic plans. The leader(s) must implement a system of regular performance appraisal and consultation to ensure that these areas are resourced appropriately and operated effectively.

Suppliers: A key resource, but because they are outside the organization, are often forgotten. The quality of supplies, be they raw materials, equipment, parts, consumables, people, or advisory services, is a critical factor in the capability of the organization. If inputs are not of the right quality then costs can rise, damage can be caused, delays can occur, and the operational performance of the organization could suffer. In turn, the achievement of the strategic objectives of the organization could be delayed or damaged.

Human Resources: The question that the leader(s) must ask is whether the quality, quantity, and distribution of the human resources within the organization, is sufficient to satisfy the needs of the chosen strategies. Existing staffing levels, degrees of expertise and experience, flexibility, distribution, predicted wastage or turnover, are all areas that need analyzing. Intangible factors, such as levels of morale, motivation, cultural attitudes, should also be evaluated. A human resources audit must be carried out and where gaps or weaknesses are identified these must be corrected, and brought up to the required levels.

Financial Resources: In simple terms, the leader(s) must be satisfied that the funding, the cash-flows, the budgets, will meet the demands of the activities. If necessary, and affordable, additional funding must be obtained, linking this resource need to external stakeholders as discussed below, such as banks, shareholders, and other investors.

Marketing and Distribution: whatever the product or service that the organization is offering, the marketing and distribution functions are as important, if not more so, than any other internal function. Without revenue, whether from customer sales, grants, government funds, or other sources, the organization must persuade the purchaser, or provider, to deliver revenue to it. This revenue will be a critical element of the financial resources needed to support the planned activity, and the continued flow of this revenue must be protected. This entails ensuring that the marketing and distribution function is itself appropriately funded.

External Stakeholders: This group of resource sources includes shareholders, investors and other funding organizations discussed in the section on Financial Resources. These need to be managed and informed appropriately. Other stakeholders could, depending on the nature of the business, include the local authorities, public services, local and-or national media, trade unions, local residents, national or international governments, national or international trade organizations, business partners, and so on. Where the support of any external stakeholder is identified as important to the success of the strategic plan, then effort and energy should be spent on building and maintaining a positive relationship with them. Maintaining positive relationships with external stakeholders is essential, as they are a vital resource in supporting the organization’s strategic direction.


Intangible Resources: These include goodwill, reputation, and brands. Individually and collectively these can be important to the success of the strategic plan. Goodwill is a value given to the reputation, the customer loyalty, the brand values, and in some cases the public image of the organization. In monetary terms it is the difference in salable value, or total value, between the tangible assets value given to the business and the actual value that a buyer would pay or an investor would calculate when deciding to invest or not. Reputation that the organization has amongst its competitors, with its customers, in the public psyche, and although difficult to calculate, is also valuable. Brands can be highly valuable, as demonstrated by some of the best known, which generate immediate positive responses throughout the world. These intangible assets are resources, with a value, which the strategic plan will have considered and made use of, or planned to protect, or develop, as part of the plan. The leader(s) must ensure that these resources, these assets, are managed effectively and support the strategic plan as intended.

Management: The effectiveness of the individuals and teams that make up the management of the organization are critical to the success of the chosen strategies. Without an effective management network supporting the planned activity and striving to achieve the strategic and operational objectives, the strategies will fail. As discussed in an earlier article, the leader(s) must put in place an effective management network, and ensure that this highly valuable resource is itself resourced appropriately.

The Operational Employees: Sadly this resource, this group of people, is often overlooked when the achievement of strategic objectives is discussed. Wrongly, it is assumed that objectives can be achieved as long as there is good management, good leadership, and appropriate financial and physical resources in place. Not true. Unless the workforce is appropriately skilled, experienced, qualified, continuously developed, and committed to support the achievement of the strategic plans, then the plans will fail. It is critical that the operational employees, in all functional areas, are involved, informed, and persuaded to support the strategic plan. The role of the leader(s) here is to ensure that the management team makes this happen.

Leadership: The final resource that we look at is the leadership of the organization. The role of the leader(s) is to lead the organization into the future, in a direction and a condition that will ensure that the organization is successful. Whichever direction is chosen and whatever the measure of success is, the leader(s) must make certain that the strategic plan is appropriately resourced at every stage and in every activity area. In addition, the leader(s) must ensure that they lead the organization in an appropriate manner, adopting an appropriate style of leadership for each stage of the journey that the strategic plan is leading the organization into.

In Summary: At the start of this article it was stated that it was not logical to prioritize, or rank, the resources needed to support the strategic plan. The range of resources is broad and diverse, and all should be treated as equally important. Each stage and each activity area must be resourced appropriately, otherwise serious damage can be done to the chances of the plans being successfully implemented. However, there is one exception to this rule, and


that is regarding Leadership. The leader(s) must ensure that the plan is resourced appropriately and then accept responsibility for being the most critical resource of all. Without the essential resource of effective leadership, regardless of how well other resources are provided and applied, the plans will fail.

Strategic Planning In The Business World

Strategic planning is a method of planning events in a strategic manner in order to accomplish the goal at hand. This type of planning works by looking at the whole picture and you then figure out how you are to get from one place to another. Probably the most important example of strategic planning is that which is done in the military. In this example, we could say that the strategy is to overtake an area while the tactical planning is how you will fight each battle. The strategy is the plan to get through the whole picture.

Now, take this to the leaf of business strategic planning. Strategic planning can work in a number of ways in a business environment. For example, you may want to make a plan to get the business from one level to the next. Depending on what that is, you can make a plan that the business will follow to achieve the end results. Here are some ways in which this type of planning can be put into place.

•    Financial aspects such as profit, loss, increasing sales or lowering costs.

•    In human resources, you can devise a strategic plan to recruit new hires, to promote individuals, to staff a location quickly.

•    Also, you can use strategic planning in your business marketing plans. How you will market, where you will market, and how much you will spend in those areas are all determined through the strategic planning.

Like any other things in business, though, you also have to have back ups when it comes to your strategic plan not working. This will help you to find the right choices each time. Because you will have something in place to handle things when they go bad, you will feel more confident about your plans. Strategic planning is something that any company or business can use quite effectively.

Strategic Planning Steps For Optimum Business Management Strategic Planning Steps Overview

The Strategic Planning Steps philosophy/business system is an organizational tool that is used by groups and corporations globally to refine their goals and maximize their resources. Drawing from the concepts of strategic military planning, the Strategic Planning process is one way in which businesses strive to attain a competitive edge. Strategic planning involves defining goals, creating an adaptable business plan and measuring core competencies of staff to increase productivity and results. The understanding and implementation of Strategic


Planning Steps can significantly affect a company’s ability to maximize revenue and growth. The steps have been used effectively in many fields of business, education and government to formulate productive business systems and resource management solutions.

Strategic Planning Steps Defined

While there are several different approaches to implementing Strategic Planning Steps , most models use the following definitions:

*    Mission definition : The mission definition stage of Strategic Planning encourages an organization to develop a brief description of purpose to Inform potential stockholders, employees and customers what they can expect from the company. From the mission definition, a mission statement can be developed that serves as a company’s calling card and core focus description.

*    Vision/Trend Analysis : The next facet of Strategic Planning Steps directs a company to analyze current market trends and make committed decisions about where the business is heading. Defining long term goals and visualizing the future of the organization can help to focus current activities and important financial decisions.

*    Strategic Objectives : Once long term goals have been set, the strategic objectives phase consists of formulating actual business plans to achieve the visualized goals. One acronym used frequently in this stage of Strategic Planning Steps is SMART. SMART stands for the type of objectives to be developed to fully realize the company’s long term goals. These objectives include:

o S - Specific objectives

o M - Measurable objectives

o A - Achievable objectives

o R - Resource-based, realistic objectives

o T - Time-frame assessed objectives

*    Critical Success Factors : Important milestones and achievements key to goal realization should be identified at the critical success factor stage of Strategic Planning. Singling out these factors provides an easy means for measuring the ongoing success of the business plan.

*    Actions to be Implemented : After critical success factors have been identified, the next phase involves the development of action plans need to realize success. Specific tasks and organizations management strategies are designed to effectively implement the business plan. Task management is often defined by the core competencies required for each position


in the company.


* Performance Analysis and Progress Measurement: The last of the most common steps is comprised of formulating methods by which to measure the organization’s progress. Comprehensive performance analysis tools and measurement criteria are developed to effectively monitor the success of the current system. These tools can be used to report both internally and externally on the progress and growth of the company.


Strategy As Invention

Rather than view strategy as a selection of options, here is another approach: creation or invention.

Strategic planning is not strategy

Strategic Planning, often synonymous with Annual Planning, details how you are going to get where you have decided to go. It is a description of how you will achieve your goals — those milestones you established in structuring your business plan. Strategic Planning is operational in nature, it examines the particular actions you intend to take over the coming period. Strategic Planning can be critical — and after you have a Strategy, it is often a good idea to develop a Strategic Plan.

But Strategic Planning is not Strategy. Strategy is the “what” you and your organization are going to be, and the broad approach to how you are going to do that. For instance, your company will become the number one vendor of internet-hosted medical records applications, achieved through freeware distribution to HMOs and clinics, paid for with a back-end, per-patient royalty. Strategic Planning looks at the details of how you will get there — which associations you will joint-venture with, how many sales people you will add this year, what type of advertising you will use, whether to pay for page-views or click-throughs, etc. The strategic plan will itemize the specific actions you will take in a given time frame, and the specific results those actions will produce.

But imagine filling your new car with gas, turning the ignition key, putting the car in gear, getting on the freeway, and putting the pedal-to-the-metal. Full speed ahead. Imagine that for a moment. Wait a minute — where are you going? Many organizations jump headlong into the strategic planning process, without becoming clear about where they are going. Sure they have a direction - North, perhaps; into the Internet Applications space, perhaps. If you execute the plan, your company will surely wind up somewhere. But is it where you wanted to go? Strategy defines the destination, and whether you will take a scenic way or a fast way, and if you want rest stops. Strategic planning identifies the specific highways and the specific streets.

Flave you bothered to think about where you want to go recently? Most entrepreneurs, most companies, started with an idea of what they were trying to create. But that may have been a


long time ago. Perhaps it’s time to consider this question again.

Strategy is not a set of options

Imagine you are in your car again. This time, it’s Sunday, and you and the family are going for a drive. Where are you headed? “We’ll let’s see”, you say to yourself, “How much gas do we have, and which roads have the least traffic?” Many companies think strategy is about evaluating a set of options, often in terms of available resources, or a competitive response. They say things like — “We have only 12 development resources available to us, which means we can bring two key program feature sets to market, and XYZ Co. has just announced compatibility with our databases. What are we going to do?”

Strategy is not incrementalism or inertia

Or they consider strategy in terms of increments. Last year you increased profits by 20%; does that mean this year you should shoot for increasing profits by 20%. Or 25%? Or, since you added three new modules last year, and reduced customer response time by 33%, should you plan to do the same, or something a bit better, this year?

These would be worthy goals, and this approach is valid. But accomplishing these kinds of targets will not fundamentally alter your company’s relationship to the marketplace. Nothing will really be changed — not you, not your people, not your company — and not the world.

It’s been said that insanity is doing the same thing over and over again, and expecting different results. When you do the same things, only better, only harder, only more, only smarter, what you’ll get is more of what you’ve already got. That’s fine, as long as you’ve determined that more of what you’ve got is appropriate for this stage of your company’s life cycle.

Strategy is an invention

Strategy is something you make up. Your strategy is a statement of what you will do as a company to realize your corporate vision: what specifically will you accomplish, what meaning will your company have, and how will you create value and profits. Don’t ignore your past results. Just don’t allow your strategy to be constrained by them. Don’t ignore the marketplace. Just don’t fall into the trap of letting your competitors’ actions define what yours will be. And certainly don’t ignore your customers —just don’t think that your customers’ wants and desires are the only measure of what you should seek to accomplish. These references — past results, markets, competitors, customers - must be taken into account.

And then, what it boils down to is this: your strategy is the direction your company will take, because you said so.

An invented strategy inspires you. Because it fulfills your vision for your company, and because you see how the realization of your strategy makes an important difference in the


world, it inspires your team, your customers, your prospects. An invented strategy energizes all your constituents, where incrementalism just seems like more work. An invented strategy can propel your enterprise to greatness. An invented strategy can call forth achievements beyond what you currently consider possible. Breakthroughs and blockbusters are never founded on incremental improvement. Like Athena, they spring from the heads of their inventors. And invented strategies can change your company’s relationship to the marketplace and to the world.

Inventing strategy

The route to creating strategy is simple — asking the right questions.

What direction can the company take *now* to realize your vision? What value proposition will you offer customers? What meaningful difference will you make in your marketplace? What meaningful difference will you make in your world? How do you want to affect the lives of your people, your customers, your clients? Your family? Management: Your Place In The Corp

Your Place In The Corporate Life Cycle

When an organization comes into being it usually does so as a result of someone’s BRAINCHILD. If the idea doesn’t take off, then in a sense, the brainchild is stillborn and the business never gets off the ground.

Where does your organization sit in the Corporate Life Cycle and what should you expect next? Are you balancing entrepreneurialism with management disciplines effectively?

There are generally accepted to be ten stages in an organization’s life cycle:

When an organization comes into being it usually does so as a result of someone’s BRAINCHILD. If the idea doesn’t take off, then in a sense, the brainchild is stillborn and the business never gets off the ground. BIRTH of the idea however is usually the next step.

Stage three of the life cycle is INFANT. Once an organization comes into being its immediate need is to survive. Keeping it alive is the main requirement as it begins to get stronger and grow its physical attributes. The main threat at this stage is a shortage of funds to sustain its early growth. If the organization doesn’t succeed at this stage it becomes an infant mortality.

As an organization survives infancy it begins to see success. Classically customer numbers increase, sales volumes grow and so do costs. The organization begins to take on a personality of its own and with increasing self-confidence takes on bigger and bigger challenges. Sometimes with too much bravado it makes a big mistake and without the financial resources to withstand it, it fails. Stage four of the life cycle is therefore TODDLER.

As a result of stage four, organizations normally realize that there are dangers which they need to avoid but that essentially they are growing and succeeding. Reproducing their


success, growing and reinvesting in the business are the hall-marks of stage five of the life cycle-ADOLESCENT

Stages one to five of the life cycle, while fraught with obstacles and danger, are exciting years in an organization’s growth. There is a common goal to succeed, enormous speed of response, mutual support, risk-taking, the celebration of success, informality and a sense of shared experience and learning together which bond the organization’s people.

In an effort to maintain the winning formula and to avoid formality there is usually a reluctance to accept the need for self-imposed controls. The checks, disciplines, systems and structures that are now needed to protect the organization from over-trading are often overlooked. In order to continue to be successful, however, the organization now needs these as the size of its business and inherent risks require those running it to have more information to make decisions and judgments. The organization simply needs more management disciplines but it has been unused to them.

The move from stage five (ADOLESCENT) to the next stage PRIME, is the trickiest in an organization’s life cycle. Entrepreneurialism must be kept and management disciplines adopted. There is normally a clash of values, differences of opinion, and a fierce exchange of views as those who originally built the business come into conflict with newly acquired managers. It’s as though the organization is going through civil war! To successfully achieve the right balances required at PRIME there needs to be an acceptance of the need to grow and enable others to take on real responsibilities with an appropriate degree of freedom. This can be a painful and painstaking process to go through. Some don’t believe in it, or don’t want it and so people leave. This is quite normal. Others then come in and take up the challenge to make the necessary changes.

Having arrived at PRIME it is vital to keep the organization there. At this stage the organization needs to keep REINVENTING itself. To slip back is very dangerous and to go over the top into more management control is even more dangerous. If the latter occurs it isn’t long before BUREAUCRACY and an internal focus take over. Arrogance leads to a loss of customers, sales fall, profit margins decrease and the best staff begin to leave. The organization is in EARLY DECLINE.

Without a bold new vision, a change strategy and robust leadership the organization progresses into TERMINAL ILLNESS at which point heavy weight management consultants are hired and their bill finishes off the organization!

The message is clear - organizations must balance entrepreneurialism with a sound infrastructure and management disciplines to succeed. They will only succeed long term if they keep reinventing themselves.

Management: Don’t Hire This Truck Driver Trucking Safety “D” is for Don’t Hire This Driver


Trucking companies that use behavioral assessments to screen driver applicants have cut their accident rates and costs substantially, sometimes by half or more. Research and experience prove this to be true.

A study conducted by Behavioral-Values Research Associates in 1993 showed that behavioral style is a better determiner of safe driving practices than how much safety training a driver has had.

A behavioral assessment measures normal behavior in two areas: D (Dominant) and C (Cautious, Compliant to Standards).

The D factor determines how drivers tend to handle problems and challenges, the I factor looks at their interactions and influence with others, the S at how they respond to the pace of the environment, and the C at how they respond to rules and regulations set by others.

A DISC behavioral assessment shows how the applicant ranks in each of the four factors from 0% to 100%. Fifty percent is the mid-line; above this the person is said to be high in the factor, below 50% - low. The higher or lower the ranking, the more intense the behavior will be. In this article, we’ll look at the highs and lows of the D factor.

Research shows the safest drivers are low in the D factor. Here’s the reason why.

Drivers who score highest in the Dominant factor have a Core D style. They are bold, daring, results oriented, argumentative, and quick to challenge. They tend to be impatient. A slow-moving vehicle may cause them to take risks that can cause an accident.

This actually happened to one of my cousins. She was driving on an Interstate highway, passing a car in the left lane. A big truck came up behind her, so close it unnerved her. She sped up to pass the car and said the trucker got off on the road shoulder to pass her before she was able to safely pull in front of the car she was passing.

A Low D driver wouldn’t do this. A person low in the D factor tends to be cautious, agreeable, cooperative, humble, and mild mannered.

The Core D driver’s motto is “My way or the highway,” or even “My way on the highway.” This driver’s attitude is “Get outta my way, I’m king of the road.” The low D driver believes “We can all share the highway and get there safely.”

In a nutshell, the lower the D factor, the safer the driver.

People with Core D behavioral styles make excellent CEO s, entrepreneurs, and drill sergeants.

They don’t belong behind the wheel of your trucks.


Trucking Safety: “C” Is for the Cautious Driver

If you’re looking for drivers who are least likely to cause accidents, those with a Core C behavioral style are the ones you want to hire and retain. Caution is not only their middle name; it’s their first name.

Safety research shows drivers’ natural behaviors and attitudes are a greater predictor of their chances of causing accidents than their level of safety training. (Source: Behavioral-Values Research Associates, 1993) It makes sense. If a person’s main concern is safety, he or she will behave in a much more careful manner behind the wheel than someone whose first concern is, say, being in charge or interacting with other people.

Understanding behavioral patterns and values will tell you which drivers to hire if safety is your top concern. A behavioral assessment measures normal behavior in four areas: D (Dominant), I (Influencing), S (Steadiness), and C (Cautious, Compliant to Standards).

The D factor determines how drivers tend to handle problems and challenges, the I factor looks at their interactions and influence with others, the S at how they respond to the pace of the environment, and the C at how they respond to rules and regulations set by company and federal regulations.

A DISC behavioral assessment shows how the applicant ranks in each of the four factors from 0% to 100%. Fifty percent is the mid line; above this the person is said to be high in the factor, below 50% - low. The higher or lower the ranking, the more intense the behavior will be. In this article, we’ll look at the highs and lows of the C factor.

Research shows the safest drivers are high in the C factor. Here’s the reason why.

Drivers who score highest in the Cautious/Compliant behavioral factor are careful, cautious, detail oriented, and accurate. They follow rules to the letter. They are low risk takers and dislike making mistakes. In fact, the fear of making mistakes is one of their biggest stress factors.

Drivers low in the C factor are the opposite. They are high risk takers and tend to be careless, especially with details; they are likely to break rules and ask forgiveness, whereas High C drivers ask permission before acting or making decisions. Low C drivers can be arbitrary and hard to manage.

Your ideal driver has this behavioral profile: High in the S (Steadiness) and C (Cautious) factors, and low in the D (Dominant) and I (Influencing) styles. To see a sample of the ideal driver’s profile, click here. (If that doesn’t work, contact us and we’ll email you a sample report.)

Research and experience prove trucking companies that use behavioral assessments to per-screen driver applicants and hire only those who fit the safe driver profile have reduced


accidents, costs, workers’ comp claims, and turnover.

Most importantly, they have saved lives.

Management: Qualifications

Want A Management Career? - Get Qualifications

If you want to enter the world of management you need paper qualifications. No company is going to employ a manager who needs to learn on the job, without at least a first level degree.

A management degree equips an individual to play a significant management role in a company successfully. A bachelor degree in management is the minimum entry-level qualification. You would then be expected to take higher degrees in your own time, though your employer may contribute towards the cost.

Managers only make rapid progression up the career ladder if they change companies. You must make your mark and move on, gaining in experience with each move.

You need to be working towards an MBA.

An MBA has come to be accepted as the desired qualification for senior managers. MBA stands for Master in Business Administration. An MBA is a Master’s degree and, as such, should be considered only after a bachelor’s degree in a business related subject.

You can now take MBA qualifications at most of the major universities, but some have more prestige attached to them, because the course is seen as more rigorous. You can also take an MBA through an on-line course at an accredited university. You can also buy them for a few hundred dollars on the Internet.

Companies seeking to appoint managers are going to have considerable knowledge in the area of relative MBA worth and anyone applying for a senior position with an MBA from an institution known to sell them online won’t even get a reply to their application.

Management degrees have many options, allowing the student to specialize in the different areas of management. Common options include; Personnel Management, Accounting and Negotiating, but there are many others.

A management degree, especially an MBA is always going to be a very valuable qualification in today’s workplace, where companies are always on the lookout for good managers.

Management: EPC Terminology

The terminology is based on/derived from industrial standards and codes, used in Engineering, Procurement & Construction business environments.


The following institutional abbreviations are used in this section:


API = American Petroleum Institute

ANSI = American National Standards Institute

ASME = American Society of Mechanical Engineers

ASTM = American Society for Testing and Materials

AWS = American Welding Society

BS = British Standards

IAEA = International Atomic Energy Agency

ISO = International Organization for Standardization

NS = Norsk Standard


Where a definition is an exact duplication of the definition contained in the standard or code, a parenthetical reference to the code or standard is appended to the definition.

Where a definition is an equivalent in concept to the definition contained in the standard or code, but is not an exact duplication of the wording, the parenthetical reference includes an asterisk (*).

The order of precedence used in selecting the definitions contained herein was as follows:

ISO 8402/6215 ANSI-N45.2 ASME BS-4778

Acceptable Quality Level (AQL) = The AQL is the maximum percent defective (or the maximum number of defects per hundred units) that, for purposes of sampling inspection, can be considered satisfactory as a process average (ASQC std A2-1971 or ANSI std Z1.6-1971).

Acceptance = An act of acknowledging that an activity or item has been reviewed per established requirements without noting any non-approved nonconformances. Acceptance does not imply assumption of responsibilities, endorsing or adding positive authorization.

Acceptance Criteria = A limit is placed on the variation permitted in the characteristics of an item expressed in definitive engineering terms such as dimensional tolerances, chemical composition limits, density and size of defect, temperature ranges, time limits, operating parameters and other similar characteristics.

Accuracy

(distinguished from: Precision) = The degree of conformity of a measured or calculated value to some recognized standard or specified value. This concept involves the systematic error of an operation, which is seldom negligible (ASTM-E380).


Adverse Condition = A condition not conforming to procedures, codes, standards and/or other documents applicable for a project.

Alloy = Any material whose P number is three or higher as defined in ASME, Section IX.

Alloy Verification = Verification of the presence (qualitative) and if required quantities of specified elements in alloy materials or consumables used in construction of an item using an accepted analyzing method.

Approval = Statement that the product, document or service is in accordance with specified requirements.

Approved Vendor List = A procurement document prepared by Procurement Department, reviewed by Engineering and approved by the Project Manager. This list is the sole basis on which bids are invited.

As-Built Data = Documented data that describes the condition actually achieved in a product (ANSI N45.2).

Audit = A documented activity performed in accordance with written procedures or check lists to verify, by examination and evaluation of objective evidence, that applicable elements of the quality assurance program have been developed, documented, and effectively implemented in accordance with specified requirements. An audit does not include surveillance or inspection for the purpose of process control or product acceptance (ISO 6215, BS 5882 and ANSI N45.2*) .

Note:

The examination and evaluation can cover quality in general, product quality, process quality, as well as quality assurance system itself.

Auditee = The individual, organization or part of an organization being audited.

Auditor = An auditor is any individual who performs any portion of an audit (including lead auditors), who is qualified to perform the audit, who is not necessarily a member of the QA Department (such as technical specialists, and others such as management representatives and auditors in training) and who shall not be directly responsible for the activities being audited.

Audit Team = One or more auditors, including a Lead Auditor, who are authorized to perform an audit (IAEA-50-SG-QA10).

Authority = Any recognized body that has legal jurisdiction over the design, fabrication, inspection, installation or operation of a facility. The legal jurisdiction may result from either governmental acts or control requirements.


Authorized = Vested by a person or agency having the power or right to take a decision with said power or right on behalf of Governments, insurance companies with reference to written, legally accepted documents (such as codes, specifications etc.) or whose opinion is accepted or is recognized to be expert on this subject.

Authorized Inspection = Inspection by an authorized inspector to confirm compliance with a legal code.

Authorized Inspection Agency = An agency authorized to provide inspection services that confirm compliance with a code. The requirements for this inspection is part of the code as well as the requirements for authorizing the agency.

Authorized Inspector = An inspector authorized to confirm compliance with a legal code. The authorized inspector must be employed by an authorized inspection agency and qualified as required by the legal code.

Calibration = The comparison of two measuring tools or instruments, of which one is a standard with known accuracy and traceable to a higher national or international standard, in order to discover, record and eliminate possible inaccuracy of the measuring tools or instruments which are compared with the standard (NS 5801).

Calibration Certificate = A document that verifies the accuracy of the instrument or equipment used in testing in accordance with a known standard.

Certificate of Compliance = A written statement, signed by a qualified party, attesting that the items or services are in accordance with specified requirements and accompanied by additional information to substantiate the statement (ANSI N45.2).

Certificate of Conformance = A written statement, signed by a qualified party, certifying that items or services comply with specific requirements (ANSI N45.2).

Certification = A written attestation that the applicable specified requirements were met, stating the means of verification (e.g. review, inspection, test, witness), which is signed or stamped and dated by the certifying party. Certifications must identify the purchase order and item(s) covered.

Certified

(e.g. for purchase or = The status of a document for which

for construction)qualified engineers formally attest by signature, that the document fulfills the requirements needed for detailed design, purchase or construction.

Certified Mill Test Report (CMTR) = A document generated by a vendor specifying the requirements as noted in the Purchase Order documentation or codes and it shall include chemical analysis or mechanical, electrical or dimensional properties. CMTR’s are not


acceptable unless conveying the results of testing by an approved independent testing authority. (See also: Verified Certified Mill Test Report).

Certified Test Report = A written and signed document, approved by a qualified party, that contains sufficient data and information to verify the actual properties of items and the actual results of all required tests (ANSI N45.2).

Characteristic = A characteristic is an inherent and measurable property of an item. Such a property may be electrical, mechanical, thermal, hydraulic, electromagnetic, or nuclear and can be expressed as a value for stated or recognized conditions. A characteristic may also be a set of related values of a property, usually shown in graphical form.

Check = Verification of conformance to a specified requirement by review or inspection. The checks’ intensity, varying from complete to random sampling, depends on the specified requirements. These requirements will be specified in advance.

Checking (Design) = Is the detailed technical examination of a document to make certain that it is accurate and to ensure that all the technical design inputs, design bases and other design criteria have been correctly incorporated (IAEA-50-SG-QA6).

Chemical Analysis (CA) = A product, check or verification analysis of the semi-finished or finished product, usually for the purpose of determining conformance to the specification requirements (ASTM-A751).

Client = The organization to which the engineering organization has contracted its services to engineer (design and analyze) designated items or systems contract services may also include procurement and construction of the designated items or systems

Code = A standard which is recommended or imposed by a regulatory body (ISO 6215, BS 5882).

Note:

This definition includes “rules” and regulations”.

Commissioning = The initial testing and start-up process by which a plant is put into operation (ISO 6215*, BS 5882).

Competent Person = A competent person is one who would be recognized as competent by those normally engaged in or responsible for similar activities. If the task is one usually entrusted to persons holding qualifications bestowed by, or recognized by, a professional body, he is expected to possess such qualifications, and where experience is normally required in addition to qualifications, he is expected to have had such experience. Similar principles are applicable where the individual can be expected to be skilled in a particular trade or other activity.

Conformity = The fulfillment of a specified


(see also: Nonconformance)requirement by a quality characteristic of an item or service, the assessment of which does not depend essentially on the passage of time (BS 4778).

Construction Phase = A period which commences with receipt of items at the construction site and ends when the components and systems are ready for turnover to operations personnel (ANSI N45.2).

Contract = A document which governs the relationship between client and contractor. Within Badger the following types of contracts are used:

?Cost Plus Open Ended ?Cost Plus Not to Exceed ?Cost Plus Guaranteed Maximum ?Cost Plus Fixed Fee ?Cost Plus Incentive Fee ?Firm Fixed Price

?Fixed Price with Reimbursable Expenses

?Time and Materials

?Time and Materials Open Ended

Contract Documents = All documents incorporated in the contract or subcontract package and/or referred to therein, which forms the whole of the contract or subcontract between Badger and its Contractor.

Contractor = Any organization or individual under contract supplying items or services to the client. It may include the terms Supplier, Subcontractor, Fabricator and subtier levels of these where appropriate (ANSI N45.2).

Corrective Action = Those planned actions taken to ensure that conditions adverse to the achievement of quality requirements are identified and corrected, such as item and equipment malfunctions, deficiencies, deviations, and nonconformances. For significant conditions adverse to quality requirements, the program shall provide that the cause of such conditions be determined and corrective actions taken to prevent repetition (ISO 6215).

Cost Plus Open Ended (CPOE) = Cost-plus-open-ended contracts provide for payment of allowable costs plus negotiated burden rates on labor and/or costs, without any funding limitation on expenditures.

Cost Plus Not to Exceed (CPNTE) = Cost-plus-not-to-exceed contracts provide for payment of allowable costs plus negotiated burden rates on labor and/or costs, subject to a limitation on the cumulative expenditures. Contractually, the company is not obliged to incur costs and the customer is not obligated to reimburse the company beyond the estimated funding limit.

Cost Plus Guaranteed Maximum (CPGM) = Cost Plus Guaranteed Maximum price contracts provide for payment of allowable costs plus negotiated burden rates on labor and/or costs up


to a ceiling price. The Guaranteed Maximum price differs from a not-to-exceed contract in that completion of the contract is required regardless of cost. Sharing agreements may or may not be part of the contract.

Cost Plus Fixed Fee (CPFF) = Cost-plus-fixed-fee contracts provide for payment of allowable costs plus negotiated burden rates on labor plus a negotiated lump sum fee.

Cost Plus Incentive Fee (CPIF) = Cost-plus-incentive-fee contracts provide for payment of allowable costs plus negotiated burden rates on labor and/or costs plus incentive fee amount based upon specific evaluation criteria.

Critical Defect = Defect that judgment and experience indicate is likely to result in hazardous or unsafe conditions for individuals using, maintaining or depending upon the product; or an defect that judgment and experience indicate is likely to prevent performance of the essential functions of a major end item, such as a ship, aircraft, computer, medical equipment or telecommunications satellite (NS 5800, ISO 2859).

Decommissioning = The permanent retirement from service of a plant and the work which follows in bringing it to a definitive condition (BS 5882*).

Defect = The non-fulfillment of intended usage requirements (ISO 8402).

Defective Material = A material or component which has one or more characteristics that do not comply with specified requirements (ANSI N45.2).

Note:

“Defective Material” to be read preferably as “Nonconforming Material”.

Design = The technical and management processes which lead to and include the issuance of design documents such as drawings, specifications and other documents defining technical requirements of structures, systems and equipment.

Design Analyses = All process which use design inputs and which result in the generation of information necessary for preparation of design output documents such as drawings, specifications and procedures. Design analyses include calculations (IAEA-50-SG-QA6).

Design Book = Provides the design basis of a plant or unit without mechanical details but inclusive of operating aspects.

Design Changes = Any revision or alteration of the technical requirements defined in, approved and issued, design documents.

Design Criteria = The basic data contained in the design documents to which an item shall be designed. These data can be requirements of the Client, Badger, authorities, vendors, etc.

Design Documents = Drawings, specifications, data sheets, calculations, records, reports,


codes, standards and other documents that will be used in design and/or procurement, manufacture, fabrication, erection/installation, testing, and examination.

Design Input = Those criteria, bases or other design requirements upon which the detailed final design is based.

Design Interface = The boundary between the design related responsibilities and activities of one organization, group, or individual and another organization, group or individual. It includes both the external design interface which is the boundary between different organizations, and the internal design interface, which is the boundary between design units of the same organization, (IAEA-50-SG-QA6).

Design Output = Documents such as drawings, specifications and other documents defining technical requirements of materials, parts, components, equipment, structures and systems.

Design Review = A formal, documented, comprehensive and systematic examination of a design to evaluate the design requirements and the capability of the design to meet these requirements and to identify problems and propose solutions (ISO 8402).

Design Specification = A document provided by the Client or Badger, detailing requirements as to the intended operating conditions in such detail as to constitute an adequate basis for selecting materials and designing, fabricating and inspecting the product(s) as required to comply with the applicable Code requirements.

Design Verification = The process of checking, confirming or substantiating the design to provide assurance that specified requirements have been met. Acceptable methods include design reviews, alternate calculations and testing.

Destructive Testing = Verification of material or component properties by a test which destroys the test piece. Common destructive tests are tensile testing, impact testing, bend testing, compression testing, and proof testing.

Deviation = A nonconformance or departure of a characteristic from specified requirements (ANSI N45.2).

Deviation Permit = See: Production Permit.

Discrepancy = Any condition that does not conform to specified requirements including procedural, material, documentation, and construction requirements.

Note:

A discrepancy is a difference, an inconsistency (Concise Oxford).

Disposition = An action to determine how a departure from specified requirements is to be handled or settled (IAEA-50-SG-GA1).


Document = A drawing, specification, sketch, procedure, item list, or report form containing pertinent data or information.

Documentation = Any recorded or pictorial information describing, defining, specifying, reporting or certifying activities, requirements, procedures or results (ISO 6215, BS 5882 and ANSI N45.2*).

Drawings (Design) = Plans which show a design complete with sizes, sections, and relative location of all items but generally not showing details of joints and attachments.

Drawings (Shop) = Shop drawings give complete information necessary for fabrication of the item including details of joints and attachments.

Endurance (Life test) = A test in which an item is subjected to specified stress(es) over a specified long period of time or large number of operations, or both, in order to determine its durability.

Engineering Contractor = Any organization or individual under contract supply engineering services to the client.

Engineering Documents = Engineering documents are all engineering drawings and specifications which reflect Code or Users Design Specification requirements such as Material-, Welding-, NDE Specification, etc.

Engineering Flow Diagram (EFD) = This document shows all equipment connecting piping, utility piping, complete with control loops and all other instrumentation, all valves and safety measures. It is the main tool for the project engineer to convey information to the piping design office and control systems engineering group to the piping design office and control systems engineering group for the detailed piping and control systems design.

Erection Contractor = Any organization or individual under contract, supplying services for installation of items on the site to the client.

Equipment Dossier = Describes the equipment used in a plant or unit without consideration of its position or function in the plant.

Examination = An element of inspection consisting of investigation of materials, components, supplies, or services to determine conformance to those specified requirements which can be determined by such investigation. Examination is usually non-destructive and includes simple physical manipulation, gauging, and measurements (ANSI N45.2).

External Audit = An audit of those portions of an organizations quality assurance program which are performed by another organization (IAEA 50-SG-QA10).

Failure = The occurrence of a defective item while the item is under test or in service.


Final Documentation = All documents required to confirm final condition of an item and includes as-built-data, test reports, and certifications.

Final Inspection = The final inspection carried out by the contractor to verify that all specified inspection has been carried out and that the delivery satisfies all the specified requirements, including requirements as to documentation (NS 5801).

Finding = Survey originated objective evidence that a control feature of the approved quality program was not implemented with an acceptable level of reliability (API-Q1).

Firm Fixed Price (FFP) = A firm-fixed-price contract provides for a price that is not subject to any adjustment on the basis of the contractor’s cost experience in performing the contract. This contract type places full responsibility upon the contractor for all costs and resulting profit or loss.

Fixed Price with Reimbursable = A firm fixed price contract which

Expenses (FPw/RE)additionally reimburses the contractor for non-labor costs (i.e., travel and repro).

Grade = An indicator of category or rank related to features or characteristics that cover different sets of needs for products or services intended for the same functional use (ISO 8402).

Guidelines = Particular provisions which are considered good practice but which are not mandatory. The term “should” denotes a guideline; the term “shall” denotes a mandatory requirement (ANSI N45.2*).

Hold Point = Mandatory point in the manufacturing sequence of which the client’s quality control organization shall be notified and work shall not proceed until required inspections and tests have been witnessed or waived in writing.

Inquiry = A procurement document prepared by the Procurement Department which is sent to vendors shown on the Approved Vendors List requesting a proposal for the item of service described in the Material Requisition.

Inspection = Activities such as measuring, examining, testing, gauging one or more characteristics of a product or service and comparing these with specified requirements to determine conformity (ISO 8402).

Inspection Check List = An itemized instruction document that defines and prescribes the manner and sequence of performing manufacturing or construction site surveillance.

Inspection Point = Any point during manufacture and installation which comprises inspection activities as stated in the routing plan of quality control program.


Inspector = A qualified inspector employed by the owner, or installer whose duties include the verification of quality related activities or installations or both (ANSI N45.2 *).

Interconnecting Flow Diagram (IFD) = This document shows the interconnecting lines between various plant units, e.g. tank farms, etc.

Interface = Organizational Interface - A written description of the organizational relationship between the design groups of various project contractors, sub contractors and consultants. Physical Interface - The physical location identified by coordinates and elevation where divisions in engineering responsibility exists.

Internal Audit = An audit of those portions of an organization’s quality assurance program which are performed within its organizational structure (IAEA-50-SG-QA10).

Item = a.A part, equipment, sub-system or system that can be individually considered and separately examined or tested;

b. An actual or conventional object on which a set of observations may be made;

c. Defined quantity of material on which a set of observations may be made;

d. An observed value, either qualitative (attributes), or quantitative (measured) (BS 4778).

Job Instruction = Description of a certain work procedure and determined pattern of action in given situations (NS 5801).

Lead Auditor = An individual qualified to organize and direct an audit, report audit findings, and evaluate corrective action (ANSI N 45.2).

Line Designation Table = Listing of engineering flow diagram pipelines. It contains additional information including maximum temperature for thermal stress calculations, operating pressure and temperature, design pressure and temperature, testing pressure and medium, insulation code and thickness, paint code and type of heat-tracing.

Maintenance = The combinations of all technical and corresponding administrative actions intended to retain an item in, or restore it to, a state in which it can perform its required function.

Note:

The required function may be defined as a stated condition (BS 4778).

Major Defect = A major defect is one which reduces the usability of an item for its intended purpose.

Manufacturer = One who constructs any class of components, part, or appurtenance to meet prescribed design requirements (ANSI N45.2).

Manufacturing = Collective term for purchasing, production, inspection and storing.


Material = A substance or combination of substances forming components, parts, pieces, and equipment items (Intended to include such as machinery, castings, liquids, formed steel shapes, aggregates, and cement.) (ANSI N45.2).

Material Requisition = A procurement document prepared by engineering personnel which defines by specification, referenced codes and standards and specific quality requirements, that which is to be purchased.

Material Test Report = A document provided by the Material manufacturer giving the results of tests required by the basic material specification.

Material = Equipment, stores, supplies and spares that form the subject of a contract.

Note:

This generic term is often used for large scale procurement purposes and avoids the necessity of repeating items covered in this definition (See: BS 5750).

Mechanical Catalogue = Provides full mechanical details of a plant or unit such as full sets of specifications and requisitions, design drawings and all major vendor prints. Operating aspects are not covered.

Minor Defect = A minor defect is one that does not materially reduce the usability of an item for its intended purpose, or is a departure from established standards having no significant bearing on the effective use or operation of the item.

Modification = A planned change in plant design or operation and accomplished in accordance with the requirements and limitations of applicable codes, standards, specifications, licenses, and predetermined safety restrictions (ANSI N45.2).

Monitor = To watch over, observe, or examine a work operation. Results of the observations and examination may be recorded.

Non-Acceptance = A deficiency in characteristics, documentation or process implementation which renders the quality of an item indeterminate or outside that required by the specification. Examples of nonconformance include: physical defects, test failures, incorrect or inadequate documentation, or deviation from prescribed processing, inspection, or test procedures (ISO 6215 & ANSI N45.2).

Nonconformance = A deficiency in characteristics, documentation or process implementation which renders the quality of an item indeterminate or outside that required by the specification. Examples of nonconformance include: physical defects, test failures, incorrect or inadequate documentation, or deviation from prescribed processing, inspection, or test procedures (ISO 6215 & ANSI N45.2*).

Non-compliance = An observed (structural) deficiency in the Quality System, which must be


solved by:


?Taking adequate corrective action(s).

?Taking measures to prevent re-occurrence.

Non-conformity = The non-fulfillment of specified requirements (ISO 8402).

Non-Destructive Examination (NDE) = Any examination process that determines the quality of a specimen without destroying it, permitting examination of all articles and materials that are to be used. NDE includes non-destructive testing.

Non-Destructive Examination Audit = An audit of the results of NDE’s and personnel certifications, the verifications of the accuracy of NDE equipment and determination of the adequacy of interpretation of NDE results.

Non-Destructive Testing (NDT) = Specific non-destructive examination methods used to detect material discontinuities. Five methods of NDT are currently in common use: magnetic particle, liquid penetrant, eddy current, ultrasonic and radio-graphic.

Objective Evidence = Any fact or documentation containing objective information, either quantitative or qualitative, pertaining to the quality of an item or service which can be obtained by observation, visual inspection, testing, measuring of a feature or quality against applicable specifications, written limits of acceptability etc. (BS 5882*).

Observation = An observed single deficiency in the Quality System, which must be resolved by taking adequate corrective action(s).

Observe Point (or: Warning Point) = An operation, test, or examination for which the purchaser’s inspector must be notified in advance and for which he has the right to observe, but without requiring the supplier to alter their production schedule to accommodate the inspector’s schedule.

Occupational Safety & Health Act = Law 91-596 dated 29/12/70: “A very powerful ‘People Oriented Law’ which covers each and every company in the United States; requires companies to do whatever they do, wherever they do it, in a Safe and Healthful manner”.

Ongoing Improvements = An observed grouping of similar deficiencies in the Quality System to be resolved by improving adherence to requirements.

Operating Manual = Describes the operating aspects of a plant or unit without giving mechanical details.

Owner = The person, group, company, or corporation who will have or has title to the facility or installation under construction (ANSI N45.2).


Packaged Unit = An assembly of items and parts which can be disassembled without destroying the integrity of the individual parts (ANSI N45.2).

Part = An item which has work performed on it and which is attached to and becomes part of a component before completion of the component (ANSI N45.2).

Plan = A document describing or identifying specific practices and procedures relevant to particular items, processes or services (ISO 6215, BS 5882).

Plant = The equipment, piping, structures, buildings and property that comprise an installation or facility (ANSI N45.2).

Positive Material Identification = See: Alloy Verification.

(PMI)

Pre-Award Meeting = A meeting between purchaser and supplier before the award of a purchase order bringing in line the purchaser’s technical, inspection and commercial requirements with the capabilities of the supplier. The meeting is guided by a checklist and is confirmed in Minutes of Meeting.

Pre-Fabrication Meeting = A meeting with a supplier after vendor print review and prior to the start of fabrication to assure mutual understanding and agreement on technical, fabrication and coordination details and review of vendor’s inspection plan incl. indication of Badger’s hold points.

Pre-Inspection Meeting = A meeting between inspection group and supplier defining document availability, code requirements, fabrication and inspection responsibilities. The meeting is guided by a check list and is confirmed in Minutes of Meeting.

Precision = The degree of mutual agreement

(as distinguished from: Accuracy)between individual measurements, namely repeatability and reproducibility (ASTM-E380).

Pressure Temperature Profile Diagram = This document is prepared by the (PTP)Process Engineering Department with the purpose of providing project, control systems and piping engineers with the correct pressure and temperature correlations between the various piping systems, vessels, exchangers, etc. The document ensures that proper values are being used for preparation of data sheets, line tables and other documents, e.g. painting systems, insulation, etc.

Procedure = A document that specifies or describes how an activity is to be performed. It may include methods to be employed, equipment or materials to be used and sequence of operations (ANSI N45.2).

Procedure Qualification Record (PQR) = The recording on a form of the specific facts involved


in the qualifying of a WPS by the demonstration that welds made by that specific procedure can meet prescribed standards.

Process Flow Diagram (PFD) = This document shows the main process equipment, fluid flows, main control loops and critical valves. It is a tool for the process engineer(s) to convey information to project and specialist engineers to design the installation in detail. The PF[limit] Management: Fluman Resources 101

Human Resources 101

Managing an organization on its way to success has its own challenges, like dealing with economic factors that may or may not stand as obstacles. Ordinarily, one will claim that this is a Human Resource affair. However, some successful organizations have employed more workable techniques to succeed. This is the human resources of today.

The Traditional Role of Human Resources

Most people in an organization will identify the Human Resources Department to anything systematic, policy-related or administrative. Some automatically think that a Human Resources Program will proceed with psychology or endeavor to inculcate any of the three mentioned above.

This traditional method puts emphasis on leadership, cohesiveness and loyalty in an organization. It emphasized on collectivism.

There is nothing completely bad in such traditional view. However, it was criticized for focusing too much on the economic factors of an organization.

This had been confronted further by different aspects and needs. Thus, the field of human resources was also shaped as it adapted to the social or political environment.

Transitional Phase

Times are changing now. The traditional perception must be taken out of the picture. The modern trend now in Human Resources Management is to be more strategic, consultative and interactive.

Human Resources of the 21st Century

It is definitely a desirable change. However, this may not come easily to those who have gotten used to the ‘old school.’

The social climate of the organization is now addressed, rather than being limited to the economic factors. This time the behavior of the individual is given as much importance as the economic structures.


This time around, Human Resources Department pushes even more the firm into performance as each member now is driven by the attention given.

What Should One Expect in the Human Resources Department Now?

1.    The department must show that it contributes to fulfilling all the goals of the whole organization. It is not anymore limited to the department.

2.    It should provide also bases and dimensions to measure the success of the human resources initiative and the processes applied.

3.    All the members of the organization are to be treated and recognized as clients.

4.    Finally, it will not hurt to also change the perception of the people with regard to the role of the Human Resources Department.

It is undeniable. It is necessary to further educate people and provide support to this practice. What Are the Current Initiatives to Fulfill the Goal?

Human Resources Outsourcing

Normally, people approach the Human Resources Department to consult on matters to regulate relations among members. However, this consultation could also be utilized to break away from the old shell.

Providing services to the other departments of an organization will make the HR Department a more dynamic entity. It could help in determining some processes to realize the vision of a particular department.

Human Resources Education

The academe can make a big difference in changing the perception.

Improving and developing the literature and the present theories will be helpful in addressing the concerns and the needs of any organization. This is in light of the constantly changing society that concerns the human resources experts and people.

Further studies in the Human Resources can help shape and improve the theories. However, pursuing a career in the Human Resources is expected to contribute to the developments in practice and implementation.

There are initiatives also to spread the knowledge within the organization, down to the most ordinary members. The best way to empower them is to give out Human Resources software


that provides an orientation and comprehensive discussion of organizational policies.

Human Resources and the Law

There are Human Resources laws provided nowadays. This fact is beneficial to most people in the workplace. It establishes the foundations that must be present in any firm or organization. It also sets limits the extent of what human resources will cover, so as not to deprive any person of any basic right or privilege.

There are even some who now implement a Human Resources Program that allows active participation of the employees. They are made part of decision making and the HR Department is tasked to come up with methods and venues to make this endeavor feasible.

Leadership is undeniably important in any organization. It grounds the responsibility and accountability on a single source. However, for any whole to work, its parts must be recognized. That is why the developments in the field of Human Resources are very much welcomed. Human Resources Management must focus on its real strength, on its real resources, the human resources.
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Human Resources: What Drives An Organization

The field of Human Behavior Organization emphasizes the importance of human resources in any business organization. The business filed offers too much focus on manpower development for it is the lifeblood of an existing industry.

This consideration provided several honchos in trade enterprise to create spin off departments to cater on different structural framework of human resource management development. Some of the most generic or common filed are the one below:

—    Human Resources Careers

—    Human Resources Certification

—    Human Resources Consulting

—    Human Resources Law

—    Human Resources Management

—    Human Resources Outsourcing

—    Human Resources Program

—    Human Resources Software

—    Human Resources Studies

Human Resources Careers

The new millennium recognizes the importance of human resources personnel in their


contribution to supplying the best manpower supply in a thriving industry.

Organizations in the business world rely on Human Resources management teams in overseeing business functions such as hiring, training, conducting interviews, relaying of company-related business trends and issues and employees’ benefits and the like.

Individuals who work inside this type of industry are tasked to making sure that the provided workforce are adept in their respective business roles and are able to function optimally under any condition.

This type of thinking is oriented among professionals whose function are those of above. They keep the company they are working with able to stay on top despite of existing competition against companies who competes with the same product or services a certain company is caters for.

Human Resources Certification

The field of Human Resources Industry evolved into creating a body of professionals or individual industries that take care of providing reliable certification activities whose purpose is to provide, attest and authenticate suitable capabilities among professionals in this field.

Human Resources Certification board’s certifying examinations are guided and are guided by core values and principles which an individual aspiring to be part of such industry should pass in order to gain the desired testament of ability.

Human Resources Management and Human Resources Consulting

Management and consulting groups take on the function of most of the above jobs typical of an HR staff member.

They work hiring the best professionals in the field as demanded by a corporate client. They make sure that these individuals are retained and that their continued career development is ensured.

Tailoring benefit plans is also one of Human Resources Consulting firms’ structured course of function. They regularly check medical health benefit plans that is beneficial for the company without sacrificing the overall quality of health premium option features given to employees.

This department is also in charge of regular relay of company policies to each employees and making sure that satisfactory conformation is met. It is also their task to remind erring employee of regulations that are intentionally or accidentally infracted and make the necessary adjustment as well.

Human Resources Outsourcing


Outsourcing job functions, or taking internal business functions to business industries via another firms or overseas proved to be more cost effective than having a single Human Resources team handle all job at hand.

The study conducted by The Society of Human Resources Management (SHRM) provided conclusive evidence of how outsourcing human resources personnel and various HR functions could cut average company cost on HR spending and free them from other legal risk.

This type of initiative also gives core HR professionals the chance to focus on a more important HR functions and company goals.

Human Resources Program, Human Resources Studies and Human Resources Software

If Human Resources Management is the lifeblood of various Business Industries, Human Resources Programs on the other hand is the lifeblood of Human Resources Management.

HR is less capable of ensuring that its tasks and objectives are met without following a program at hand. Programs are effective when they bring results to the organization.

An independent HR Consulting industry study in Missouri explains how HR programs help professionals in this field in realigning HR policies to that of the company they are working for.

These programs are carried out to effectively implement job functions and seek on ways to improve them. Compensations, health benefits, relaying company regulations and management, staffing and culture change is communicated through designed programs.

Being an organization itself, Human Resources management and policies are directed by programs and these programs are expected to produce results, otherwise they are discarded.

Article may be freely distributed as long as content is not altered and Author’s resource box and link remains intact and active.

Management: Afford Inventory Control Title:

Inventory Control: Can You Afford Not To?

Inventory control is the most basic form of protection that you should have in your retail establishment. If you have people come into your location, then you need to make sure they are not leaving with anything that they should not be. But, many business owners do not know the right way to handle inventory control. There are various methods that you can use and they all work well in their specialties. If you have had enough with shoplifting, employees stealing or other loss prevention issues, then it is time to consider a reliable inventory control system.


First, take a good look at your options. There are several options in front of you as well. For many, a simple security system of some sort can be installed. For others, you can count on using a security team. Regardless, there are many options out there that can help you with your inventory control issues. But, how will you choose the correct one for your specific needs? Flere are some things that you need to consider.

—    While you will want to consider several systems, you’ll want to examine just how each one works. What is needed? What area is covered? Flow well does this type of system fit your specific location?

—    Next, consider the various problems that may happen with the inventory control system. Do you need monitoring by a person? Do they record-tape? Do they provide for some sort of alarm when something goes out of bounds?

—    Next, consider how difficult these will be to use for your employees.

—    Will it help in prevention of employee theft as well?

—    Lastly, you will want to consider the overall cost of the inventory control system as well as the amount of money that it can save you in the next year, five years, or thirty years down the road. Then, you will know which the best inventory control option for you is.

Management: Disaster Plan

Managing Risk: The Disaster Plan That You Will Need!

A very important factor in any business is how you manage risk - yet it is a factor that is often ignored by home businesses.

You have to realize that any time you start a business, you are taking the risk that the business might fail. What experienced people do is shield themselves from risk at every opportunity, to make sure that they can keep a business going for months on the brink of disaster, and wind it down gracefully if it really has to go under.

You need to have a plan for what you’re going to do if your business looks like it’s going bankrupt. Are you going to borrow more money, if you can? Sell your car? Raise prices? Get rid of staff? Done right, you should have a good package of ‘rescue measures’ that really do have a chance of rescuing the business.

Borrowing.

If you need to borrow more to keep your business afloat, take great pains to avoid looking desperate. Act like your business is moderately successful but needs more investment, and you’re far more likely to succeed in getting more funding.


Bye-Bye Staff.


This is a bad idea, but not always a terrible one. In a home business, you presumably only take on staff because you have enough business to cover it, don’t you? So it makes perfect sense to get rid of the staff when things start to go wrong and go back to doing it all yourself.

Price Hike.

When your business is in trouble, there are few things guaranteed to destroy it faster than a price rise. Just don’t do it, however tempting it might be - cut costs instead. If you absolutely must raise prices, do it by scaling back what you get for your money in each of your price ranges, without actually raising the prices.

I know of a struggling bus company that kept its fares the same for years but gradually started to run fewer buses and send them all over town, making journeys take longer. People reacted a little badly to the longer journeys, but it was nowhere near the scandal that there would have been if prices had risen.

Keep Staff Pay Aside.

Whatever you do, make sure to keep staff pay separate from the other business finances, and pay it out immediately if the business looks to be heading for trouble with its creditors. It is far better to be paying your staff on the last day than to be giving all that money to the creditors. Leaving staff unpaid will destroy your reputation, not to mention hurting a lot of innocent people.

The ‘Closing Down’ Sale.

If you plan it well, your last day in business might not be so bad. Just make sure everyone knows that you’re closing down for real, but still price everything ever-so-slightly above cost. In this way, you can avoid the drastic loss-making ‘Everything Must Go!’ mentality, and come out of your business the same way as you would if you’d decided to shut it down that day for some other reason.

Selling Your Business On.

If you’re shrewd about it, you might be able to keep your business going long enough to sell it to someone who could turn it around. There’s nothing dishonest about this route - it’s the one most big companies take if things start to go wrong. You might even find that one of your competitors is willing to buy, even if only for your established customer base.

It’s Up to You.

Disaster plans are very personal, and they depend a lot on how much risk you’re willing to put on yourself. If you do things the sensible way, then you’ll go as far as you can to avoid selling or borrowing against any of your own assets just to keep a business afloat. On the other hand,


if you’re really determined and a bit of a risk-taker, putting some things of your own at stake might buy you enough time to recover from whatever hit your business.

It’s a little like playing poker: are you going to be the guy who walks away and leaves his money on the table, or are you going to throw your car or house keys onto the table and raise the stakes? That’s risk management for you.

Management: Talk To Staff!

Article sent in by a cleaning company manager.

Managing Staff By Talking To Them.

As a cleaning company we place a very high value on our staff, they can make or break your business. They are our greatest asset and also our greatest liability.

Consequently maintaining an excellent working environment and keeping staff well motivated is one of our primary goals. The same applies to most businesses although it is especially important in the cleaning industry because of the potentially high turn over of staff that is somewhat traditional in this field.

We go into many businesses in carrying out our cleaning and as the current trend is for cleaning to take place during normal working hours we see many of these in operation on a day to day basis. Some of these are large organizations with well over 100+ people working on the site others are smaller concerns with perhaps 5 or 6 people employed.

Each manager has their own method of managing their staff and some of the places are happy environments where the individuals actually enjoy going to work, others are places full of grumbles where the people cannot wait to go home.

By and large the atmosphere in the workplace seems to be a reflection of the managers. It never ceases to amaze me how some managers talk to their staff or not, because quite a few have decided that e-mailing them is better despite the fact that they may be in the next office. It is written down therefore it is done and no longer my problem seems to be the attitude. From a personal point of view I could not tolerate this.

One of the reasons we go to work with others is for the social interaction and this is being gradually eroded in the modern work place. When I did work in such an establishment it became commonplace for people to send out memos. Memos had their place, if a meeting was being arranged for example where time and place and agenda needed to be specified. However I concluded that well over 90% of the memos sent out to me were not informational but requesting me to do something.

This I used to take as very bad manners and throw most of them in the bin until the persons concerned were forced into actually talking to me. Discussions we used to have around this issue always centered on how more efficient it was to send out requests on bits of paper. To


me it seemed that it was depersonalizing the work place and increasing the amount of paper that was being shuffled around. Now it is used as a method of everybody covering their backs in case something goes wrong. It may be me being ‘difficult’, and it may be necessary to shuffle all this paper around but I just find it sad that the workplace has deteriorated to this level in many instances.

How do we keep our cleaners happy? We treat them as human beings who deserve the right to be spoken to correctly. Please and thank you seem to be very under used words in the workplace nowadays. We find that a please and a thank you goes a very long way in maintaining staff morale as does actually talking to them rather than leaving messages.

It is very noticeable that the good environments to work in, where people are happy, the bosses actually communicate with their staff on a human level and the word thank you is heard quite a lot.

Just remember how you feel when some body says thank you to you when you have done something for them and conversely how you feel when there is no response!

Management: Work WITH Your Boss

Managing Upward - Working WITH Your Boss

Increase your effectiveness by working WITH your boss.

In challenging times, sometimes your boss’s behavior becomes erratic. He/She may overmanage or under-manage you and your work. He/She may lose sight of all the things you are working on. You may not be sure what your boss’s priorities are; they change daily.

The costs associated with this business malady are many including: missed deadlines and opportunities, working on unimportant tasks, avoidance, frustration, the appearance of incompetence, stress, and burnout.

What can you do? You have three options:

Option #1: Get in Front

Take time to understand your boss’s:

—    Goals: What are his aspirations? How can you help him achieve them?

—    Problems: What common problems prevent your boss from being more effective? Are any of your boss’s problems your strengths? Can you take responsibility for meetings, communication, planning, follow-up, etc?

—    World: Describe the world from your boss’s perspective. Who are the players?


—    Pressures: What pressures are placed on your boss? How might these pressures affect him? How might they affect priorities? How might they affect your job?

—    Boss: What kind of a boss does your boss work for? How might this affect your boss? Proactively approach your boss with a way you can help solve one of his or her problems. Option #2: Get in Back

Recognize that your boss is in his position because of past successes and demonstrated competence.

Check your attitude. Are you supportive? Or do you complain?

Check your ego. Do you really have a difficult/incompetent boss? Or does your boss have difficult/incompetent employees?

Show support and encouragement.

Be specific in your positive reinforcement.

Always provide constructive feedback in person and in private.

Recognize that your relationship with your current boss is critical to your future success.

Option #3: Get Alongside

Understand and work with your boss’s style:

—    Give the “doer” boss results and don’t waste time.

—    Support the “speaker” boss’s intuition and need for recognition; provide assurance.

—    Accommodate the “listener” boss’s need to talk things out before getting to business.

—    Present the “thinker” boss with logic and detail.

Recognize that your relationship with your boss is a relationship of mutual dependence by two human beings with strengths and weaknesses. Get to know your boss’s and get to know yours.

If your boss comes to you with a crisis, remain calm and collect pertinent information: what is really wanted? By whom? By when? How will it be used?


Communicate what you are doing, especially information that may impact your boss (customer problems, project slippage, etc.) Your boss should NEVER be caught by surprise resulting from your failure to communicate.

When raising problems, come with alternative solutions and your recommendation already identified.

Always be honest and dependable.

Be the employee that you would want your employees to be. Model the behavior YOU would expect from YOUR employees.

Terence R.

Management: Workday Interruptions Managing Your Workday Interruptions

Staying focused is vital to accomplishing your goals and being productive. During the workday, several interruptions may keep you from getting your job done. How should you deal with these types of interruptions?

1.    Non work calls to your cell phone.

Unless you use your cell phone in your work, keep it turned off so that personal calls go to voicemail. Return urgent calls during a break in your work. Everything else can be returned in your free time.

It’s important to let your friends and family know that you don’t want to be bothered with calls at work unless it’s an emergency. Once you stop answering calls at all times of the day, they’ll get the hint.

2.    Co-workers stopping to “chat.”

If a co-worker stops to chat and you’re busy doing something, kindly tell them that you’re in the middle of a project and that you will stop by to see them when you get a minute. If you’re not busy, it’s OK to chat a bit if your company allows it. This can build camaraderie and good working relationships. You can always cut idle conversation short with the simple phrase, “I need to get back to work!”

3.    People coming into your office or to your desk asking questions while you’re working or maybe even while you are eating lunch.

Example - “This will just take five minutes.”

Consider saying this, “I want to give you my undivided attention, so let me finish this work


item, or Big Mac, and then I’ll stop by to see you.”

As with the “chat” interruption above, this allows you to control the time you invest when you actually do connect because you’ll be at their workspace. You can walk away when you’re done and not get trapped in your own office or cubicle.

4.    Handling e-mails or instant messaging.

Unless you need to regularly check e-mail in order to manage the tasks you’re working on, I suggest checking it no more than 3 times a day. Once when you get to work to see if there is anything urgent for the start of that day, once before going to lunch and again at about 3:30 PM to process replies before the end of your workday. Also, consider disabling the alarm that announces arriving e-mail.

Keep your instant messaging turned off unless you use it in your work. In that case, react only to those messages that are urgent. Deal with less important messages when you’re not in the middle of a project.

5.    Working on multiple projects.

Studies have shown that multi-tasking is actually counterproductive. Key in on one project at a time. You’ll be more effective at getting it done in less time, and you’ll do a better job on it. Your mental and creative energy will be focused and not distracted by what the other tasks may be demanding. Also, the sense of accomplishment from completing one task will energize you for the next project.

We all deal with interruptions in our workday, so it’s up to us to manage them. Hopefully, these tips will help you remain more focused and productive.

Management: Leadership vs Management

Mastering The Difference Between Leadership And Management

It is a common belief that management and leadership are the same role. While it is common that a manager also plays the part of the leader, these two roles are truly separate in function and in the way they add to the success of an organization. By understanding the difference between management and leadership you will become more effective in helping others see the road ahead.

To understand the difference between management and leadership, consider the construction of a new road. To build that road there are workers, machinery and tools which are all vital in the road’s construction. Managers help ensure those workers, machinery and tools work together in the most efficient way possible. A manager makes sure those workers are well-trained, motivated, rested and that they know what they’re supposed to do next. The manager does the same thing with the tools and the machinery to make sure that they’re working correctly and that the workers are able to use them efficiently and safely. This is the role of


management. On the other hand, a leader makes sure that the road is going in the right direction before the construction begins. That leader also monitors conditions in new situations to ensure that the road under construction is still the correct one and is still going in the right direction.

How does this affect you as a leader? Are you spending your time managing people when you should be making sure that the road ahead is the one that you want to be on? To expect to be an effective leader you must present a clear vision and a trail you are willing to walk on first. While there are times when it is appropriate for a leader to fill a management role, it is vital to understand the difference between leadership and management so you can be effective no matter which role you happen to be filling at a given time. If you are a leader overseeing managers, it is important that you provide them with the correct perspective so they may be effective in their management role. Don’t manage the managers. Lead them.

If you are not in a formal leadership role, it is also important that you understand that when a leadership opportunity arises there is a difference between being a leader and managing the effort. Even if you end up filling both sets of shoes it’s important to understand the difference in roles in order to fill them effectively. If, on the other hand, you learn how to lead by showing people that you are walking down the right road, you will become a natural leader and will be able to help many others find success as your achieve your own.

Management: Plants In The Office

Office Plants For A Healthy & Happy Workplace

The effect of plants in the workplace has been the subject of repeated scientific investigation. Time after time the conclusion is the same: plants work.

It is difficult to completely control the indoor climate in an office. It can easily become too hot, too cold, too dry or too damp. Furthermore, it can never be perfect for everyone: what one person finds too hot is too cold for someone else.

In addition printers, copiers, computer monitors, floor coverings, paint and wallpaper release substances into the air which affects the quality of the indoor climate.

The potential consequences of poor air quality are well known: irritated eyes, headache, skin complaints and dry membranes in the nose and mouth. This is not only unpleasant, it is also unhealthy.

Dry throat? Burning eyes? Recurrent headaches? Plants improve your working environment all year round

In winter, when the heating is running at maximum, it is the lack of moisture in the air which causes problems. Most people find a relative humidity of between 30% and 60% pleasant. But many offices do not even achieve the lower level of 30% in winter months. It is no fun indoors in the summer either. Sealed climate control systems with non-opening windows means that


you cannot control the environment yourself. Even in offices with the latest climate control systems, more than a quarter of the staff are dissatisfied with the temperature or the humidity.

Yet you can easily improve the indoor climate buy using plants! Plants help create a healthy indoor climate and a happier workplace. Not only do they put water vapor back into the air, they also absorb heat and filter dust and harmful substances out of the air. Some indoor palms give off a lot of water, and sword ferns and gerberas cleanse the air of the formaldehyde released by building materials, paper and furniture. Other good air-purifying plants are the rubber plant, English ivy and date palm.

Which plants?

Different plants have different effects - some purify and some humidify the air. Plants with a high level of water consumption can increase humidity by to 15%. Recommended plant types to purify the air are: Parlor Palm, Kentia Palm, Ficus, Ivy, Boston fern, Philodendron, Spathiphyllum and Mother-in-law’s Tongue. Recommended plant types to humidify the air are: Ferns like Boston fern, African Flemp, Cyperus and other grasses, Spider plant, Bamboo and Spathiphyllim

Fewer complaints & less illness

The effect of plants in the workplace has been the subject of repeated scientific investigation. Time after time the conclusion is the same: plants work! One study looked at the effect of plants on the health of staff in the radiology department of a Norwegian hospital. Once plants were placed in the department and artificial daylight was introduced, the level of health complaints amongst those studied fell noticeably. This resulted in a permanent reduction in absence due to illness from 15% to 5% within 6 months. The instances of the following complains fell by a significant percentage:

Symptom Reduction in complaints (%)

Eye irritations - 15%

Dry throat - 31 %

Fatigue - 32%

Cough - 38%

Fleadache - 45%

More plants - less stress

The presence of plants does not just affect the indoor climate. Researchers have discovered that a view of greenery can result in a demonstrable reduction in stress within five minutes. Research in the Netherlands has shown that people who spend more than four hours a day working at a computer monitor feel better and are more productive with plants in the workplace!

The green view


A green indoor environment

Companies are increasingly willing to accept that they have a key role to play in protecting the environment and the welfare of their employees, and therefore often strive for a ‘green’ image. Presenting such an image starts with a healthy indoor environment. Plants at work fit perfectly within the area of company policy which nowadays is labeled ‘health management’. As an employee, you can hold your employer to account on this.

Improve your workplace

Anyone wishing to do themselves, their colleagues and their business a healthy favor will ensure that there are plants in the workplace. This guarantees a better working atmosphere, but above all a healthier climate in which to work. The benefits for employers are also substantial: less absence due to illness and better performance.

Management: Why Outsource Outsourcing - Why You Should Consider It

When businesses talk about outsourcing or contracting out, they mean the delegation of jobs or operations that are important to the business to an external third party that specialize in that particular job or activity.

This is often beneficial to businesses, both for the financial advantages it has and because the expertise of the third party may improve the quality of the overall operation.

The third party involved will generally control the management and daily organization of the task assigned to them. This is what differentiates outsourcing from simply purchasing the services or goods of an outside company.

Business sectors where this practice is common include IT, human resources, real estate and accountancy.

The benefits of outsourcing were first appreciated by a number of smaller, high tech companies that emerged in the nineteen nineties, who began contracting jobs out to specialist firms because the small size of their businesses meant they could not afford in house HR and customer service departments. The highly technical nature of the products also meant that these companies had to purchase the particular specialist skills that were needed.

However, the outsourcing of call center operations has been the subject of much criticism - as the call center staff could not tell customers they were not employed by the original company, yet they were often poorly trained and did not have the technical skill to handle all complaints.

Present day practice commonly involves data analysis services, since the Internet and growth in the use of computers have meant an increase in the amount of data that companies create - and the skilled task of extracting actual information from the data is easily delegated.


Outsourcing is often used in conjunction with the related term off-shoring. This refers to the outsourcing of services to companies overseas, particularly to countries where there are lower labor costs, which increases the profitability of this option.

Off-shoring is often condemned, as it is seen to take jobs away from workers in the home country and causes shortages of skilled labor in the host country.

Outsourcing IT - Is it the best option for your organization?

Is there really a need to outsource your organization’s IT workings? Won’t it be better if the organization can have a direct internal control over the IT operations, instead of relying on a 3rd party to help you decide what is best for your company?

Well, the decision to outsource often just falls back on the few crucial considerations, as stated below:

(1)    Do you have the internal resources to run existing mission-critical systems efficiently?

(2)    Are you prepared to consider high degrees of organizational and cultural change, in the face of managing your IT operations?

(3)    Do you consistently need to create new business and technical interfaces for your day-to-day operations? If yes, is it really more cost-efficient to deploy internal staff to execute these tasks?

(4)    Based on needs and budget, to what extent will the organization’s IT functions be outsourced?

Simply divesting your company of a function that cannot be effectively managed internally is not a sufficient reason to outsource. Before the final decision to outsource is made, the CIO (Chief Information Officer) and his IT management team have to identify and pinpoint internal management failings. Through identifying the failings, they can address them to avoid repeating the same mistakes in the selection, transition, and management of an outsourcing relationship.

The initial decision to outsource and the final selection of a suitable IT services company form integral parts of an organization’s sourcing life cycle. The decision to outsource all / parts of the organization’s IT functions is one of the most difficult decisions that a CIO and his team has to make. The simple reason being this decision will bring about significant business risks in the form of transferring day-to-day responsibilities of running mission-critical systems to a 3rd party. In addition, there may be considerable operational impact on staff that comes in the form of adjustments in working styles.

The objectives of outsourcing generally comprise of the following:

-    Cost control / savings

-    Concentration on core activities


-    Access to new skills and technologies

-    Overcoming internal organizational inertia to effect change

Objectives have to be clearly identified by the CIO and he will also have to take on the responsibility to communicate these objectives to all respective stakeholders from the outset of the process.

A outsourcing relationship that starts without clearly-defined objectives frequently fail, or may require significant remedial efforts to reset expectations and amend the services agenda. This will have the negative effects of wasting resources and affecting the bottom-line of an organization. Thus it is crucial that internal needs / failings are fully assessed and evaluated before the final decision is made.

Lastly, upon outlining the objectives, the CIO and his team will have to define, communicate and agree on the areas that will be outsourced. Areas of consideration will include deliverables, measurement and acceptance criteria.

CIOs are often encouraged to view outsourcing as part of an entire process that ranges from sourcing strategy formulation to monitoring, measuring, evaluating, and re-sourcing where and if appropriate. But like any partnerships, outsourcing can sometimes have the reverse effect of bringing about traumatic experiences, which can prove to be costly to the organization. So before you engage a 3rd party IT services firm, seriously consider all the impending factors as outsourcing is a long-term engagement and should not be taken lightly as a temporary relief of internal management failings for the organization.

Outsourcing Projects In Today’s Global Economy

One of the hot political topics facing the United States political establishment today is the tendency of businesses to practice the philosophy of outsourcing projects. Many people have an opinion that nothing should be outsourced, but the ability that companies have to outsource projects keeps domestic costs down.

Skilled labor in the United States is expensive. In addition to health insurance, employers need to set up office space and pay into retirement plans. Outsourcing projects and creating a network of freelancers is a great way to reduce the overhead costs of running a business.

The Internet has become the most powerful marketing tool on the planet. Take a step back and put it into perspective. At any given moment, hundreds of millions of people are linked to the Internet. The possibilities for reaching large groups of people are greater now than at any other time in history. Plus, Internet connection speeds are so rapid now that the flow of information is nearly instantaneous. When the term ‘Information Super-Highway’ was coined -broadband was in its infancy. Today it seems like the world is connected and this reinforces the need for virtual marketplaces.

If you conduct some research on the web, you can find that there are a variety of websites


dedicated to outsourcing projects. This well-designed website is a virtual marketplace accessible from anywhere in the world.

The professionals on elance are top-notch and cover many different areas: writing, logo and graphic design, software, and website design, to name a few.

This website specializes in software and computer professionals. Not only are there a great deal of competent computer professionals in the United States - they are all over the world. India, for instance has been receiving jobs that companies in the U.S. have been outsourcing.

There is no way to stop outsourcing projects. It is just the way business is headed. If you found one store with an item at a great discount, wouldn’t you go check it out?

Outsourcing Work - An Effective Approach to Business Profit and Growth

Outsourcing business and IT projects to India has become a favored trend these days. Both large and small business holders across the world is saving huge sum by outsourcing their projects to India. This article is the analysis of how effective outsourcing process is and how to approach for the same.

Let me discuss each factor in brief:

Cost Saving: Outsourcing and cost saving is directly related to each other, because getting work done by yourself definitely require qualified professionals, a good infrastructure equipped with necessary tools and techniques and good management to monitor them. It obviously involves the investment of huge amount. But you can cut the cost and get quality products by outsourcing your work to some offshore companies who are already in such profession.

Quality of the Product: Offshore companies do possess expert professionals who can instantly understand your business need, and give professional touch to their work. But you can not ensure quality of the product by giving training and getting work done by novice professionals.

Time Saving: By outsourcing your projects, you can save time required for training to professionals, infrastructure development and maintenance and shorten the possible final delivery time of the projects.

Use of Resources to Other Development Units: You can use available resources to other profitable units by outsourcing part of your business. This render more business growth.

Apparently there are countable number of countries known for work outsourcing, among them India is the more preferred destination. Apart from business process outsourcing, popularity is gaining these days of Information Technology outsourcing to India. Internet experts have revealed that India exports software to more than 95 countries worldwide.


In order to gain better return on investment, outsourcing IT projects to India is definitely a better option, since there are quality IT infrastructure and qualified professionals having strong expertise, innovative ideas with capability of turning your business vision into reality.

In addition, India IT outsourcing development companies offer cost effective software solution without compromising in quality and stipulated time frame of the deliverables.

Professionals in India IT outsourcing companies are highly knowledgeable and many of them are linguistic experts. These professionals can act a perfect bridge between client having language barrier and the development source, thereby letting client breath easy as his work is done as he desires.

Apart from number of benefits, some risk factors like data or identity thefts are associated with outsourcing business or IT works anywhere. But there is nothing to worry about if you approach well recommended outsourcing companies in India.

At the end, I can say that your success lies in selecting right companies who can make your business endeavor a success. Neither you can deny the power of the Internet nor can you disown the process of outsourcing. Outsourcing process is likely to flourish more in near future.

Many people have benefited from the process, hence you can. Have a positive mindset; look for the reputation of the company you are going to approach. If you are satisfied, then go for the outsourcing process right away and get benefited beyond the measure.

Outsourcing Your Packaging Is A Strategic Option

In a recent article in “Investors Business Daily”, it was revealed that outsourcing has become more than just an easy way to cut costs. It has become a strategic tool that gives businesses flexibility and access to skilled personnel.

Since the advent of the Internet, and the rush to get online, companies have turned to outside professionals for services and solutions. Hiring a full-time IT technician is costly and not an efficient use of resources. Outsourcing allows companies to focus on their core businesses while gaining access to skilled labor when they need it.

*    Outsourcing is a way to boost revenue

*    Outsourcing is a way to cut costs

*    Outsourcing eases labor shortages

*    Outsourcing cuts payroll costs

*    Outsourcing allows companies to focus on core competencies

*    Outsourcing reduces or eliminates some capital expenditures

Outsourcing also allows businesses to change their corporate culture. If companies have renegade groups that are costly, ineffective, or difficult to manage, that group can be


outsourced. This enables employers to change their workplace environment on-the-fly.

Still, most companies outsource projects in order to reduce costs and to gain outside expertise. A survey by “The Conference Board” indicated the following “Top-10" outsourcing objectives (numbers are approximate):

*    Reduce Costs (40%)

*    Access to Expertise (38%)

*    Improve Internal Service (37%)

*    Focus on Core Business (34%)

*    Maximize Resources (27%)

*    Internal Flexibility (25%)

*    Improve External Service (24%)

*    Changing Customer Needs (20%)

*    World Class Standards (15%)

*    Continuous Improvement (15%)

When deciding to outsource your packaging, the real litmus test is whether outsourcing adds value. Does it really reduce costs? Is the investment in in-house training and machinery too great? Does outsourcing a service give you access to people with greater skill sets or companies with more resources available to them?

Bottom line: outsourcing your packaging service needs is about more than just saving money. It is a strategic option for savvy businesses and entrepreneurs.

Management: To Team or Not To Team To Team or Not To Team

Everyone thinks teams are a good thing. Leaders like to form teams. People, for the most part believe in the value and purpose of teams ...

All of us are smarter than each of us.


1+1=3


. . . are just two common phrases that reinforce and prove how pervasive our belief in teams is.

And that belief is justified.

Sometimes.

There are many times in our civic or church groups, and in our businesses and professional associations that we need teams of people to work on an issue or a project. And sometimes we would be better off without a team - with individuals contributing as individuals.


What?


No team?

You got it.

At least not the type of team you probably think of, when you think of a team.

Two Basic Types of Teams

To keep things simple, I believe there are two basic types of teams. There are basketball teams and there are track and field teams.

Basketball Teams

Basketball teams (or soccer or hockey) are teams that require, by the nature of their task, that everyone play as one unit. On teams in these sports the players are interdependent. At any moment of any game, in order to be successful, the entire team needs to be working in harmony. The role of each player is designated by their position (which takes into account their innate strengths and acquired skills). However, the situation at any moment during the flow of the game, may require any player to take any role.

And on good teams of this sort, all players are willing to be flexible, to assist, to change roles, to “do what it takes”. Because they know that without working together, they can’t achieve their team goals of victory. The nature of the game forces interdependency among the team members.

Track and Field Teams

Players on track and field teams on the other hand (except in a few relay events) are not interdependent, they are independent. Shot putters have a skill set that is largely unrelated to the sprinters. And the high jumpers can be personally skilled and successful without any tangible help or support from the distance runners.

At the end of the day (or meet), the team can win if enough of the individuals do well. In other words if enough individuals win, the team will win. The most successful of these teams will have highly talented individual contributors, supporting each other to reach their common goal of winning. In this way they are definitely a team. They may feel allegiance to the group. They certainly can have pride in being a part of the group. They want each other to be successful. They know that they can all be more successful when each individual is more successful. They can have a common goal (to win the meet or championship). But the fundamental relationship between the players isn’t the same as it is on a basketball team.


What This Means to Us


In our organizations we most likely have both sorts of teams. We have teams that work in a process flow or project where the outputs of one person directly affect the work of the next -where the work and the people are highly interdependent.

We also have teams that look more like the track and field team. In these situations people are working toward a common mission and goal, but their work doesn’t intersect in nearly the same ways as for the highly interdependent teams.

Fair enough you say.

But in my experience, we tend to want all teams to think they are basketball teams. If the work or project dictates that focus, great. But if you have a track and field (independent) team, you don’t need the same focus on interdependence and traditional “team building” activities.

What Do We Do Now?

If you lead a team or form teams or are just a member of a team, you need to think about and talk about this distinction. Determine across the team (or future team) what type of team you are. Once there is agreement on the type of team you are, you can begin to set the right kinds of expectations for each other and for yourself. You can build more appropriate plans for training, development and team building.

Knowing which type of team your work or project dictates is the first step towards helping that group of people be more successful and the work being done successfully.

So maybe it isn’t really, “to team or not to team?”, but “which type of team?”

. . . that is the question.

Answer that one first. And, using the answer as a guide, watch all of your teams be more successful.

Management: Setting Up A Beauty Salon Top Tips For Setting Up A Beauty Salon

Setting up a beauty salon business is often the first brave step in the business world for many would-be entrepreneurs. Below we look at some basic top tips for setting up a beauty salon which should see you on your way.

Setting up your own business is often a difficult decision. In fact, many people leave the relative comfort of a good job with a steady income when they decide to launch out alone. So why do they do it? Simply put, hair and beauty salons are big business. They are becoming increasingly popular and so it is hardly surprising that many people are turning their popularity into a reliable source of income. Flowever, in order to do this, you need to ensure that you go


about it in the right way. By following some simple steps you will create a sustainable business which will survive its first year and then go on to thrive.

Do The Market Research - Before you even begin drawing up a business plan you need to do a bit of market research in the general area and see whether a beauty salon is a valid option

Choose The Right Salon - The property itself and it locations are important factors in the future success of your beauty salon. You need to choose a location which is easy for your prospective clients to get to and a property which is the right size and at a price which is within a set budget. Remember that these overheads will be on-going regardless of whether or not the business is doing well

Buy The Best Beauty Salon Equipment - When it comes to beauty equipment, you shouldn’t underestimate its importance. The better quality the equipment, the more impressed your clients will be and the more likely they will be to come back. Therefore, it really is a good idea to invest money into the different sorts of equipment you will need. This may involve taking out a loan but if it means that you can build up a good customer base then this will be a profitable investment

Get Solid Advice - However you decide to proceed with your dream to be a beauty salon owner make sure that you get all the necessary advice you need. By visiting professional advisers about a range of business issues, you will ensure that you not only take the right steps to be successful in your beauty salon business but that you also have all the confidence you need to get the best out of your beauty salon.

Management: Getting The News Or Not Why Bosses Don’t Get All the News

Not long ago, a friend who works in television complained that the industry has no interest in real business stories. And, I have to agree with him, since we don’t see much on television that doesn’t involve stock prices or some sort of scandal.

Well, with one exception, perhaps. The British Broadcasting Corporation and PBS in the USA aired a popular business show called “Back to the Floor.”

Fast Company magazine first told us about the program, which sees CEOs leaving their corner offices for a stint on the front lines. And, as they work on the front lines, the cameras are rolling.

For many, if not all of the CEOs, the experience is a great eye-opener. And, according to the magazine, “Almost without exception, CEOs learn a lesson in communication. ‘But between them and the bosses is a layer of people — those whose careers depend on sanitizing that information. Bosses are always surprised at how much knowledge exists further down the ladder.’ ”


With that in mind, let’s spend a minute or two thinking about the barriers to good upward communication. And, rather than blame middle management, which seems to be one of the themes of the article, we’ll look at the structural issues.

First, upward communication calls for the collecting of information or data. For example, a supervisor might report on the efforts of five front-line staff, a manager then aggregates the data of five supervisors, and a vice-president pulls together all the information provided by five managers.

As the information aggregates this way, it loses most of its context and richness. By context and richness, I mean the anecdotal and personal knowledge that front-line workers gather and build from continuous interactions with customers or users. Obviously, most CEOs don’t have time to read reports comprised of hundreds of anecdotes; they want summaries of the information.

Second, as information or data moves upward, it tends to be slotted into pre-existing categories. Employees on the front- lines know and understand the nuances of each customer story; it reflects, to a lesser or greater extent, the personal relationship between worker and customers. But, there’s no place for nuance in weekly reports.

Third, upward communication normally deals with compliance, rather than competitive or operational intelligence. Managers use information moving up the hierarchy to determine how well their instructions have been followed. When they want competitive or operational information they use different means, such as bringing in consultants or commissioning studies.

It’s always tempting to attribute communication failures to moral failures by managers, but if you really want to understand communication failures, you should start by looking for structural hurdles.

In summary, CEOs who spend time on the front lines will undoubtedly be in for many surprises. But, if they want to stay abreast of the action at the front lines, they’ll need to address the structural nature of upward communication.

Management: Business Analysis

SCOPE of the analysis becomes input to BUSINESS GOALS. This means that not necessarily all business goals need to be taken into account. But the business goals must be defined as measurable.

BUSINESS GOALS become input to BUSINESS FUNCTIONS. Business functions are in fact overall tasks or activities that are designed to support or realize the business goals.

BUSINESS FUNCTIONS become input to ORGANIZATION, RESPONSIBILITY and ROLES. BUSINESS FUNCTIONS become also input to INFORMATION SUPPLY PERFORMANCE. ORGANIZATION, RESPONSIBILITY (including external factors) and ROLES also become


input to INFORMATION SUPPLY PERFORMANCE as well as to AMBITIONS.


The organization, groups of competences, is theoretically dissociated from the business functions, however, in practice the organizational structure is often one-to-one with the business functions. This often causes confusion in analyzing and reorganizing. The information supply performance is analyzed both from human and machine perspectives, to discover what works and what is needed or no longer needed. Ambitions should be, but are not always, compatible with what is really needed in order to realize the business goals.

Needless to say that reorganization always be preceded by defining the business processes, which in their turn be preceded by defining the business functions, to be preceded by defining the business goals.

INFORMATION SUPPLY PERFORMANCE as well as AMBITIONS become input to REQUIREMENTS. The requirements originate from the need for change and/or improvement. Please note that different or new is not always better and that nice-to-have not necessarily represent the real need.

REQUIREMENTS and AMBITIONS become input to FUTURE SITUATION. The future situation at this stage is defined conceptually and functionally, and independent from technology.

FUTURE SITUATION - together with the COMMON SYSTEMS MASTER plan (if present) -become input to INFORMATION TECHNOLOGY PLAN. Here we start talking about technology. It could happen that the future situation does not fit with the current overall plan, which, on the other hand is a nice opportunity for reviewing the overall plan.

INFORMATION TECHNOLOGY PLAN becomes input to SYSTEM OUTLINE, GLOBAL DESIGN and QUALITY TEST PLAN, from which the APPROACH gets selected. Now is the moment to see how the future situation would fit in the whole. If needed, a simulation tool could be employed for the user to increase reality.

APPROACH can be either PACKAGE EVALUATION & CUSTOMIZATION, or DETAIL DESIGN, which becomes input to DEVELOPMENT / INSTALLATION. This step is a point of decision whether to go for turn-key systems (usually the case with ERP and CRM) or for in-house development (often the case for web-sites).

DEVELOPMENT / INSTALLATION becomes input to QUALITY TEST, which in its turn becomes input to ACCEPTANCE & CLOSE-OUT. The acceptance covers both technological and functional aspects. After the close-out, the final implementation is declared operational.

Management: Document Management Workflow SAMPLE WORKFLOW - DOCUMENT MANAGEMENT

NODE A2-1 DOCUMENT IDENTIFICATION


A2-1-1: Select Types of Document

The contract (project execution plan) will provide information about the project. Based on this input information a list will be made, at the start of the project, with the necessary types of documents. This will be done by the various responsible persons (lead engineers), within each applicable department. This list will be made by picking the relevant document types from a default list. This default list will be available with all the standard COMPANY types of documents within the company (including their standard forms and backgrounds). It will be possible to get a subset per department/discipline of all default documents.

The output of node A2-1-1 will therefore be the ‘project COMPANY document type list’.

A2-1-2: Make List Project Specific

The purpose of this activity is to develop the COMPANY document type list into a project specific document list (deliverables) based on:

-    Client requirements as laid down in the contract

-    Additional COMPANY requirements

-    Third party documents

-    Existing documents to be re-used

Since at the start of the project not all the information is available to determine the exact amount of documents to be produced and the expected amount of seller documents, it will be possible to add documents even when the project has already started. However the listing should be made as complete as possible at the very start, given the scope knowledge of the project.

During this process a COMPANY document number will (if possible automatically) be assigned to the document based on the document numbering system in accordance with the Project Quality Plan.

The output of node A2-1-2 will be the ‘documents list with COMPANY document number’. The revision will be marked and status is ‘identified’.

Lead engineers allocate the documents to be created to groups of persons or individuals within their discipline. In doing so a worklist is created for each group or individual.

Remarks:The activity ‘Make List Project Specific’ is applicable for all documents and therefore the Practice for document numbering has to be reviewed and revised or even completely renewed when implementing a new document numbering system.

A2-1-3: Give Client Document Number


If required, the document list will be extended by assigning a Client document number to all or


part of the documents.

The output of node A2-1-3 will then be the “document list with COMPANY- and Client document number”.

NODE A2-2 DOCUMENT CREATION / UPDATE AND RELEASE A2-2-1: Update revision/select document

Before an engineer starts to work on a document, either new or in progress, he will have to select the document from the ‘Project Document List’ (worklist) to ensure that the latest status/revision document will be used. The revision (only internal or both in- and external) is updated at the moment the document is selected to be worked on, depending on its status. Update of a revision will only occur after a release of documents (see also node A2-2-5). A distinction will be made between internal revision (bulls eye) and issue revision (external revision). This distinction will be considered for all documents.

This process also covers the first use of the document, when it is not a real update, but a first ‘revision’ identification (O.A) and status will change to ‘in progress’.

Based on the selected document the tool will be selected to create or update the document. The tool may be:

-Word

-    AutoCAD

-    Open Office

etc.

The output of node A2-2-1 will be the ‘Selected document and tool’.

Seller documents will also be revised in this process in a similar manner.

The project document list (‘document control index’) with the latest status and revision will therefore always be available.

A2-2-2: Create/Update/Check Document

The selected document will be created/updated/checked with the selected tool. During this action the document has the status ‘in progress’ with the applicable revision number. The previous revision of a document will be maintained (in file) for history references.

Before a document will be released, it will be checked within the originating discipline in accordance with the procedure for document verification. All comments after document checking have to be resolved and incorporated on the document before release.


For the output of this activity a distinction is made between:

a)    Documents for ‘in progress’ filing.

b)    Documents ready for issuing (issue status confirmation).

c)    Documents progress updating (for milestone status confirmation).

ad a)During normal development a document can be filed (check-in) at any time and retrieved (check-out) without an update of the revision.

The status of this document will remain ‘in progress’ until a document is ready for issuing, ad b) A document will be ready for issuing when a defined status has been achieved or whenever there is a request for (intermediate) issuing e.g. ‘for information’. After issuing of the document the revision will automatically increase when this document will be further developed or updated.

ad c)The document milestone status can be updated at any time, but in some cases the milestone status is the same as the issue status and therefore should be kept parallel. A default value for the related progress of the document will be available from the system, but can be overruled, to show any progress change between two milestones. The revision and status will not change.

A2-2-3: Confirm Document Milestone Status

The document milestone status gives information whether a document has reached a certain milestone and has reached certain physical progress: the document is ready for checking approved for design , or etcetera.

A2-2-4: Confirm Document Issue Status

A document which is ready for issuing must be given the appropriate issue status and has to be signed-off by the originator (e.g. for a drawing in the drawing block as well as electronically).

The document issue status gives information on the phase of the document: the document is issued For Approval (FA), issued for Approved for Design (AFD), issued for Approved for Construction (AFC) or issued for As Built (AB), for example in the industrial sector.

A2-2-5: Release Document

Upon completion of a document in a defined status or on request, the document will be released.

A distinction will be made between:

a)    release for internal review/approval.

b)    release for external review/approval.

c)    release for immediate use.

ad a) and b)


Approval by at least the lead engineer of the originating discipline is required to release a document for internal or external re-view/approval. In most cases the project (engineering) manager has to approve the release for external review, ad c)

A document will be released for immediate use when:

-a document is released or approved by COMPANY only, without internal or external review of that document.

-a document is approved after internal and/or external review of that document and all comments to achieve a defined status are resolved and incorporated in accordance with the quality procedures and signed off by the persons as defined in the Responsibility Matrix -requested by any party to receive a document ‘for information’.

The output of this activity will be a ‘released document’.

NODE A2-3 INTERNAL REVIEW

A2-3-1: Prepare Routing “Slip” (DRR)

The document(s) shall be routed along the disciplines to review and confirm or reject the content of the document(s).

The responsible persons and disciplines to review the document(s) are indicated on the Document Responsibility Matrix which will be made project specific to meet the project requirements.

Based on this Document Responsibility Matrix the Document Review Record (DRR) will be prepared. A DRR per (group of) document(s) shall be prepared.

Depending on the number of disciplines involved, or the time available to review, the originating lead engineer may decide to have parallel reviews per document rather than a sequential review, or even have a review meeting.

The sequence of the routing will be determined on the DRR and the DRR will be numbered and filed.

The printing of the copies for Internal Review will be done in process A2-6-2 (print copies for distribution). For sequential routing the number of copies per document is 2 (two), 1 (one) for routing and 1 (one) for the originator. For parallel reviews the number of copies is the number of DRR’s + 1 (one) for the originator.

A2-3-2: Route Document(s) Internal

After receiving the requested number of prints one or more packages (documents and DRR) will be routed to the first person mentioned on the DRR for review.

The reviewer shall acknowledge the receipt of the documents by electronic acceptance of the


DRR (sign-off).

Further sequence of routing shall be in accordance with the routing on the DRR.

A2-3-3: Review Documents Internal

Each discipline (person) shall, after receipt of the routing package, review the documents in accordance with COMPANY practice. After review the reviewer shall sign-off the DRR (copy) and submit the routing package to the next person mentioned on the DRR.

The last reviewer shall return the complete routing package to the originator.

When it is decided to arrange a review meeting instead of a review through routing, the DRR will also be used and the disciplines involved in the review meeting will sign-off the DRR during this meeting.

Remarks:After electronic sign-off of the DRR by the reviewer the electronic saved DRR will automatically be sent to the next reviewer.

A2-3-4: Trace Documents

It is for schedule reasons important to be able to trace documents during the review cycle.

Tracing of documents is possible on-line through the (electronic) DRR, since each reviewer has to sign-off (review completed) the DRR. Also a reviewer has to acknowledge that he has received the DRR.

NODE A-2-4 EXTERNAL REVIEW

A2-4-1: External Review

The external reviewer will acknowledge the receipt of the review package by returning 1 (one) signed off print of the external transmittal letter. This acknowledgment will be registered in the system by the project administration function.

Documents shall be reviewed by all external reviewers and comments or approval shall be returned to COMPANY within the time-limit as mentioned on the transmittal letter.

If no comments or approval has been received after the time-limit has expired, it is assumed that the external reviewer has approved the review package.

NODE A2-5 FILING & RETRIEVAL


A2-5-1: Check-in document


This process covers the actual receiving of the document and the checking whether the received document complies to all conditions for filing (completeness, authorizations, medium etc.). All actions prior to filing (check-in) are executed during this process, e.g. paper documents can be stamped, scanned etc.

Documents received can be:

-Documents in progress (either electronic or paper).

Filing can be requested by the originator or any other person authorized for this request at any point in time.

-Documents for immediate use. For definition see node A2-2-5.

-Documents reviewed internal and/or external. Related annotations are filed on request. -Seller documents.

-As-built documents (comment prints from site).

-Transmittals, DRR’s etc.

-Transmittal acknowledgments.

The receiving process covers:

a) Electronic documents. This process will be executed automatically whenever possible.

b) Paper (or other) documents. This process must be executed manually. Metadata of these documents is stored electronically.

A2-5-2: File Document

This process covers the actual filing of documents in accordance with the filing index in discipline vaults and/or in the central project vault and the update of all document metadata necessary for filing (e.g. update location data).

Vaults can be:

a) An electronic vault. This process can be executed automatically.

b) A physical file cabinet. All documents are manually filed in this file and metadata of these documents is stored electronically.

A2-5-3: Retrieve Document

This process covers the search and retrieval (check-out) of the document and/or its metadata, history etc. from discipline or project document vaults. The documents can be retrieved (check-out) by authorized users for:

-Update after ‘in progress’ filing.

-For internal reviewing.

-For external reviewing.

-Update after being reviewed.

-For immediate use (issued for distribution).

-Archiving: originals and copies can be retrieved for archiving.

-Seller documents for initial identification and review or release.


-As-built documents with comments (prints).

Documents can be retrieved (check-out) from:

a) An electronic vault. In this case retrieval is executed automatically upon request.

b) A physical file cabinet. All documents must be manually retrieved from this file.

Metadata of these documents has to be updated in the system manually.

A2-5-4: View Document

It should be possible to allow certain persons to have access to all or part of the documents for ‘view’ only. Of course the documents need an electronically representation that is viewable.

Viewing should be possible not only for released documents but also for ‘in progress’ filed documents.

Remarks:The possibility to make a copy of a ‘viewed’ document for personal references only should be considered. This copy should then automatically be marked as ‘for personal review only’. If a print is made of this copy this remark has to be visible on the print as well.

NODE A2-6 PRINTING AND DISTRIBUTION

The total process covers the printing and distribution (both internal and external) of documents for all purposes (for information, for reviewing, for immediate use and for archiving).

A2-6-1: Prepare Transmittal for Distribution

This process covers transmittal preparation for the following documents:

-    documents for immediate use.

-    documents for external review (internal review is covered in A2-3-1).

-    documents (copy and/or originals) for archiving.

For internal submission an Internal Document Transmittal (SFOR 1900.02.001) shall be prepared (for internal distribution of correspondence the distribution is allowed to be printed on the document itself). More than one recipient can be indicated on the internal transmittal.

For external submission a Transmittal Letter shall be prepared. For each addressee (party, group or person) a transmittal letter will be prepared. Transmittal number (and if applicable) recipients address will be generated automatically.

The Document Distribution Schedule shall, where possible, be used to prepare both transmittal letters. In other cases (IOC’s, letters, faxes, etc.) the distribution shall be clearly indicated by the originator.

See practice and departmental guide for distribution and submission of documents.


Remarks:Project specific transmittals and distribution schedule will be developed to meet the specific project requirements based on the above mentioned SFOR’s.

Transmittals will be electronically filed as well.

A2-6-2: Print copies for distribution

This process covers the printing of documents for submission by using the print request form.

Number of copies and type of print material will be determined by the number of recipients, number of copies per recipient and the type of material as laid down in the Project Execution Plan or Project Coordination Plan.

Documents and completed print request will be submitted to the print-room for printing by the requester.

The printed copies are then send back to the requester for either internal review (using the DRR) or for further distribution (using the internal or external transmittal).

A2-6-3: Prepare originals for Distribution

It may be required to prepare original documents e.g. for handover to the client or for archiving after project close out. The originals will be collected by the originator.

Originals are:

-    drawings

-    discs with electronically filed documents etc.

A2-6-4: Distribute copies/originals

After receipt of the copies for distribution or the preparation of the original documents by the originator, the documents will be distributed to its addressees together with the signed transmittal letter.

Copies of the transmittal letter will be distributed in accordance with the Document Distribution Schedule.

For documents distributed to the construction site, the relevant metadata will be imported into the FDCS.

Original documents or copies that should be archived are send to the originator (or his


replacement), in order to prepare them for archiving (see node A2-7).

NODE A2-7 ARCHIVE AND RETENTION A2-7-1: Close-out Document

At project close-out a document (original or copy) needs to be archived. A Records Transmittal for archiving is made to transfer vital project documents to the Central Archive. This transmittal is written by the originator and has to be approved by the project manager (or delegated project-/lead engineer). The transmittal is submitted to Central Archive, together with the documents to be archived.

A2-7-2: Prepare Document for Archiving

At Central Archive a custodian checks and if necessary adds classification and/or archive information in accordance with the retention procedure and practice. The (physical) location, where the documents will be stored, is also added. If required or requested other actions will take place e.g. microfilm production, discs, optical disk, other representations (like images). A copy of the completed transmittal is returned to the originator.

A2-7-3: Archive Document

The documents to be archived will be transferred to the Central Archive (be it electronically, paper or any other material/medium) along with other representations. After completion of the archive activity, the custodian sends a records inventory & retention notice to the originator, in which the records (documents) stored in the Central Archive are listed, also giving detailed information on retention.

Upon request a read-only copy of the archived document will be made available for distribution purposes. If the copy is used for printing only (no distribution of the copy itself), then this copy will be removed (deleted) after the requested printing has been completed successfully.

Upon request a copy of the archived document will be made available for re-use on an other project. This copy will be re-numbered according the requirements of this new project and as such become a new original document. The archived document will remain in place.

A2-7-4: Destroy Document after Retention

After the retention period is expired, an archived document will be removed from the archive and made available for destruction. The metadata will remain available (electronically).

The originating discipline will be notified and destruction will not be effected without its approval.


The archived document and all is representations will be destroyed/removed and will no longer exist.

Remarks:An image of the old document might be kept to have viewing capabilities for history purposes.

Management: Project Audit

Business Operations categories cover the primary business operations and business management functions impacting project performance. We use specific checklists to ensure full investigation of each area. Thorough root cause analysis uncovers business operations issues that will impact other projects run in that area.

In many cases, this kind of audit could be performed as a basis for Information Analysis where the present situation and the desired situation are outlined in detail. Of course in the case where a project has not been preceded by an information analysis. And that happens more often than not!

So, the following summarizes project audit to be applied to already running projects.

1.    Project Integration & Project Planning: focused on the planning elements and the cohesive integration of the project management system.

Project plan development - Is there an integrated plan that addresses all required elements? (See minimum requirements defined by TSP and GlobalPM)

Project plan execution - Is the project plan used to manage all project resources?

Project plan execution - Is the plan used to control cost, schedule and performance to requirements?

Overall Change Control - Does the process manage integration of scope, schedule, cost, quality, risk and contract changes, and result in appropriate project plan changes?

2.    Project Scope Management: defines and controls the work to be done in the project. Initiation - Is the Project Charter defined and understood by all stakeholders?

Initiation - Is the PM assigned and positioned appropriately with all stakeholders?

Scope Planning - Is the Statement of Work defined and agreed upon?

Scope Definition - Does a Work Breakdown Structure cover the entire scope of work?

Scope Definition - Is there traceability from the contract through all applicable project plans?

Scope Verification - Has the Statement of Work been formally documented and accepted? Scope Change Control - Has the change control process been defined and followed?

Scope Change Control - Does the PM have a current copy of the contract?

Scope Change Control - Was the contract in place before the start of project work?

3.    Project Time Management: focuses on estimating and ensuring timely completion of project work.

Activity Definition - Does the WBS contain appropriate detail and full definition of all activities?


Activity Sequencing - Are all activity dependencies and sequencing identified in the plan? Activity Duration Estimation - Are time estimates based upon the activities in the WBS?

Activity Duration Estimating - Were duration estimates based upon sound methods or experience?

Schedule Development - Does the schedule reflect activity sequence, duration & resource availability?

Schedule Development - Can the PM define the current critical path?

Schedule Control - Are all change requests analyzed against schedule impact?

4.    Project Cost Management: focuses on estimating & ensuring completion of project work within budget.

Resource Planning - Are all resource requirements defined for all activities in the WBS (people, equipment & materials)

Cost Estimating - Are the costs of each resource known?

Cost Budgeting - Are complete costs allocated to each activity in the WBS?

Cost Budgeting - Was the cost baseline established and reflected in The Company proposal and presale planning?

Cost Control - Are cost estimates kept current and reflect change control?

Cost Control - Does the project use integrated schedule and cost management (Earned Value)?

Cost Control - Can the PM provide an Estimate at Completion?

5.    Project Quality Management: focus on the quality policies, objectives and responsibilities. Quality Planning - Is the Quality management plan current and relevant to the project? Quality Planning - Do all project team members understand how to satisfy the quality policies?

Quality Assurance - Does the project include a means to evaluate overall performance on a regular basis?

Quality Control - Are test and acceptance procedures for project deliverables identified and followed?

Quality Control - Are all deliverables tested before delivery to the customer?

6.    Project Human Resource Management: processes to make the best use of all project stakeholders.

Organizational Planning - Are all roles and responsibilities understood and documented in an OBS?

Organizational Planning - Is there a Responsibility Assignment Matrix linking all tasks to the resource?

Staff Acquisition - Is all project staff assigned and committed by both inside and outside organizations?

Team Development - Have all team members received appropriate training and development?


Team Development - Is project performance / recognition linked to the team”s performance appraisals?

7.    Project Communications Management: includes the processes to ensure sharing of information among all project stakeholders.

Communications Planning - Is there a procedure for communicating with the customer? Communications Planning - Is there a procedure for all communications with all other stakeholders?

Information Distribution - Is the PM Information System adequate for timely sharing of information?

Performance Reporting - Is there adequate project status, progress and forecast reporting? Administrative Closure - Is there formal acceptance and documentation of milestone completion?

Administrative Closure - Is there a means to archive project documentation & share lessons learned?

8.    Project Risk Management: focus on process to identify, analyze and respond to positive and negative risk events.

Risk Identification - Were sources of risk identified as part of pre- and post-sale project planning?

Risk Quantification - Were risks evaluated, prioritized, examined for interaction?

Risk Response Development - Does the risk management plan outline opportunities, contingencies, risk reserve, mitigation strategies for key risk events?

Risk Response Development - Do the proposal, contract, project plans reflect appropriate mitigation?

Risk Response Control - Is the Risk Management Plan executed and kept current?

9.    Project Procurement Management: focus on acquisition of goods and services from outside the local project organization.

Procurement Planning - Did project planning include an analysis of what to procure, when and why?

Solicitation Planning - Were formal requirements defined and potential sources identified? Solicitation Planning - Is the subcontracting consistent with The Company opportunity and risk assessment?

Solicitation Planning - Is the subcontract aligned properly with The Company”s contract with the customer?

Solicitation - Was there a process to obtain quotes or proposals from multiple suppliers? Source Selection - Was there a formal evaluation process used to select suppliers?

Contract Administration - Does the subcontract adequately specify SOW, cost/schedule control, change and quality management procedures?

Contract Administration - Does the PM (or a designate) manage the relationship with the suppliers?

Contract Close-Out - Are formal acceptance criteria defined and used to manage suppliers?


10.    External Process Support: Focus on how the surrounding The Company business processes support this project.

Funnel/Sales Management - When and how was the PM engaged in TSP for this project? Funnel/Sales Management - Was the PM involved in Account Planning and presale planning?

Funnel /Sales Mgmt - Was there an effective risk assessment and Bid/No Bid process for this project?

Funnel/Sales Management - Was the PM involved in cost estimating and pricing of this opportunity?

Backlog/Resource Mgmt - Is there an effective process for identifying and obtaining project resources?

WIP/Proj. Mgmt. - Does the PM have accountability for all goods and services in this project? WlP/Results - Flow is PM performance measured? Are the organization and project metrics consistent?

Wl P/Results - Can the PM obtain project performance information from F & A and other orgs.?

WIP/Results - Is the project reporting adequate to communicate status to The Company management?

Results - Does the PM manage customer billing?

11.    External Organizational Support: Focus on how the surrounding The Company organizations

support this project.

PMO - Was the PM assigned to project this at the appropriate time and with the appropriate authority?

PMO - Can the PM get the required support for administrative and F & A functions?

PMO - Can the PM get adequate support for project start-up, risk assessment and audit functions?

The Company Interface - Does the PM have appropriate interfaces into other PS and The Company organizations providing resource to this project?

The Company Interface - Is the PM properly position with the Sales team?

12.    Tools and Infrastructure: Focus on the effectiveness and efficiency of tools and systems. PMIS -Are the tools used internal to the project (the Project Management Information System) effective?

Time & Activity - Are there effective tools for time tracking and reporting back into the PM?

Time and Activity - Is time tracked according to project plan cost accounts?

Cost tracking - Are there effective tools for cost tracking and reporting actuals back to the PM?

Schedule Tracking -Are there effective tools for schedule plan and tracking?

Billing - Is there an effective tool for managing customer billing as a function of the contract


and plan? ?

Resource Management - Is there adequate systems for resource management?

Technical Solution Management: This category focuses on the adequacy of the technical deliverables from this project. It also investigates the procedures in place guiding the analysis, design, development and deployment of all deliverables.

13. Technical Solution Management:

Definition - Is there an adequate functional description of the project deliverables?

Definition - Have formal requirements documents been reviewed and approved with the customer?

Analysis - Have formal specification documents been reviewed and approved with the customer?

Design - Have all applicable design documents (functional decomposition, detailed design, etc.) been reviewed and approved?

Development - Is there an appropriate development / deployment process in place? Development - Is there a configuration management process in place, linked to the overall project change control process?

Quality - Is the product quality assurance linked to the overall project quality management system?

Quality -Have these deliverables been independently reviewed?

The Project Manager should plan this audit activity, and include it in their WBS and Quality Assurance plans.

Audits of the project management system can occur at various times. It is recommended that the project be reviewed at significant milestones, such as:

-    at the completion of pre-contract planning, before submitting a customer proposal

-    after post-contract planning, before establishing a project baseline

-    at major milestones or between project phases

-    anytime project cost, schedule or quality metrics exceed acceptable variances.

Management: Project Planning

Project Integration & Project Planning : integrated plan that addresses all required elements, used to manage all project resources and to control cost, schedule and performance to requirements as well as integration of scope, schedule, cost, quality, risk and contract changes, resulting in appropriate project plan changes.

Project Scope Management: defines and controls the work to be done in the project, to ensure that it is understood by all stakeholders, the PM assigned and positioned appropriately with all stakeholders, the Statement of Work is defined and agreed upon, the Work Breakdown Structure covers the entire scope of work, there is traceability from the contract through all applicable project plans, the Statement of Work been formally documented and


accepted, the change control process has been defined and followed, the PM has a current copy of the contract, and the contract is in place before the start of project work Project Time Management: estimating and ensuring timely completion of project work, by ensuring that the WBS contain appropriate detail and full definition of all activities, all activity dependencies and sequencing are identified in the plan, time estimates based upon the activities in the WBS, duration estimates based upon sound methods or experience, the schedule reflects activity sequence, duration & resource availability, the current critical path can be defined, all change requests are analyzed against schedule impact Project Cost Management: estimating & ensuring completion of project work within budget, all resource requirements are defined for all activities in the WBS (people, equipment & materials), the costs of each resource are known, complete costs are allocated to each activity in the WBS, the cost baseline is established and reflects the proposal and presale planning, cost estimates are kept current and reflect change control, the project uses integrated schedule and cost management (Earned Value), the PM can provide an Estimate at Completion

Project Quality Management: focus on the quality policies, objectives and responsibilities, ensuring that Quality management plan is current and relevant to the project, all project team members understand how to satisfy the quality policies, the project includes a means to evaluate overall performance on a regular basis, test and acceptance procedures for project deliverables are identified and followed, all deliverables are tested before delivery to the customer

Project Human Resource Management: processes to make the best use of all project stakeholders, overseeing that all roles and responsibilities are understood and documented in an OBS, a Responsibility Assignment Matrix links all tasks to the resources, all project staff is assigned and committed by both inside and outside organizations, all team members receive appropriate training and development, project performance / recognition is linked to the team’s performance appraisals

Project Communications Management: includes the processes to ensure sharing of information among all project stakeholders and to see that there is a procedure for communicating with the customer, and a procedure for all communications with all other stakeholders, and that the PM Information System is adequate for timely sharing of information, there is adequate project status, progress and forecast reporting, formal acceptance and documentation of milestone completion, and a means to archive project documentation & share lessons learned

Project Risk Management: to identify, analyze and respond to positive and negative risk events, to oversee whether sources of are risk identified as part of pre- and post-sale project planning, risks are evaluated, prioritized, examined for interaction, and whether the risk management plan outlines opportunities, contingencies, risk reserve, mitigation strategies for key risk events, and to ensure that the proposal, contract, project plans reflect appropriate mitigation, and that the Risk Management Plan executed and kept current Project Procurement Management: to ensure that project planning includes an analysis of


what to procure, when and why, that formal requirements are defined and potential sources are identified, that the subcontracting is consistent with the opportunity and risk assessment, that the subcontract is aligned properly with the contract with the customer, that there is a process to obtain quotes or proposals from multiple suppliers, that there is a formal evaluation process used to select suppliers, that the subcontract adequately specifies SOW, cost/schedule control, change and quality management procedures, that the PM (or a designate) manages the relationship with the suppliers, that formal acceptance criteria are defined and used to manage suppliers

External Process Support: to know when and how was the PM engaged for the project, whether the PM was involved in account planning and presale planning, whether there is an effective risk assessment and Bid/No Bid process for the project, whether the PM was involved in cost estimating and pricing of the opportunity, whether there is an effective process for identifying and obtaining project resources, whether the PM has accountability for all goods and services in this project?, whether the organization and project metrics are consistent, the PM an obtain project performance information from the organization, whether the project reporting is adequate to communicate status to the management, whether the PM manages customer billing

Technical Solution Management: to oversee that there is an adequate functional description of the project deliverables, that formal requirements documents been reviewed and approved with the customer, that formal specification documents been reviewed and approved with the customer, that all applicable design documents (functional decomposition, detailed design, etc.) been reviewed and approved, that there is an appropriate development / deployment process in place, that there is a configuration management process in place, linked to the overall project change control process, that the product quality assurance is linked to the overall project quality management system, and that the deliverables have been independently reviewed

Tools and Infrastructure : to ensure the effectiveness and efficiency of tools and systems, and that the tools used internal to the project (the Project Management Information System) are effective, and that there are effective tools for time tracking and reporting back to the PM, and that time is tracked according to project plan cost accounts, and that there are effective tools for cost tracking and reporting actuals back to the PM, and that there are effective tools for schedule plan and tracking, and that there is an effective tool for managing customer billing as a function of the contract and plan, and that there are adequate systems for resource management

External Organizational Support: focus on how the surrounding organizations support this project, and whether the PM is assigned to project this at the appropriate time and with the appropriate authority, and whether the PM gets the required support for administrative and financial functions, and whether the PM gets adequate support for project start-up, risk assessment and audit functions, and whether the PM have appropriate interfaces into the organizations providing resource to this project, and whether the PM is properly positioned with the Sales team


Management: Statement Of Work - Guidelines COMPANY CORPORATION STATEMENT OF WORK GUIDELINES

Insert COMPANY’S resources needed for this project, if known, (e.g., MySQL programmers).

Insert Customer’s resources needed for this project, if known, (e.g., Subject Matter Experts).

Define specifically and clearly what is being delivered. This should mirror what is stated in Section 1.0 Project Scope but should provide more details about only the deliverables. If this SOW is for a defined Solution, use the appropriate Solution SOW template to define the Deliverables.

This section must include not only a description of the Deliverables, but milestones for completion, acceptance testing, and payment. Use - and reference - all need to be complete and consistent with one another. If services are to be performed on a time and material basis, state the hourly rates and any other pertinent details.

You must identify any specific items of the Deliverables in which the customer will retain ownership of copyrights as “Custom Deliverables.” Identify these items in detail, indicating module names and version numbers if applicable, and stating whether the ownership extends to source and object code, or to object code only. If the Customer has the right to sublicense or distribute the Deliverables to third parties (which should be the exception, not the rule), state so here. If there are no Custom Deliverables, include the following line: “Custom Deliverables: None.”

Insert the total price. Different payment schedule if appropriate, but be aware of the revenue recognition implications of any changed payment structure. In lieu of stating the amount due, you can attach a Sales and Order record to this Statement of Work and fill in this blank. In any event, it is necessary to have a detailed schedule of when billings will occur - it is acceptable to refer to payment milestones identified.

Note: It will not be possible to recognize revenue for the project until the expiration of this two week period, unless the Customer waives the evaluation period in writing.

STATEMENT OF WORK

Your Name

Project Name

The following constitutes the Statement of Work between COMPANY Corporation (”


COMPANY”) and You (“Your name in shortened format”) for contractual services provided to You for the Project Name, and supplements (a) the Master (or “Universal”) Agreement between the parties dated “Master Agreement”), and (b) the Professional Services Addendum between the parties dated (“Addendum”). Neither COMPANY, nor those acting on its behalf, will be liable for any decisions made by You or those acting on your behalf in the development of any systems, products, or software solutions, unless COMPANY accepts such decision in writing.

I.OPROJECT SCOPE

This document contains details of the plan

2.0TERM

Service delivery will begin on , 20_, (“Start Date”) and is currently estimated to be completed

by , 20_, (“End Date”). The Start Date and/or End Date may be delayed due to delays in

executing this Statement of Work, availability of required hardware and software, availability of your personnel, or changes to the Project Scope or functional specification. In addition to schedule changes, changes in the Project Scope or functional specification may result in additional charges.

3.0PERSONNEL

3.1 COMPANY Project Manager - COMPANY will appoint a Project Manager who will be responsible for overall management of COMPANY’S (and COMPANY’S contractors, if any) portion of the project. The Project Manager will work with COMPANY and your personnel to perform project reviews, work with representatives of COMPANY and You to accomplish the tasks outlined in this Statement of Work, manage day-to-day project activities, and serve as COMPANY’S single point of contact with respect to interfacing with You.

3.2Your Project Manager - You will designate a Project Manager who will be regularly available to meet with You and COMPANY personnel on matters pertaining to this project.

This individual will procure, manage and direct your resources as requested by the COMPANY Project Manager and as defined in this Statement of Work. Your Project Manager will serve as your single point of contact when interfacing with COMPANY regarding the project described by this Statement of Work.

3.3 COMPANY Resources - COMPANY will, in its sole discretion, determine the number of personnel, and the appropriate skill sets, necessary to complete this project. COMPANY has identified the following initial resource levels for this project, such levels are subject to change by COMPANY:

3.4Your Resources - You agrees to appoint the following resources to this Project. You acknowledge that these resources are necessary if the project is to be completed in the time, and for the price, established in this Statement of Work.


4.0 COMPANY’S RESPONSIBILITIES


4.1    COMPANY will perform the services as described in this Statement of Work and its attachments, if any.

4.2    COMPANY will conduct Project Updates with You as defined in Exhibit A, “Project Update/Communications.”

4.3    COMPANY will assign a Project Manager, allocate appropriate resources, and use all commercially reasonable efforts to avoid delay in the schedule.

5.0YOUR RESPONSIBILITIES

5.1    You will provide COMPANY personnel and third party vendors with safe and reasonable access, working space and facilities, including heat, light, ventilation, electric current and outlets, and local telephone extensions.

5.2You will provide access to your network(s) and system(s), as necessary, to allow COMPANY to perform the contracted Services.

5.3You will assign a Project Manager, allocate appropriate resources, and use all commercially reasonable efforts to avoid delay in the schedule.

6.0DELIVERABLES

The following item(s) will be delivered to You under this Statement of Work:

7.0PAYMENT SCHEDULE

7.1    The price for products and services to be provided by COMPANY under this Statement of Work will be .

7.2Unless otherwise agreed in writing, COMPANY will invoice you at the completion of each milestone identified. Charges for services performed on a time and material basis will be invoiced monthly. You will pay all invoices in accordance with the Master Agreement.

8.0CHANGE CONTROL PROCESS

8.1    The Change Control Process governs changes to the project scope during the life of the project. The purpose of this process is to standardize and optimize the evaluation, testing, and installation of new features and functionality during the project. The process will apply to new components and to enhancements of existing components. The Change Control Process will commence at the start of the project and will continue throughout the project’s duration. Additional procedures and responsibilities may be outlined by the Project Manager, mutually accepted by both the COMPANY and your Project Manager, and included in the baseline project plan.

8.2A Change Request will be the vehicle for communicating any desired changes to the project. It will describe the change, the reason for the change, and the effect the change may


have on the project. The Project Manager of the requesting party will submit a written Change Request to the Project Manager for the other party. The other party will formulate an initial response substantially in the form of Exhibit B-2.

8.3Both COMPANY and You will review the proposed Change Request and approve it for further study or reject it. The costs for the study, if any, will be agreed upon by both COMPANY and You. If the study is agreed to, both COMPANY and You will sign the Change Request as defined in Exhibit B attached hereto. This approves only the study and its related costs. The results of the study will be used to determine the effect that the implementation of the Change Request will have on the cost and schedule of the project.

8.4Both COMPANY and You must sign the approval portion of the Change Request to authorize the implementation of any change that affects the Project’s scope, schedule, or price.

9.0ACCEPTANCE CRITERIA

9.1 Prior to COMPANY delivering services under this Statement of Work, your Project Manager must approve acceptance criteria and testing procedures (“Acceptance Criteria”) which will govern both parties. If payment is to be made as agreed-upon milestones are reached, the Acceptance Criteria will include criteria and procedures applicable to each milestone. If services are being provided on a time and material basis, no Acceptance Criteria shall apply, and the services shall be deemed accepted when performed.

9.2Deliverables will be considered accepted when each of the objectives in the Acceptance Criteria has been met. Your Project Manager will complete an acceptance form for either interim Milestones or project completion, as appropriate.

9.3An evaluation period of up to two (2) weeks may be utilized for review and final acceptance of the Deliverables. Deliverables will be considered accepted if You do not reject them prior to the expiration of this period.

10.0ORDER OF PRECEDENCE

This Statement of Work, together with its exhibits, the Addendum, and the Master Agreement, states all of the rights and responsibilities of, and supersedes all prior oral and written communications, between COMPANY and You regarding this project. In the event of any conflict, the order of precedence shall be (a) exhibits to this Statement of Work; (b) this Statement of Work; (c) the Addendum, and (d) the Master Agreement.

Agreed and Accepted:

You COMPANY Corporation


By:By:


Printed:Printed:


Title:Title:

Date: Date:

EXHIBIT A

PROJECT UPDATE /COMMUNICATIONS

COMPANY and You acknowledge that regular communication among and between the Parties is essential to the Project’s successful completion. The Parties agree that, in addition to normal, day-to-day communication, Project Updates will be held:

twice weekly (insert days of week meetings will be held on regularly)

weekly, every (insert day of week for regular update) bi-weekly, every other (insert day of week for regular update) at: insert start time of regular update via: on-site meeting held at (insert location) teleconference, which will be initiated by

Expected duration is hours/minutes. Both COMPANY’S and your Project Managers will determine who will participate in regular project updates.

The COMPANY Project Manager will issue minutes of the Project Updates. The minutes will include: attendee list, status of previously opened items, list of new items including person(s) responsible for resolution, and summary of the project’s overall status. Other items will be added as appropriate.

Other meetings, correspondence, etc., will occur as necessary. The regular Project Update is not intended to eliminate or replace any other forms of communication between the Parties.

Management: Customer Relationship Planning

CUSTOMER RELATIONS PLAN OUTLINE

Use the following outline to prepare a comprehensive Customer Relations Plan.

I.OPROJECT SCOPE

In this section, insert the project Scope Statement, or provide a brief summary of the project, including a description of work to be accomplished, the customer’s goals and objectives for the project, a high-level description of how goals will be met, and other pertinent information.


2.0CUSTOMER ACTIVITY PHASES


The customer activity phases should build upon each other. Particular attention should be paid to the transition points between phases, when responsibility for primary project contact changes.

2.1 Precontract Phase. Immediately after the decision is made to proceed with a proposal to close on the sales opportunity, the Project Manager and the Solution Sales Specialist (or Services Sales consultant) draft an initial Customer Relations Plan covering precontract planning, postcontract planning, implementation, and life cycle management (LCM).

Identify a member of the Project Team, ideally the Project Manager, to develop and track progress against the building of a sound, mutually beneficial customer/supplier relationship to support the project. This responsibility should be shared by an appropriate member of the Customer Sales Team.

Insert names and contact information for identified Project Team and Customer Sales Team representatives.

2.2Postcontract Phase. Major contact activities include conducting a customer kickoff meeting and finalizing the baseline Project Plan.

Insert description of responsibilities and procedures for customer contact during this phase. Include frequency of formal meetings, process for calling ad hoc meetings, and guidelines and contacts for casual interactions.

Insert contact information for major customer contacts during this phase.

2.3lmplementation Phase. Insert description of responsibilities and procedures for customer contact during this phase. Major contact activities include managing changes to the project, preparing and installing customer sites, training customer personnel, and performing customer testing and acceptance procedures. Include frequency of formal meetings, process for calling ad hoc meetings, and guidelines and contacts for casual interactions.

Insert contact information for major customer contacts during this phase.

2.4Close-Out Phase. Insert description of responsibilities and procedures for customer contact during Close-Out. Major contact activities include transitioning, satisfaction review, follow-up, and monitoring of process development

2.5Life Cycle Management. Insert description of responsibilities and procedures for customer contact during LCM. Every aspect of LCM is centered around customer contact, so this phase presents the greatest opportunity for nurturing customer satisfaction and building long-term relations. Include frequency of formal meetings, process for calling ad hoc meetings, and guidelines and contacts for casual interactions.

Insert contact information for major customer contacts during this phase.


3.0SCHEDULE


Insert major milestones and target dates for formal customer contact throughout the project. Management: Global Project Planning Global Project Planning Guidelines Description:

Global (or multinational) projects are inherently more complex than single-country engagements. The Project Manager must interface with more stakeholders and manage more complex plans, risks, and logistics than in a typical project.

Project Participants - Roles and Responsibilities:

The PM should ensure these groups are represented on their planning team, and that roles and responsibilities are clearly defined. The following section will outline some additional planning activities supported by these team members.

Global Account Management Consultants (GAM) from the Business Units GAM function

Support discovery of the customer’s global business requirements

Provide global business consultation and account planning support

Analyze projects and recommend appropriate transaction structure

Engage areas resources to support global opportunity

Monitor implementation of global opportunities

Act as an escalation point

Contract Managers (CM) / Law

Assist in developing an appropriate Statement of Work

Source expertise regarding disparate legal systems or contract content from the various participating countries

Review and help negotiate contract terms and conditions in the Master Agreement and addenda

Corporate Tax

Ensures VAT is properly addressed in the plans Manage Permanent Establishment (PE) risk Export Compliance

Validate compliance of proposed import/export transactions WCS Account Support Manager

Develops the global Account Support Plan and represents WCS Worldwide Field Operations (WFO) retains responsibility in the following areas. The GAM Consultant will help the PM identify a WFO representative to participate in risk assessment and planning for:


Assigning a Global Customer Identifier

Compensation

Contract Management

Order Processing

Invoicing

Global Selling Fee

Additional Project Management Considerations by TSP Phase:

Account Planning:

The GAM Consultant works with the Account Director to develop a Global Account Plan and get the project properly entered into the Global Account Management processes. The PM may participate, but in any case they should obtain account planning information at the beginning of Opportunity Qualification activities.

The GAM Consultant maintains current knowledge about COMPANY’S process and capabilities, and serves as an SME to the account and project team.

Opportunity Qualification:

All multinational projects are ‘complex’, and therefore require a PM to engage early in this TSP phase.

The PM identifies additional sources of project information, including:

Integrated Account Planning Global Account Addendum Holden ValuGuide

Customized Global Customer Requirements Questionnaire Global Virtual Account Team composition plan Global Opportunity Profile

The PM works with the GAM Consultant to identify appropriate members for a planning team, including sales and PM functions in the home and destination countries. They may include PS Project Managers, WCS PMs, or Implementation Coordinators, depending on project content and complexity.

The PM understands how the GAM Consultant and SSS have classified the opportunity according to an accepted Global Transaction Model. The PM considers the proposed activities, responsibilities and risk for:

Order management

Invoice generation and management

non-standard shipping and logistics

Staging

Import /export

Third parties involved in import or export process


The PM engages the entire team in the Risk Assessment. Refer to the list at the end of this document to help identify common risk events observed in multinational projects, and ensure mitigation strategies exist for each.

Support Global Bid Review as a member of the Bid Team

Project Plan / Proposal Development:

The PM leads the team in developing the WBS and preliminary project plan. This plan includes specific and unique logistics, order and billing activities resulting driven from the Global Transaction Model.

The PM solicits plan input from project management resources in each destination country, including WBS, risk, schedule and budget input.

Contract / Order Management Phase:

The PM must engage a Contract Manager to review the SOW, Master Agreement and Multinational/transactional Addendum. They ensure the contract addresses items such as:

Participating Affiliates - list, performance guarantee Pricing - price changed, freight, duties, taxes Orders — location

Invoicing and Payment - frequency, currency, location Warranty

Dispute Resolution — Arbitration Delivery / Installation Phase:

The PM ensures WFO-Operations Services has a process for administering all orders. This varies by transaction model, but typically involves the SSS forwarding orders to their counterparts in destination countries for processing. The GAM consultant can help validate the process, and further supports order processing by providing a Global Project and Pricing Notification letter.

The PM ensures their team creates a Global Installation Guide. Preliminary material should be provided throughout planning phases, and the final version distributed prior to implementation. The PM ensures each country has complete instructions for installation.

The PM establishes status tracking, and validates local resources are dispatched for the installation according to the project plan, and maintains the consolidated project implementation status.

If appropriate, the PM communicates with Corporate Tax regarding Permanent Establishment risk if goods are being staged in an intermediate country.

The PM ensures the ASM is appropriately transferring Warranty credits as appropriate.


The PM obtains documented customer acceptance from each country.

The PM notifies WFO-Operations Services to prepare invoices in each destination country. The manage special provisions to aggregate and forward the invoices to a named COMPANY contact if central billing is required by the customer.

Invoicing / Customer Satisfaction Phase:

The PM ensures invoices are issued and forwarded to the appropriate parties.

Management: Project Risk Assessment Introduction

The Project Opportunity and Risk Assessment is designed to support the assessment of project viability before committing the resources required to develop a Project Plan and customer proposal. It is to be completed by the sales representative closest to the customer project under evaluation, with the concurrence of the Project Management organization or equivalent.

The model provides a high-level, “first pass” evaluation of the risks associated with a project.

It will help the Customer Sales Team and management determine which opportunities to concentrate on and which risks must be managed to ensure project success. It is meant to provide guidance and assistance in making a bid/no bid decision.

Note: If the Customer Sales Team completes this analysis as part of another process, the Project Manager need not duplicate it here. The Project Manager should instead participate in that analysis and ensure all risks are identified for inclusion in the Project Qualification Report (PQR).

The Process

The process for assessing the opportunity and risk using the Project Opportunity and Risk Assessment involves three basic steps:

Evaluating the opportunity. A series of ten questions on Opportunity Analysis are to be answered, with a score for each to be calculated. The questions have been weighted on a scale of 1 (low weight) to 5 (high weight) in terms of their relative importance to each other. This score is calculated by multiplying the raw score (Opportunity Factor (O)) by the pre-established weight value (W). After each question has been scored, a total opportunity score is calculated by adding the individual question scores. The total is then entered in the space provided for the Total Opportunity Analysis Score.10).

Evaluating the risk.

A series of eleven questions on Risk Analysis are to be answered, with a score for each to be


calculated. The score is calculated by multiplying the raw score (Risk Factor (R)) by the pre-established weight value (W). The total risk score is then calculated and entered in the space provided for the Total Risk Analysis Score.

Mapping the opportunity and risk scores to the model.

The total scores for opportunity and risk are plotted on the matrix provided within the model. The location of this score on the matrix helps determine the quality of an opportunity and indicates the level of risk to be managed to ensure project success.

Timing

The questions provided in this tool can be applied to a project at any time during the sales cycle before issuing a proposal to the customer. However, the complete process is intended to be used primarily when the project requirements are defined with such detail that the customer could issue a request for proposal (RFP) or similar instrument. The process may be especially helpful when evaluating an unsolicited RFR The model has been designed to be completed by a Core Team within a few hours.

Interpreting the Results

After the scores have been mapped on the model’s matrix, the Customer Sales Team and the Project Manager or equivalent can determine the next appropriate step. Normally, a meeting with management is held to review the opportunity.

This meeting should include management representation from each organization that would perform a detailed assessment, develop a Project Plan, and provide input to the customer proposal. These same organizations will ultimately be responsible for project execution if the bid is won.

If the project assessment is unfavorable, the Customer Sales Team, in conjunction with the Project Manager or equivalent, may search for ways to improve the opportunity and/or reduce the risk before presenting the opportunity to management. Alternatively, the Customer Sales Team, with concurrence from the Project Manager or equivalent (and management as appropriate), may conclude the opportunity should be declined.

Use the following outline to prepare a comprehensive Risk Management Plan:

I.OPROJECT SCOPE

Insert the Scope Statement, or provide a brief summary of the project, including a description of the work to be accomplished, a description of the customer’s goals and objectives for the project, a general description of how the project will be accomplished, and other pertinent information that will provide a good overview of the project.


2.0RISK EVENT DESCRIPTIONS AND EVENTS


Determine the business and financial risks of the project, and, for each element of the WBS, identify any major risks involved in that element. Complete Risk Event Description and Risk Event Results. Reference or include a copy of the WBS in this section. The process is carried out as follows:

2.1 Identify Risks.

Identify business and financial risks associated with the project. For each element of the WBS, identify any major risks associated with that element. For more information on risk identification, refer to the guide Risk Management. Complete a Risk Event Description form for each risk event identified, or use another method of documentation.

2.2Analyze Risks and Calculate the Weighted Cost Impact.

In analyzing the risks, make the assumption that the risk event identified will occur. Think in terms of the remedial activity that will need to take place to rectify the occurrence of the risk event. Using the same guidelines used in calculating the cost of the WBS elements, calculate the rectification cost (impact) without any form of “padding” or risk adjustment. Analyze the risk event and apply a weighting to the impact on a scale of 1 through 5 as follows:

Weight 1: Flas little potential to cause disruption of schedule, costs, or performance (quality). Increase the impact by 5 percent.

Weight 2: May cause minor disruption of schedule, costs, or performance (quality). Increase the impact by 10 percent.

Weight 3: May cause some disruption of schedule, costs, or performance (quality). Increase the impact by 15 percent.

Weight 4: May cause major disruption of schedule, costs, or performance (quality). Increase the impact by 20 percent.

Weight 5: Could cause significant serious disruption of schedule, costs, or performance (quality). Increase impact by 25 percent.

Finally, estimate the probability of the event occurring as a percentage (between 0.01 and 0.99), and calculate the weighted cost impact as follows:

(Cost Impact + Cost Impact Increase) x Probability of Occurrence = Weighted Cost Impact Example: For a risk event with an estimated cost impact of $2,750, a weight of 4, and probability of occurrence at 85 percent:

($2,750 + $550) x 0.85 = $2,805

2.3ldentify High-Risk Events. If a specific risk event has greater than 75 percent probability and/or the weighted cost impact is greater than 10 percent of the total project cost, the risk event is by definition a high-risk event. For each high-risk event, create a separate and unique


WBS element that identifies the work required and the weighted cost impact required to rectify the occurrence of the high-risk event. This WBS element must be flagged as a high-risk event element as distinct from a normal WBS element.

2.4Develop Mitigation Strategies. Determine potential strategies for mitigating the risk—either avoiding it, controlling it, or transferring it to another party. Assuming the risk consequences is also a potential mitigation strategy, but it is the least desirable. Evaluate the potential cost impact of the mitigation strategy and reflect that impact in the risk budget.

2.5Establish the Risk Budget. Each high-risk event will become a line item in the risk budget. The other risk events should be accumulated and used to establish the managerial reserve.

An amount for contingency, or those events and circumstances not anticipated in any way, should be calculated based on experience. These amounts together become the risk budget portion of the Project Budget. The risk budget should be margined at the same rate as the Project Budget to establish the budget at selling price. This then is presented to the customer in the proposal as the project price.

3.0RISK REASSESSMENT PLAN

Identify the major reassessment points for this project, and ensure that those reassessment points are identified in the Project Plan. At minimum, high-risk events should be reassessed at the following times:

Whenever major changes occur in the project or its environment

Before major decision milestones

Periodically, according to a predetermined schedule

4.0RISK MANAGEMENT TIMETABLE

Indicate the timetable for risk management activities. Ensure that the key events are also reflected on the Project Schedule. Major milestones include the following:

Completion of risk identification and analysis Risk prioritization

Completion of mitigation strategy development Incorporation into Project Plan and WBS Key reassessment points Documentation of risk results

Management: Document Management Data Model - Sample Document Data Model - Sample

This is a sample data model - Document Management System


1.1 Annotation 11


Key Field name Data-type Format

P Document number Character x(20)

P Document sheet number Numeric 999 P Document sheet ext. revision number Numeric 99 P Document sheet int. revision number Character x(3) P Document issue status Character x(5)

P Resource code Character x(6)

Date annotation Date 99/99/9999 Description memo

1.2    Approvals cycle

Key Field name Data-type Format

P Document type Character x(5)

P Document issue status Character x(5)

P Function code Character x(5)

Note: Function is the approver/reviewer assigned Approval/review description Character x(25)

Date valid from Date 99/99/9999 Date valid until Date 99/99/9999

1.3    Approverreviewer13

Key Field name Data-type Format

P Document number Character x(20)

P Document sheet number Character X(4)

P Document sheet ext. revision number Numeric 99 P Document sheet int. revision number Character x(3) P Document issue status Character x(5)

P Resource code Character x(6)

Date approval/review Date 99/99/9999 Approval/review result memo

1.4    Area14

Key Field name Data-type Format

P Project number Numeric 9(5)

P Plant number Numeric 99 P Area code Character x(2)

Area description Character x(40)


1.5 Author15


Key Field name Data-type Format

P Document number Character x(20)

P Document sheet number Character X(4)

P Document sheet ext. revision number Numeric 99 P Document sheet int. revision number Character x(3)

P Resource code Character x(6)

Date modified Date 99/99/9999 Time modified Numeric 99:99:99 Description memo

1.6    Distribution 16

Key Field name Data-type Format

Project number Numeric 9(5)

P Distribution schedule code Character x(5)

P Document type Character x(5)

P Function code Character x(5)

Number of copies Numeric 999 Number of originals Numeric 999 Purpose Character x Reviewer Y/N Character x Reduced size Y/N Character x

1.7    Distribution schedule 17

Key Field name Data-type Format

Project number Numeric 9(5)

P Distribution schedule code Character x(5)

P Date valid from Date 99/99/9999 Date valid until Date 99/99/9999

1.8    Document 18

Key Field name Data-type Format

Project number Numeric 9(5)

Document class code Character x(5)

Document type Character x(5)


P Document number Character x(20)

Group code (owner) Character x(5)

Equipment number Character x(16)

Client document number Character x(20)

Area code Character x(2)

Document title Character x(60)

Document subject Character x(60)

Document confidentiality level Character x

Creation date Date 99/99/9999

Creation time Numeric 99:99:99

Resource code (Originator-created by) Character x(6)

Number of sheets Numeric 9(5)

Time spent Numeric 99:99

Percentage complete (AMW) Numeric 999

Milestone percentage Numeric 999

Document sheet prom, delivery date Date 99/99/9999

Scheduled official issue date Date 99/99/9999

Document external revision number Numeric 999 Document external revision date Date 99/99/9999 Document internal revision number Character x(3) Document internal revision date Date 99/99/9999 Document issue status Character x(5)

Document issue status date Date 99/99/9999 Document issue status description Character x(25)

-DMS attributes-

Document template Character x(15)

Document language Character xx Document subject 1 Character x(60)

Document subject 2 Character x(60)

Reference addressee Character x(60)

Reference sender Character x(20)

Date document heading Date 99/99/9999

Addressee name Character x(40)

Addressee contact Character x(40)

Address

Address street-name Character x(40)

Address zip-code Character x(10)

Address city Character x(30)

Address country code Character xxx Phone number Character x(25)


Fax number Character x(25)

Telex number Character x(25)

Various DMS purposes field 1 Character x( 15)

Various DMS purposes field 2 Character x(15)

Various DMS purposes field 3 Character x(15)

Various DMS purposes field 4 Character x(15)

Various DMS purposes field 5 Character x(15)

Various DMS purposes field 6 Character x(15)

Distribution Character X(4er x(25), Indefinite list

Note: Additional DMS fields may be required for replacement of DMS.

Note: The document number is defined by the numbering logic as defined in the

requirements. This means e.g. for drawings

Drawing number

Document prefix Character xx

Document size Character x

Originating office document Character x

P Job number Numeric 99999

P Area code Numeric x(2)

P Document sequence number Numeric 999 P Document id number Character x

Note: Document template refers to the picklist of predefined templates (macros) used to create the document in the right format.

Note: Country code is related to an picklist containing all Country codes (Character xxx) and the related Country names (Character x(35)

Note: The various DMS purposes fields are ‘general datafields’ which must be filled with specific data depending on the document template that will be used.

1.9    Document class19

Key Field name Data-type Format

Project number Numeric 9(5)

P Document class code Character x(5)

Subclass code Character x(5)

(Document class code (subclass of))

Document numbering logic Numeric 99

1.10    Document numbering logicllO Key Field name Data-type Format


P Document numbering logic Numeric 99 Description numbering system Character x(25)

Note: All attributes should be added here, relevant for the described numbering systems. This means a.o. that

-all components of the document numbers must be identified

-per components the picklist, numbering sequences etc must be identified

1.11    Document relationl 11

Key Field name Data-type Format

P Document relation code Character xx P Document number (has relations with) Character x(20)

P Document number (is related to) Character x(20)

Date valid from Date 99/99/9999 Date valid until Date 99/99/9999

1.12    Document relation type112

Key Field name Data-type Format

P Document relation code Character xx Document relation description Character x(25)

1.13    Document representations

Key Field name Data-type Format

P Document number Character x(20)

P Document sheet number Character X(4)

P Document sheet ext. revision number Numeric 99 P Document sheet int. revision number Character x(3)

P Document issue status Character x(5)

P Document representation type Character x P Location Character x(20)

File creation date Date 99/99/9999

Note: One document sheet may be available in multiple representations (eg. DWG-file, TIFF file and paper).

1.14    Document representation type114 Key Field name Data-type Format


P Document representation type Character x Document representation description Character x(25)

1.15    Document sheet 115

Key Field name Data-type Format

P Document number Character x(20)

P Document sheet number Character X(4)

Client sheet number Character X(20)

Document sheet title Character x(60)

Document sheet subject Character x(60)

Document sheet scale Character xxxxxx

Document sheet size Character x

Document sheet startdate (AMW) Date 99/99/9999

Document sheet prom, delivery date Date 99/99/9999 Scheduled official issue date Date 99/99/9999

1.16    Document sheet revision116

Key Field name Data-type Format

P Document number Character x(20)

P Document sheet number Character X(4)

P Document sheet ext. revision number Numeric 999 Document sheet ext. revision date Date 99/99/9999 P Document sheet int. revision number Character x(3)

Document sheet int. revision date Date 99/99/9999 Document revision description Character x(25)

Note: The document revision description is default filled with the Document status from the latest sheet revision

1.17    Document sheet revision status117

Key Field name Data-type Format

P Document number Character x(20)

P Document sheet number Character X(4)

P Document sheet ext. revision number Numeric 99 P Document sheet int. revision number Character x(3)

P Document issue status Character x(5)

Document issue status date Date 99/99/9999 Document issue status description Character x(25)

Document issue purpose Character x(5)


Milestone percentage Numeric 999 Percentage complete Numeric 999

1.18    Document issue status type118

Key Field name Data-type Format

P Document issue status type Character x(5)

P Document class code Character x(5)

Document status description Character x(25)

Default percentage complete Character x(3)

1.19    Document type119

Key Field name Data-type Format

Project number Numeric 9(5)

P Document class code Character x(5)

P Document type Character x(5)

Document type title Character x(60)

Project filing code Character 99.99.99 Group code Character x(5)

Task category Character x Document type purpose Indefinite field Document type contents Indefinite field Size Character x Tool to create Character x(10)

Start range doc. sequence nr Character x(4)

Start range doc. sequence nr Character x(4)

Flas sheets Y/N Character x Document retention years Numeric 9(2)

Note: Tool to create describes the toolsoftware wherein the document is/will be created and may be used to launch the appropriate software.

1.20    Equipment120

Note: The possibility to create a relation between equipment and documents is a future

requirement of the EPC

Project.

Key Field name Data-type Format

P Equipment number Character x(16)

Project number Numeric 9(5)

Plant number Numeric 99


Area code Character x(2)

Unit number Numeric x(4)

Equipment description Character x(25)

1.21    EquipmentDocument description121

Note: The possibility to create a relation between equipment and documents is a future requirement of the EPC Project.

Key Field name Data-type Format

P Equipment number Character x(16)

P Document number Character x(20)

1.22    Function122

Key Field name Data-type Format

Project number Numeric 99999 Resource code Character x(6)

P Function code Character x(5)

Function description Character x(25)

Valid from date Date 99/99/9999 Valid until date Date 99/99/9999

1.23    Keyword 123

Key Field name Data-type Format

P Keyword Character x(25)

1.24    Keyword Document124

Key Field name Data-type Format

P Keyword Character x(25)

P Document number Character x(20)

Resource code Character x(6)

(keyword assigned by)

1.25    Location125

Note: Physical location of a representation of a document (sheet revision status), e.g. vault, directory etc.

Contents-necessity needs to be defined yet.

Key Field name Data-type Format


P Location code Character X(20) Location description Character x(25)

1.26    Plant126

Key Field name Data-type Format P Project number Numeric 9(5)

P Plant number Numeric 99 Plant name Character x(15)

Plant description Character x(30)

1.27    Project127

Key Field name Data-type Format

P Project number Numeric 9(5)

Project Name Character x(30)

Project description Character x(100) Project start date Date 99/99/9999 Project end date Date 99/99/9999

Client name Character x(25)

Project location Character x( 15)

Project manager Character x(25)

Project address Character x(40)

Project zip-code Character x(10)

Project city Character x(30)

Project Country Character x(35)

Project phone number Character x(25) Project fax number Character x(25) Project telex number Character x(25)

1.28    Project filing index128

Key Field name Data-type Format

P Project filing index Group code Character x(5)

Project file number Character xx.xx.xx Project filing description Character x(25) Retention period (years) Numeric 99


1.29 Resource129


Note: Synonyms of resource are addressee’s entity, owner, authority entity, originator, author

Key Field name Data-type Format

Group code Character X(5)

P Resource code Character x(6)

Resource name Character x(35)

Resource name initials Character x(5)

Resource name in-between Character x(6)

Function

Address

Address street-name Character x(40)

Address zip-code Character x(10)

Address city Character x(30)

Address country code Character xxx Phone number Character x(25)

Fax number Character x(25)

Telex number Character x(25)

Location

Room-number Character x(5)

Extension number Numeric 9999

Note: Country code is related to an picklist containing all Country codes (Character xxx) and the related Country names (Character x(35)

1.30    Resource group130

Note Synonyms : addressee’s entity owner

authority entity department-section

Key Field name Data-type Format

P Group code Character X(5)

(syn: department number, client number, addressee number)

Group name Character x(40)

Group description Character x(40)

1.31    Transmittal 131

Key Field name Data-type Format P Transmittal number Character x(15)


Transmittal type Character x

Note: Transmittal types can be internal, external etc

Resource code (transmitted by) Character x(6)

Transmittal issue date Date 99/99/9999

Response period (in days) Numeric 999

Date transmittal received by client Date 99/99/9999

Date transmittal acknowl. received by Ic Date 99/99/9999

Date response received Date 99/99/9999

Internal copy to Character x(40)

-Specific FDCS data-

Confirmation copy received Y/N Character x Location stored copy transmittal letter Character x(20) Reference id previous received letter Character x(32)

-Specific DRR data-

DRR number Character x(15)

1.32    Transmitted to 132

Key Field name Data-type Format

P Transmittal number Character x(15)

P Resource code (transmitted to) Character x(6)

P Document number Character x(20)

P Document sheet number Character X(4)

P Document sheet ext. revision number Numeric 99 P Document sheet int. revision number Character x(3)

P Document issue status Character x(5)

Number of originals Numeric 999 Number of copies Numeric 999 Purpose of distribution Character x Reduced size Y/N Character x DRR-route number Numeric 99

1.33    Unit133

Key Field name Data-type Format P Project number Numeric 9(5)

P Plant number Numeric 99 P Area code Character x(2)

P Unit number Character x(4)

Unit description Character x(40)

Management: Ethics Formula In Business


Ethics Formulas In Business, a must know for every manager or business owner!


THE CONDITIONS FORMULAS


NEW POST FORMULA

Every new appointee to a post begins in Non-Existence. Whether obtained by new appointment, promotion or demotion.

He is normally under the delusion that now he is “THE (new title).” He tries to start off in Power condition as he is usually very aware of his new status or even a former status. But in actual fact he is the only one aware of it. All others except perhaps the personnel officer are utterly unaware of him as having his new status.

Therefore he begins in a state of Non-Existence. And if he does not begin with the Non-Existence Formula as his guide he will be using the wrong condition and will have all kinds of trouble.

The Non-Existence Formula is:

1.    Find a communication line

2.    Make yourself known

3.    Discover what is needed or wanted

4.    Do, produce and/or present it

A new appointee taking over a going concern often thinks he had better make himself known by changing everything whereas he (a) is not well enough known to do so and (b) hasn’t any idea of what is needed or wanted yet. And so he makes havoc. Sometimes he assumes he knows what is needed or wanted when it is only a fixed idea with him and is only his idea and not true at all and so he fails at his job. Sometimes he doesn’t bother to find out what is really needed or wanted and simply assumes it or thinks he knows when he doesn’t. He soon becomes “unsuccessful”.

Now and then a new appointee is so “status happy” or so insecure or so shy that even when his boss or his staff comes to him and tells him what is needed or wanted he can’t or doesn’t even acknowledge and really does go into Non Existence for keeps. Sometimes he finds that what he is told is needed or wanted needs reappraisal or further investigation. So it is always safest for him to make his own survey of it and operate on it when he gets his own firm reality on what is needed or wanted.

If the formula is applied intelligently the person can expect to get into a zone of bypass where people are still doing his job to rule the hole his predecessor may have left. This is a Danger Condition, but it is the next one higher than Non Existence on the scale. If he defends his job and does his job and applies the appropriate Danger Formula he will come through it.

He can then expect to find himself in Emergency Condition. In this he must follow the Emergency Formula with his post and he will come through it.


He can now expect to be in Normal Operation and if he follows the formula of that, he will come to Affluence. And if he follows that formula he will arrive at Power. And if he applies the Power Formula he will stay there.

So it is a long way from Power that one starts his new appointment and if he doesn’t go UP the scale from where he really is at the start, he will of course fail.

This applies to groups, to organizations, to countries as well as individuals. It also applies when a person fails at his job. He has to start again at Non Existence and he will build up the same way condition by condition.

Most failures on post are occasioned by failures to follow the Conditions and recognize them and apply the formula of the condition one is in when one is in it and cease to apply it when one is out of it and in another.

This is the secret of holding a post and being successful on a job or in life.

Here are the formulas of conditions given in order of advance upward:

NON-EXISTENCE

1.    Find a communication line

2.    Make yourself known

3.    Discover what is needed or wanted

4.    Do, produce and/or present it

DANGER

A Danger Condition is normally assigned when:

1.    An emergency condition has continued too long

2.    A statistic plunges downward very steeply

3.    A senior executive suddenly finds himself or herself wearing the hat of the activity because it is in trouble

The formula for the senior declaring a Danger Condition:

1.    Bypass (ignore the junior normally in charge of the activity-handle it personally)

2.    Handle the situation and any danger in it

3.    Assign the area where it had to be handled a Danger Condition

4.    Handle the personnel by Ethics Investigation and Committee of Evidence (Committee of Evidence: A fact-finding group appointed and empowered to impartially investigate and recommend upon the company matters of a fairly severe ethical nature

5.    Reorganize the activity so that the situation does not repeat

6.    Recommend any firm policy that will hereafter detect and/or prevent the condition from recurring


The senior executive present acts and acts according to the formula above.

Junior Danger Formula

Where a danger condition is assigned to a junior, request that he or she or the entire activity write up his or her overts (contra-survival actions) and withholds (undisclosed contra-survival actions) and any known out-ethics situation and turn them in at a certain stated time on a basis that the penalty for them will be lessened but if discovered later after the deadline it will be doubled.

This done, require that the junior and the staff that had to be bypassed and whose work had to be done for them or continually corrected, each one write up and fully execute the Danger Formula for himself personally and turn it in.

1.    Bypass habits or normal routines

2.    Flandle the situation and any danger in it

3.    Assign self a Danger Condition

4.    Get in your own personal ethics by finding what you are doing that is out-ethics and use self-discipline to correct it and get honest and straight

5.    Reorganize your life so that the dangerous situation is not continually happening to you

6.    Formulate and adopt firm policy that will hereafter detect and prevent the same situation from continuing to occur

EMERGENCY

1.    Promote. That applies to an organization. (To an individual you had better say produce.) That’s the first action regardless of any other action, regardless of anything else, that is the first thing you have to put their attention on. The first broad big action which you take is promote. Exactly what is promotion? Well, it is getting things out; it is getting one’s self known, getting one’s products out

2.    Change your operating basis. If for instance you went into a condition of emergency and then you didn’t change after you had promoted, you didn’t make any changes in your operation, well you just headed for another condition of emergency. So that has to be part of it, you had better do something to change your operating basis, because that operating basis leads you into an emergency, so you sure better change it

3.    Economize

4.    Then prepare to deliver

5.    Part of the Condition of Emergency contains this little line-you have got to stiffen discipline or you have got to stiffen ethics

Organizationally when a state of emergency is assigned, supposing the activity doesn’t come out of that emergency, regardless of what caused the emergency, in spite of the fact they have been labeled a state of emergency, they have been directed to follow the formula, they have been told to snap and pop and get that thing straightened out, and they are still found to be goofing, the statistic is going down and continues to go down, what do you do? There is only one thing left to do and that is discipline, because life itself is going to discipline the


individual.


So the rule of the game is that if a state of emergency is ignored and the steps are not taken successfully then you get an announcement after a while that the condition has been continued and if the condition is continued beyond a specified time, why that’s it, it has to walk forward into an Ethics matter.

NORMAL OPERATION

1.    The way you maintain an increase is when you are in a state of Normal Operation you don’t change anything

2.    Ethics are very mild, the justice factor is quite mild, there are no savage actions taken particularly

3.    A statistic betters-then look it over carefully and find out what bettered it and then do that without abandoning what you were doing before.

4.    Every time a statistic worsens slightly, quickly find out why and remedy it.

And you just jockey those two factors, the statistic bettering, the statistic worsening, repair the statistic worsening, and you will find out inevitably some change has been made in that area where a statistic worsens. You had better get that change off the lines in a hurry.

AFFLUENCE

1.    Economize. Now the first thing you must do in Affluence is economize, and then make very, very sure that you don’t buy anything that has any future commitment to it. Don’t buy anything with any future commitments, don’t hire anybody with any future commitments-nothing. That is all part of that economy, clamp it down

2.    Pay every bill. Get every bill that you can possibly scrape up from any place, every penny you owe anywhere and pay them.

3.    Invest the remainder in service facilities, make it more possible to deliver

4.    Discover what caused the Condition of Affluence and strengthen it

POWER

1.    The first law of a Condition of Power is don’t disconnect. You can’t just deny your connections, what you have got to do is take ownership and responsibility for your connections

2.    The next thing you have got to do is make a record of all of its lines. And that is the only way you will ever be able to disconnect. So on a Condition of Power the rust thing you have to do is write up your whole post. You have made it possible for the next fellow in to assume the state of Power Change. If you don’t write up your whole post you are going to be stuck with a piece of that post since time immemorial and a year or so later somebody will still be coming to you asking you about that post which you occupied

3.    The responsibility is write the thing up and get it into the hands of the guy who is going to take care of it

4.    Do all you can to make the post occupiable


POWER CHANGE


There are only two circumstances which require replacement, the very successful one or the very unsuccessful one.

So, anybody wants anything signed that your predecessor didn’t sign, don’t sign it. Keep your eyes open, learn the ropes and, depending on how big the organization is, after a certain time, why, see how it is running and run it as normal operating condition if it’s not in anything but a normal operating condition. Go through the exact same routine of every day that your predecessor went through, sign nothing that he wouldn’t sign, don’t change a single order, look through the papers that had been issued at that period of time-these are the orders that are extant-and get as busy as the devil just enforcing those orders and your operation will increase and increase.

Now, the fellow who walks into the boots of somebody who has left in disgrace had better apply the State of Emergency formula to it, which is immediately promote.

FORMULAS FOR CONDITIONS

BELOW NON-EXISTENCE .

CONDITION OF LIABILITY

Below Non-Existence there is the Condition of Liability. The being has ceased to be simply non-existent as a team member and has taken on the color of an enemy. It is assigned where careless or malicious and knowing damage is caused to projects, organizations or activities. It is adjudicated that it is malicious and knowing because orders have been published against it or because it is contrary to the intentions and actions of the remainder of the team or the purpose of the project or organization. It is a liability to have such a person unwatched as the person may do or continue to do things to stop or impede the forward progress of the project or organization and such a person cannot be trusted. No discipline or the assignment of conditions above it has been of any avail.

The person has just kept on messing it up. The condition is usually assigned when several dangers and non-existences have been assigned or when a long unchanged pattern of conduct has been detected. When all others are looking for the reason mail is getting lost, such a being would keep on losing the mail covertly.

The condition is assigned for the benefit of others so they won’t get tripped up trusting the person in any way. The formula of liability is:

1.    Decide who are one’s friends

2.    Deliver an effective blow to the enemies of the group one has been pretending to be part of despite personal danger


3.    Make up the damage one has done by personal contribution far beyond the ordinary demands of a group member

4.    Apply for re-entry to the group by asking the permission of each member of it to rejoin and rejoining only by majority permission, and if refused, repeating (2) and (3) and (4) until one is allowed to be a group member again.

CONDITION OF DOUBT

When one cannot make up one’s mind as to an individual, a group, organization or project a Condition of Doubt exists.

The formula is:

1.    Inform oneself honestly of the actual intentions and activities of that group, project or organization, brushing aside all bias and rumor

2.    Examine the statistics of the individual, group, project or organization

3.    Decide on the basis of “the greatest good for the greatest number of dynamics” (Dynamics: The urge, thrust and purpose in its manifestations, whether or not it should be attacked, harmed or suppressed or helped

4.    Evaluate oneself or one’s own group, project or organization as to intentions and objectives

5.    Evaluate one’s own or one’s group- project or organization’s statistics

6.    Join or remain in or befriend the one which progresses toward the greatest good for the greatest number of dynamics and announce the fact publicly to both sides

7.    Do everything possible to improve the actions and statistics of the person, group, project or organization one has remained in or joined

8.    Suffer on up through the conditions in the new group if one has changed sides, or the conditions of the group one has remained in if wavering from it has lowered one’s status

CONDITION OF ENEMY

When a person is an avowed and knowing enemy of an individual, a group, project or organization, a Condition of Enemy exists.

The formula for the Condition of Enemy is just one step:

Find out who you and they really are.

Management: Global Project Risk Assessment Global Projects Risk Assessment

Description:

The following are additional risk management topics to be considered for global or multinational projects. They reflect actual COMPANY experience, and the PM must ensure each are analyzed for this project.

Common Past Occurrences with Global Projects


These problems have been observed on multinational projects in the past. The Project Manager must work with subject matter experts from the BU-GAM and WFO infrastructure organizations to identify and manage these risks. Risk mitigation strategies will typically involve appropriate application of current PM, Sales Process and Global Account Management processes.

More information on these risk events, and risk mitigation recommendations, are available from the Global Account Management consultants or their web page.

-    GAM not engaged early enough to support and structure the opportunities

-    Opportunities do not fit COMPANY Global Transaction Models and do not have adequate infrastructure support (primarily from WFO Operations Services)

-    Value Added Tax (VAT) collection infringements

-    Taxes not recoverable by our customers

-    Permanent Establishment (PE) tax exposure if equipment is moved through an intermediate location

-    Export compliance control liability

-    EU Pricing Flomogeneous Directive Infringements

-    Project Managers not assigned, cost not recovered as part of sale

-    BU’s don’t have visibility of pricing issues and nor reviewing bid P&Ls

-    Countries refuse to participate and bear the Gross Margin burden of inbound business

-    Country A forces Country B into a loss position with over-aggressive global pricing

-    COMPANY acts an unlicensed importer of record, for product where the commercial interested has (should have passed) to the customer:

-    Legal infringement

-    Administration cost

-    tax liability (Permanent Establishment)

-    Countries exporting to channel competitors in other countries

-    Account teams qualifying out good opportunities

Distributor or reseller countries not properly included in planning, or committed to same contracted performance levels

Management: Business Management Consulting Why Do You Need Business Management Consulting?

When business grows crossing the boundaries defined by limited internal resources, including your own and your executives’, it pays to engage the services of external business management consultants. Large business management consulting houses such as McKinsey and Company or Pricewaterhouse Coopers, pride in their vast exposures to handling wide ranging business complexities under differing international conditions.

Businesses become complex as time passes by and handling them is a new challenge. Business houses of all types and sizes depend on external experts, management consultants, who analyze the situation on hand and optimize the possible, profitable way ahead. This may


include ways to improve the firm’s structure, efficiency and returns.

When fast growing companies in the small sector find it difficult to manage various aspects like inventory control, expenses and legal matters, they have two options to choose from, in order that they tide over the situation into a smooth settlement.

■    They recruit managers with proven expertise

■    They hire the services of external business management consulting agencies

The latter option always gives the firms the cost benefit over recruiting managers, without the long term commitment. Normally, small businesses are served by small consulting firms which range in size from a single practitioner firm to a team of professionals.

Why Large Corporations Hire Business Consultants?

The spread and expanse of large, multi billion dollar corporations involves operations in complex situations besides being engaged in a variety of transactions. They may not find it worthwhile doing onetime operations and tasks themselves. Here is a snapshot of other circumstances when large corporations engage management consulting firms.

1.    Market researching and site selection for their offshore expansion plans to help make decision on a new venture.

2.    Explore the possibilities of merger and acquisition of a firm engaged in the same line of business or a related one. And help complete the legal, corporate as well as financial formalities till end.

3.    Fund raising through either of the IPO, private placement of instruments of investment or loans and venture capitals including fulfilling statutory requirements

Vertical and Horizontal Expertise of Business Management Consulting Firms

Barring a few large consulting firms, most of them specialize in particular lines of businesses. You might have heard of Public Issue Management firms or firms specializing in Market Research and Finance Management and so on. Such consulting firms can be termed as vertically specialized in their fields. Where as companies like the ones mentioned above, McKinsey & Company are experts in multiple areas of business conducting right from financial auditing to offshore acquisitions and can be termed as firms with horizontal specialization.

Business Management Consulting Firms, by their virtue of experience of having handled various situations will have a practical approach to problem solving. This is another plus in favor of them.

Management: Trust Factor In Business How To Cultivate The Trust Factor In Business


In today’s highly competitive economy, it is difficult to maintain a significant market advantage based on your professional skills alone. Developing trusting relationships with your clients is vital to your business success as well. No matter what business you are in, the most powerful value-added contribution you can make to any business relationship is the trust factor.

The trust factor is even more critical in today’s business climate with the level of trust in Corporate America continuing to be at an all-time low, and suspicion of “all things corporate” remaining on the rise. To make matters worse, large corporations and small businesses alike continue to use antiquated techniques, such as gizmos and gadgets, to try to win over new clients. When instead, they should be trying to address the heart of the matter by utilizing trust-building techniques that will most effectively resonate with consumers and new prospects.

Clients and prospects are in search of trust in their business relationships, but building trust and credibility does not happen overnight. To cultivate trust, it takes the risk of being open with clients and prospects. This enables them to perceive you as a real person—one with strengths and weaknesses that come into play as the relationship develops. When trust is reciprocal, you will find that your confidence in others is rewarded by their support and reinforcement of what you also stand for as a business entity.

What is Trust

What is trust? Trust can be defined as a firm belief in the honesty of another and the absence of suspicion regarding his motives or practices. The concept of trust in business dealings is simple: Build on an individual’s confidence in you and eliminate fear as an operating principle.

Letting Go of Fear

Let go of fear, which restricts your ability to relate to others. Letting go frees you of behavioral constraints that can immobilize your emotional and professional development. Fear of rejection, fear of failure, fear of success, fear of being hurt, fear of the unknown—all these are roadblocks to developing and growing a trusting relationship with clients. Let go of your fear of losing an account or not having the right answers. Leave all your fears at the client or prospect’s doorstep.

Other critical steps in cultivating trust are knowing who you are and knowing your potential value to your clients. The relationship that forms because of this can have a tremendous impact on your sales. People don’t just buy from anyone. They buy from people they can trust. The rapport and credibility you can establish with the trust factor go a long way toward building a client’s confidence in your ability to meet his business needs.

Trust has both an active and a passive component in a business relationship. The active feeling of trust is confidence in the leadership, veracity, and reliability of the other party, based on a track record of performance.


The passive feeling of trust is the absence of worry or suspicion. This absence is sometimes unrecognized and frequently taken for granted in our most productive relationships.

Building Trust With Care

So how do you build trust with clients? First, you need to care about them. Obviously your clients care about your knowledge, expertise, and accomplishments. However, they care even more about the level of concern you have for them. Successful trust building hinges on four actions: engaging, listening, framing, and committing. The trust factor can be realized once we understand these components of trust and incorporate them in our daily lives.

Engaging clients and prospects occurs when you show genuine concern and interest in their business and its problems. Maintain good eye contact and body posture. Good eye contact signifies openness and honesty. And your body language and other forms of nonverbal communication speak volumes about your attitude toward them. By the same token, you want to be cognizant of your client’s or prospect’s eye contact and body language.

Listening with understanding and empathy is possible if you think client focus first.

Let the client tell his story. Put yourself in his shoes when you listen to his business concerns, purpose, vision, and desires. Show approval or understanding by nodding your head and smiling during the conversation. Separate the process of taking in information from the process of judging it. Just suspend your judgment and focus on the client.

Framing what the client or prospect has said is the third action in trust building. Make sure you have formed an accurate understanding of his problems and concerns. Confirm what you think you heard by asking open-ended questions such as “What do you mean by that?” or “Help me to understood the major production problems you are experiencing.” After you have clarified the problems, start to frame them in order of importance. By identifying the areas in which you can help the client, you offer him clarity in his own mind and continue to build his trust.

Committing is the final action for developing the trust factor. Communicate enthusiastically your plan of action for solving the client’s problems. Help the client see what it will take to achieve the end result. Presumably, what you have said up to this point has been important, but what you do now—how you commit—is even more important. Remember the old adage “Action speaks louder than words.” Show you want this client’s business long term. Complete assignments and projects on budget and on time. Then follow up with clients periodically to see how your partnership is faring.

In the final analysis, trust stems from keeping our word. If we say we will be there for our clients, then we should honor that commitment by being there. Trust results from putting the client’s best interest before our own, from being dependable, from being open and forthcoming with relevant information. It is impossible to overestimate the power of the trust factor in our professional lives. Truly, trust is the basis of all enduring, long-term business


relationships.

Management: Make Your Day Longer How to Make Your Day Longer

Lack of time does not account for a great number of tasks we have to do. But it is rather a result of unpredictable and unjustified time losses. Among the factors that steal our time during the working day we can point out the three major “time thieves”. They are...

Many centuries ago a wise philosopher Seneca said, someone takes away our precious time by force, others furtively steal our time, but the most annoying is when we waste our time ourselves. Specialists of time management agree with the ancient sage. Lack of time does not account for a great number of tasks we have to do.

But it is rather a result of unpredictable and unjustified time losses. Today people take into account the recommendations of the experts and try to plan their day prioritizing the daily activities.

However, even those who mastered the art of making rational and quite realistic plans are likely to complete only the half of the planned activities by the end of the day. “If I had at least a couple of hours more... “. You may hear these words from the presidents of the global companies as well as from the secretaries, couriers and students.

People don’t realize that hours have been misspent. Perhaps in some cases it would be more rational for a student to buy essays from a reputable writing service than waste their time by arranging the capricious lines of their writing.

Among the factors that steal our time during the working day we can point out the three major “time thieves”. They are uninvited guests, unexpected phone calls and... you. Some irrelevant thoughts may intrude your consciousness just when you are reading your mail, analyzing news or preparing documentation. They grab your attention and you are no more concentrated on the work. For writers (or philosophers) such state is even favorable as it may help to find some original ideas and creative decisions for their love essay.

But a businessman should avoid such deviation, as this “stream of consciousness” may distract him from solving the current issues. To reduce the time we spend on extraneous thoughts psychologists offer to follow two principles. The first of them may be called a method of unification. You should group the problems of the same type and solve them in a single time frame. That way you will do much more.

Phased solving of the identical tasks eases the problem and saves up your time. The second principle suggests concentrating on the matter, not on the terms or means of dealing with it. In other words, devoting some time for necessary preparation helps to avoid unpredictable difficulties and stops.


Still the most important thing for purposeful work is self -discipline. Nothing controls your attention better than your own consciousness. Your precise determination to complete the task as soon as possible will manage to prevent from inopportune thoughts. Unexpected phone calls are another nuisance during your working day.

Top leaders may entrust their secretaries with solving this problem. The rest have to look for options themselves. Ask your colleagues for a favor promising to help them in the same situation. Surely you will have to tear yourself from the work when the call is urgent. And you will deal with the rest of the calls when it is convenient for you. The other problem is uninvited guests. They are your colleagues, who drop in “just for a quick word”. In fact they start with discussing some really urgent professional issue, then coming down to gossiping about the secretary’s new haircut and boss’ mood.

You can get rid of these “time thieves” in different ways, but unfortunately they are not so delicate and tolerant. The most harmless method is to set the so - called “quiet hour”, choosing the best time period for solving the piled up problems. A special notice on the door of your study may be a signal to those who want to disturb you. If you don’t have a separate room, ask the office manager perform the functions of this notice.

Very soon everyone will be acquainted with your working schedule and they will try to fix “reception hours” with you in advance. If you can’t manage to reduce your time losses, try to keep a diary where you will make notes why and how much time has been wasted. These notes will help you to find the hole where all the precious minutes flow. Then you will just have to patch this hole up!

Management: Protect Your Boss From Bad Meetings How to Protect Your Boss From Bad Meetings

If you are an administrative assistant, you can help your boss by making sure attending a meeting makes sense. Here’s what to do.

Most bosses spend too much of their time in meetings. This happens because executives respond to problems by calling meetings to fix them. And when the meetings fail to produce results, they call more meetings. In some companies, people have even called meetings to figure out why their meetings didn’t work.

Rather than watch your boss trudge off to an endless schedule of meetings, here are things you can do to protect your boss’s valuable time.

1) When someone calls to schedule a meeting for your boss, ask for the agenda. If there is no agenda, check if your boss wants to attend. Lack of an agenda is the number one cause of bad meetings. Ideally, your boss would insist on having an agenda because time is money.

If the caller replies that your boss will receive an agenda at the meeting, state that your boss wants to see the agenda at least a day before the meeting. This gives your boss time to


prepare and avoids being ambushed by surprises.

2)    Ask “What are the goals for this meeting?” or “What results do you want to have by the end of the meeting?” A meeting without goals will lack direction, which can be as deadly as no agenda.

3)    Ask “What is my boss’s role in the meeting?” or “Why do you want my boss to attend?” Many junior employees invite executives to their meetings because it makes them seem important. They also use this as an opportunity to delegate work upwards, show off, and ask their boss to make decisions. Vague replies (such as, “Oh, we just want hear what your boss has to say”) suggest lazy planning.

If your boss is being invited to “find out what everyone is doing” check if your boss would prefer to receive a copy of the minutes instead. It takes much less time to read minutes than attend a meeting.

If your boss has an important role in a minor part of a meeting, ask if your boss can attend only that part of the meeting. Suggest that they schedule your boss’ participation at the beginning so your boss can be on time for this part and then leave after contributing.

4)    Ask “How should my boss prepare for the meeting?” This helps your boss do well and avoids being surprised. If the preparation requires extensive work, check with your boss if the schedule makes sense. Also, check if others will be prepared. Unprepared participants always waste time. If necessary, revise the scope of the meeting or schedule it for a later date to allow adequate preparation.

5)    Ask “What should my boss bring?” You want to make sure that your boss has whatever is needed for effective participation. You also want to know what is needed because you may have to help obtain it. If the resources are unavailable, suggest alternatives.

6)    Ask who else will be there. This will help your boss anticipate what might happen. And in some cases you may find it useful to call some of the other participants to survey their expectations, concerns, and support for the issues on the agenda.

7)    Finally, make sure that you collect details such as the starting time, duration, and location. Obtain a map and directions when needed.

As an administrative assistant you work as an important partner with your boss. Thus, you may want to share this article and use it as the basis for how you can work together, making sure that your boss attends the right meetings for the right reasons with the right preparation.

How to Protect Yourself from Meetings

Rather than trudge off to every and any meeting that pops up on your calendar, here’s how to protect your time.


You just checked your computer and (surprise) someone has scheduled you for a meeting.

Now what? You had planned to work on a project - and this meeting promises to be a repeat of the last one, which was a long painful discussion of unrelated ideas, stories, and complaints.

Instead of just showing up, you could:

1)    Be busy.

Fill your calendar with activities that relate to your job. For example, you could schedule an allday meeting tomorrow (with yourself) to finish the report that is due next week. Or, you could schedule a trip (to the library) to read articles on new technologies. Or, you could schedule meetings (essential conversations) with team members to learn about their needs so that you can manage resources.

Now you have an excuse to miss bad meetings. You can say, “I have a conflict.”

2)    Be curious.

Ask questions to determine if attending the meeting is a good use of your time. For example, you could ask:

“What is your goal for the meeting?”

“What is your agenda for the meeting?”

“What is my role in the meeting?”

Certainly your time is too valuable to waste in pointless, unplanned, useless meetings. In such cases, use decline the invitation or offer to help.

3)    Be helpful.

If you’re invited to a meeting about an important issue and there is no agenda, offer to prepare one.

This gives you an opportunity to demonstrate your leadership and organizational skills. It also helps accomplish tasks that are needed for your business.

If you are too busy to help, then hire a facilitator who will take care of the entire process.

And, if appropriate, you can offer to take charge of a meeting that has lost its way. Of course, this will depend upon the goal, the group, and your knowledge of process tools.


4) Be constructive (bonus idea)

Instead of coping with bad meetings, schedule a workshop that shows your staff how to hold effective meetings.

Management: OK To Be Happy At Work It’s okay to be happy at workplace

Learn how a happy attitude can be extremely beneficial to you at workplace.

Yes, it’s OK to allow yourself the luxury of being enthusiastic, light hearted, inspired, relaxed and happy at workplace. If you don’t do this, you are self-denying your true potential.

It’s unfortunate that many people think that a happy demeanor at office would appear ‘Strong’ and ‘out of place’ to other people including coworker, clients and employee. Often they wrongly assumed that if someone is looking happy, he/she must be satisfied with the status quo and, therefore, lacks the necessary motivation to excel in his/her work or to go to the extra mile. And s/he simple can’t compete in a competitive environment.

This sort of thinking creates huge amount of stress at workplace. Many employers are of the view that they should not allow their employees to be very happy as they may lose their edge.

It’s absolute non-sense to believe that a relaxed, happy person is necessarily lacking in motivation. In reality, happy people are almost always the ones who love what they do. It has been observed again and again that people who love what they do are highly motivated by their own enthusiasm and continue improving themselves and their performance. They are not only good listeners but also quick learner. Further, almost all of them are highly creative, charismatic, easy to go around and very good team players.

On the contrary if we consider unhappy people, we find that they often held back by their own misery or stress, which often distract them from success. Rigid and stressed out people are a drag to be around and difficult to work with, always adding negative vibes in the environment. They lack motivation owing to their being consumed with their own problem, lack of time and stress. Unhappy people often feel victimized by others & their working conditions. It’s difficult for them to be solution oriented as they see everything as someone else’s fault. In addition, they are usually poor team players because they are often self-centered and pre-occupied with their own issues. They are defensive and almost always poor listeners. Despite having o many negative traits, if they are successful, it is despite their unhappiness not because of it. If an unhappy, stressed out but successful person can learn to become happier, he or she will become even more successful.

So my dear friend! Please rest assured. It’s okay to be happy, kind, patient and more relaxed at workplace. It will be to your great advantage - both personally and professionally. You won’t lose your edge.


Just be happy and be natural with a positive frame of mind at your workplace. Dong this, you will not be uncaring or unmotivated. Rather you’ll feel more inspired, creative and driven to make an even greater contribution than you do right now. This habit will give you the ability to see the solutions and opportunities where others see problems. Similarly, rather than being discouraged by setbacks or failures, you’ll bounce back quickly and resiliently.

I one read in a book that if we start thinking positively and act happily, positive force of the nature start attracting towards us. Dare to be happy and your life will begin to change immediately. Your life and your work will take a greater significance and it’ll feel like an extraordinary adventure. Others will love you. Number of your friends will soar and that of your rivals/enemies will drop.

Management: Leasing Virtual Employees Leasing Virtual Employees

Business outsourcing is a widely known compelling strategic management option several companies are adopting nowadays. From small to large scale establishments, they have been using it to continually maintain their stable status in today’s overly competitive market. Its emerging power as a business tool is undoubted.

Offshore Outsourcing is a program in which non-core operations are delegated from a company’s internal unit to an overseas external supplier. This set-up enables you to focus on your business core competencies. Companies in various parts of the word deploy this program in the purpose of obtaining better profit margins and decreasing overhead costs.

Through the business outsourcing model, you’ll be relieved of the usual burdens accompanying the implementation of traditional recruitment processes and staff maintenance.

Having an outsourcing company to rely on gives you the benefit of deferment from several human resources related fees such as non productive administrative costs, government taxes, levies, unemployment insurance costs, in-house training expenses, etc.

There would be no further need to worry about the equipments needed before an employee could begin. Every leased employee has their own table, comfortable working area, computer, efficient internet access, and everything they could possibly need. With just a go signal from you, they could begin right away.

Outsourcing offshore gives you an extended resource pool of skilled personnel. Moreover, you can take advantage of the value of less than par foreign currencies. You will only be paying us a fraction of the cost in comparison to the actual charges of using local manpower resources in your area.

This program enables your company to function more efficiently by having all manpower services you need without worrying about manpower related fees.


Employees’ regular in-house trainings and constant progress check are also conducted upon job placement to continually enhance their skills.

Prime Outsourcing, a trustworthy supplier of and IT related outsourcing services, offers you the best cost and quality edge in today’s overly competitive market. Our company currently has a very stable and credible status in the industry, proving it worthy to invest your money and trust unto.

Our objective is to assist several local and multinational enterprises attain their full potential as well as increase their ability to compete.

Our company has the perfect Asian location- Manila, Philippines- the heart of the largest English speaking country in Asia. With this strategic location, you surely will be encountering no difficulties in communicating with our employees. Our people have excellent English verbal and written skills.

Our services have already been globally proven reliable and easily available. You definitely will experience no difficulties in choosing the best employee that will most certainly suit your needs and meet up with your qualifications. Our company features an integrated team of marketing and IT professionals who understand and practice the latest in Information technology. All of them are college graduates with several years of experience in their respective fields. These individuals exhibit professionalism, high competence, flexibility and dedication to excellence.

We will also take the responsibility of recruiting and sourcing highly qualified applicants, in accordance to the requirements that you had specified, that will comprise your staff overseas. Every applicant undergoes intensive screening and rigorous training before being absorbed by the company. You will have only the best candidate in the market.

In short, we will be handling almost all of the routine maintenance and development tasks for you. Due to the improved organizational efficiency, you can now give your sole concentration to your company’s strategic growth and development.

We have two types of solutions that you could try, depending on the package that would suit your needs most.

The first one is the “dedicated staff package”. In this set-up, your leased employee will work for you full time- eight hours a day, six days a week, four weeks a month. There would be no need to worry about conflicting schedules since every employee is flexible to your prescribed time frame.

The other one is the “per project package”. Provide us the specific requirements then we’ll do the rest for you. We will be arriving at a fixed price after estimating the amount of time and resources involved in your project. Afterward, a project plan would be presented to you for


your approval.

These service packages are available in reasonably low prices, promising you of enormous savings without sacrificing quality.

Services and solutions offered by the company:

Data entry, processing and conversion

Data capture and image scanning

Forms processing services

Typing and word processing

Web research services

Online research, survey and catalogs

Medical transcription

Documents and record management

Programming

Creative writing

And much more!

Outsourcing human resources to us gives you all the cost, quality, and time advantages that only Prime Outsourcing could provide. Give us a try and experience our prime quality services. Here at Prime Outsourcing, our primary goal is to provide ultimate customer satisfaction.

You absolutely have high dreams for your company, come and make it happen with us!

Management: Recognize The Right Performance Make Sure You Recognize The Right Performance

Zoe and Vic do basically the same job in an engineering company. They are both designers working on the same project and the Vice President has just made an announcement that special bonuses will be paid to employees making the best contribution in their field of expertise. The problem is, it’s difficult to differentiate between Elly’s work and Gary’s work because they interact so closely.

This example demonstrates a few things about reward and recognition that can cause tempers to become frayed and relationships within the workplace to deteriorate. Unless these factors are properly dealt with, any reward and recognition system is potentially doomed to be a management plaything with no effect on performance and motivation or it will become an officially sanctioned method to extort money from the business.

Definition

Firstly, to judge whether a job is well done, both the supervisors and the staff need to understand what the job really is, whose job it was in the first place and whether it needed to be done at all. After all, when we talk about the performance of machines we focus on the


important and relevant outputs. A performance automobile, for example, accelerates for 0 to 60 mph in less than 6 seconds and brakes from 60 to 0 in 120 feet; if it also produces cappuccino and cookies that’s kind of incidental and not a normal measure of performance.

Unfortunately, when it comes to people, the outputs that you expect are never as simple. Of course Salesmen produce sales, Engineers design products, Accountants manage the money and Human Resources supply skilled people but;

don’t Salesmen help to prevent bad debt getting worse?

don’t Engineers help to identify new skill requirements?

don’t Accountants smooth the sales process through efficient billing?

don’t Human Resources also upgrade the skills of Engineers through training?

The performance of people is such a broad ranging portfolio of skills, capabilities and competencies that it is often necessary to define the boundaries of a job really clearly to make sure that people know what their core accountabilities are. It is more common than you think that people find elements of another job really attractive, so they modify their job accordingly; adding the attractive elements and taking the credit for the results they achieve.

Performance as seen by managers

One must never generalize about managers as a breed; however they can be guilty of some worrying tendencies when considering performance. For example, they don’t always see the gaps in continuity. Employees in larger organizations are highly adept at moving the focus of attention away from areas of underperformance when they know that the gaze of management is upon them. A thorough manager (they do exist!) will review every aspect of the job before making a judgment about performance.

Zoe and Vic solved the problem for themselves by agreeing to share any bonus that came their way but they were still left feeling that the bonus system was, somehow, badly designed.

Management: Mentoring Matters

Nine Reasons Why Mentoring Matters to You

In this article I’m going to show you why, despite the competition for our time and energy, being a mentor is one of the best things you can do.

There are many roles we play or hats we wear in our lives. We are professionals, family members, brothers, sisters, co-workers, leaders, coaches, friends, parents, and neighbors to name just a few. While you may not wear all of the hats I listed, you can likely add several more that I left out! Many of these roles are a given - we don’t have much choice of having the role - they come with being a responsible adult.

Because of these many roles, we find ourselves very busy. Many tasks and priorities find us perhaps busier now than we have ever been before!


With these two factors, many roles and little time, it may seem absurd to write an article that encourages taking on yet another role and adding another task to your over-booked calendar. But that is exactly what I am going to do. In this article I’m going to show you why, despite the competition for our time and energy, being a mentor is one of the best things you can do.

There are many reasons why being a mentor is valuable to the other person. They get the value of your expertise, knowledge, and experience. They get a chance to advance more rapidly and create greater success than they would have been able to without your insight and advice. While these are altruistic reasons, they don’t say anything about how you benefit. And while we all like to help others, sometimes we need to see what is in it for us as well.

There are benefits to you personally to spending your time and energy, sharing your expertise with others as a mentor. In fact, there are at least nine benefits that you might derive from being a mentor. These include:

You’ll develop a close relationship with your mentee. We can never have enough close relationships. And chances are the person you mentor will be someone you benefit from being around. After all, they are interested in improving themselves, care about learning, and are likely excited about the possibilities in their future. Which brings me to the second benefit...

You’ll be re-energized personally. Get around someone enthusiastic, and you naturally become more enthusiastic yourself. Some activities sap our energy while others spark it.

Being a mentor is like carrying a book of matches with you. If you want to re-energize yourself to your own possibilities, be a mentor.

You’ll increase your commitment to your own career and organization. This one applies most if you are mentoring in a business situation. You can see how this would happen - as you get more enthused, you see new ways you can contribute. You see how your mentee can make a difference in the organization and this new vision will increase your commitment.

You’ll learn more by talking about and teaching things. It is funny how our brains work. When we teach something or explain something to someone else, we then understand it more clearly ourselves. As a mentor you will relive experiences, teach or share ideas. And when you do this you will learn and re-learn these concepts for yourself. Often you will find yourself “taking your own advice” to your great personal or professional benefit.

You’ll expand your impact in your organization. Not only will your personal commitment grow, but as you help others be more successful, the organization will succeed at higher levels. Think of the satisfaction you will get from knowing you are playing a part in making that happen.

You’ll enhance your self-esteem. It just feels good to help others. You will feel better about yourself and your abilities when you share your wealth of knowledge and experience with others. Your self esteem will rise because you are doing good things for someone else.


You’ll increase your skills. As you mentor others, you will become a better mentor. The skills that make you a better mentor; empathy, listening, caring, building trust (to name just a few), make you more effective in many other parts of your life. Being a mentor is actually great training in itself!

You’ll grow more confident. The culmination of many of these other benefits is that your confidence will increase. You’ll be more confident in many sorts of interpersonal relationships and conversations. You’ll know that you can have a positive impact. You’ll know that you can make a difference.

You’ll leave a legacy. Successful athletic coaches do more than grow their teams and win lots of games. The best also create a linage of coaches that leave their staff to become head coaches as well. This is an important legacy that they leave - a statement of their influence and impact. By mentoring others with care and compassion you will be adding directly to your legacy.

Take minute now to be selfish. Think about yourself as a mentor. Identify what you see as being in it for you. Envision how it will feel to give back to someone else. Then go out and become a mentor - you, along with your mentee, will be glad you did!

Management: Profitability

Profitability - Pricing Strategies To Make Money

At a meeting the other day, a marketing consultant opened her talk by asking the group,

“What are you worth?” She went on to discuss all the different ways we minimize our worth or discount our value in desperate attempts to close the sale. After all the pitfalls of pricing and selling were laid out, she closed the talk by asking again, “What are you worth?” The responses around the room were very entertaining as people began to realize or give themselves permission to adjust their prices to make a profit!

As a wake-up call for your own business, I want to give you some options to consider ensuring your pricing delivers the profitability you deserve.

1.    Educate your customers. When prospects approach you or calls/emails you for an estimate/quote, this is a buying signal. They are telling you they are ready to buy and willing to spend money to purchase your expertise. - Provide superior service and they won’t look elsewhere and won’t blink at your price. Excellence is priceless.

2.    Many prospects perceive value and price as equal. A lower price can actually hurt your credibility and sales because they associate the best quality products and services with premium pricing. Listen to your customers. - Do some competitive research and be sure you are not shorting yourself.


3.    Periodically calculate your profit margin to be sure what you charge, after expenses and overhead, pays you a good living. Covering expenses, overhead and payroll is not enough.

4.    Periodically do the numbers to be sure that the actual cost/hour and price/hour give you the necessary profit margin. Your daily rate may sound reasonable. But if you bill for 7 or 8 hours and put in 12 -14 hours, you may actually be paying yourself less than your lowliest employee or intern.

5.    There are ways to keep your prices fixed to maintain value and yet be flexible. Add the flexibility by designing different bundles of services or different packages of hours/month or hours/project to be contracted.

6.    Set your fees just a bit above what you feel comfortable asking for. Then, bump them up incrementally until clients complain or you stop getting reorders.

7.    When asked, be upfront about your prices, and then zip it. Do not apologize for your prices, defend your prices, or justify how you derived the price.

8.    Yes, there are strategic times when negotiating a price is in your best interest. For example: a unique packaging of services for a new type of client, or the pilot or beta testing of a new product or program.

9.    If you still think your initial consultation/sales presentation with a client should be for free, set some boundaries and expectations and clearly state the value and your investment in preparing for that initial consultation. Another way to approach this is to charge for the initial consultation at your full rate and if they purchase your product or service, that fee gets applied to the final invoice payment.

10.    If you close the sale and get paid on that one sale but provide value-added services of following up in a number of ways, are you losing money from the opportunity costs? Maybe you can charge a small premium to provide stellar customer service. Clients will value it more if they have to pay for it.

You have to appreciate what you are worth before your clients will. Decide what you are worth in the marketplace. Be sure your fee or rate has a profitability factor built in. You are worth it.

Management: Take The Heat Off HR

Take The Heat Off HR - Encourage Career Self-Management

Is tackling talent management one of your goals this year? Employees are becoming more demanding, and topping their list is professional growth and development. These are the employees you should be striving to keep. They want new challenges, interesting work, and the opportunity to develop new skills. Even if you don’t have the resources to implement a full-scale career development program, you can still provide your employees with the tools and


support to manage their own careers.

Provide a Dedicated Resource

This can be as simple as adding a new page to your intranet or as elaborate as a career development office. Offer as much as your budget will allow, keeping in mind that you can expand as time goes on. Include resources, referrals and tools to aid your employees in their development. With the amount of information available on the Internet, you can easily assemble a wealth of career-related articles, assessments, and planning tools. If you haven’t done so already, publish your company’s internal information. Organization charts, job descriptions, salary ranges, and training schedules are great resources for employees to use in planning.

Because career management may be new to your employees, include detailed instructions for using your system and a list of resources available to them in their planning. If you can’t provide a career development consultant, make certain that HR and managers are able to answer any questions that may arise.

Programs & External Resources

There are several initiatives you can incorporate in your career development program. Executive Career Coaches specialize in helping organizations manage their talent more effectively. They will help your employees determine the most appropriate career path and develop the skills necessary to grow within the organization. Partner with a career coach to provide services for key employees or arrange a reduced fee schedule for employees who wish to hire a coach at their own expense.

Another effective and low-cost tool is a mentoring program. You can structure a mentoring program in many ways. An informal program that simply matches a mentor and a mentee can be incorporated into your intranet site. A more formal program may have a coordinator dedicated to pairing the participants, training the mentors and overseeing the process. Regardless of the structure you choose, a mentoring program enables an organization to leverage their existing talent to impart their knowledge and expertise to one another.

Support & Communication

For any talent management initiative to be successful, it is imperative to garner the support of management from the top of the organization down to line managers. This goal can be achieved by communicating the organizational benefits and the anticipated return on investment from the outset.

It is essential to roll out a formal communication plan to employees. They can’t take advantage of your program if they don’t know about it. Promote your program consistently and encourage managers to do the same. Publicize this information in your recruitment literature and on your company website, and it will attract high-potential candidates.


Encouraging employees to manage their own careers won’t put a strain on internal resources and the benefits far outweigh the costs. In addition to building a pipeline of future leaders, you are addressing retention issues, meeting the demand for employee development, and making your organization more attractive to prospective employees. It’s a win-win for everyone.

Management: Keeping Your Employees Safe

Top Tips For Keeping Your Employees Safe

It doesn’t matter whether you have 5 employees or 500, an employer’s responsibility is to ensure that employees have a safe environment in which to work. This includes both the day-to-day processes carried out at your premises, and the general safety and welfare of the people who work for you.

There’s a fine line between using security measures to keep your staff safe, and invading their privacy. That’s why, before you implement safety measures, you should always check that you’re complying with the relevant local and national legislation.

Shift workers

Many manufacturing companies and some service companies, such as call centers, are operating 24 hours per day. This means that staff members are often either starting or finishing their shift late at night or early in the morning. These are times when employees entering or leaving the building are particularly at risk, and could benefit from:

•    Good exterior lighting

•    Keypad-controlled entry

•    Security staff presence

•    Monitored CCTV systems

•    Panic buttons

Measures like these are all designed to help shift workers feel more comfortable both inside and outside the building.

9-5 workers

It’s just as important that those employees who work normal office hours feel safe inside the building. During the day, most offices have a reception area, which visitors have to go through before they can enter the business. To control access, many companies use visitor passes. This not only helps employees to recognize a visitor to the company, but it also means that in the event of fire, or evacuation for some other reason, the visitor can be accounted for.

Equally, CCTV cameras can have a role to play throughout the day. Watching communal areas and exterior areas as well as monitoring the entrances and exits can help the business


to prevent a crime or trespass in plenty of time.

Safe workers are usually more productive workers, so by spending a little time and money making sure that your building and its people are protected, you could be doing a favor for your business.

Management: Transcriber

What Is A Transcriber?

A transcriber is a person that transcribes recorded information to written form. Companies use transcription to shift the burden of typing from highly paid executives and professionals to lower salaried employees. Executives and professionals, such as doctors, dictate and then a transcriber transcribes the work to document form.

Although most of us are familiar with medical transcribers, transcribers work in a variety of fields and in a variety of circumstances. Many transcribers work in offices while others are self employed, working on a contract basis. Today there is a great deal of work available online for transcribers.

Professional business people will hire a transcriber on contract to transcribe for them. The contract will define the relationship between the professional and the transcriber along with what the rate of pay will be. It will address matters relating to confidentiality and file storage, as well as how you will handle files on your computer. Well laid out contracts are beneficial to everyone.

As a transcriber working independently, accuracy is your number one concern. However, the quicker you can transcribe the better for you so here are some tips to help you.

Make sure your Dictation equipment is in good working order. If you use software on your computer make sure it is operating optimally. Clean and service your Dictation equipment regularly and replace the tapes frequently. Tapes wear and although they will still work, the quality of the recording depletes.

Make sure you are working from a good ergonomic chair to avoid injury and to stay comfortable. You’ll be a lot more productive if you are comfortable. So don’t skimp on the right chair and the proper desk. Remember, if you are self employed and injure yourself you won’t be making any money. Is that enough incentive not to go cheap?

Try to keep your work environment quiet. Fast, accurate transcription depends on it. Speed and accuracy goes up the less ambient noise there is. So although it might not always be possible, it’s definitely worth striving for in order to reduce your error rate and help speed up your completion time.

Speaking of errors - they simply are not acceptable as a transcriber. And some individuals,


especially some doctors, are really bad at dictating. So there are a couple of tricks you can try if you cannot understand something. Play with the tone by removing as much bass as you can, and try slowing or speeding the tape up. Sometimes a mixed speed will help catch the word.

Another trick that sometimes works is to listen to the recording through the regular speaker instead of the headphones. If confidentiality isn’t a problem, you can also have someone else listen to see if they can understand it. And sometimes taking a break and coming back makes it seem clearer.

Remember no guessing! If you simply can’t understand a specific word or phrase, you will have to leave a blank in the transcription - noting that the area needs clarification by the dictator. If it’s feasible you can contact the dictator right away asking for clarification.

If the dictator is consistently bad at dictating, tell him or her. You’ll be doing yourself and other transcribers a favor by telling that person they need to improve their skills. And if things don’t get better, as a contract transcriber you can drop the client.

A career as a transcriber can be rewarding and interesting, and the pay can certainly be good.

Management: Incentive Programs When It Pays To Use Incentive Programs

Non-cash incentive programs and fringe benefits can have a powerful influence on attitudes, which should in turn improve results. You can give employees the greatest incentive program, but by impairing a sense of ownership in the organization.

If you don’t know what kind of incentive programs to employ so as to motivate your people to work and increase productivity, here are some tips that you can use:

1. Sharing the shares.

Use share schemes as an incentive program to reward people for contributing to team success.

An employee who sees his or her efforts rewarded in company shares will, in theory, identify with the company, be committed to its success, and perform more effectively.

In reality, it may be hard to tell whether the company’s success is due to employees owning shares, or whether the success itself has led the company to issue shares. It is also difficult to know whether employees would have performed less effectively if no shares had changed hands.

Nevertheless, by giving people a stake in the company as an incentive program, you are making a highly positive statement about them, which encourages them to feel positive in


return.


2.    Gifts are not just for Christmas.

Surprise people with gifts they do not expect. Expected remuneration has less impact than the unexpected. Even generous pay rises are taken for granted after a while, as salary wishes increase accordingly.

Incentive programs like a far smaller “payment,” in the form of a gift, have an unequal worth in the eyes of the recipient. An employee could use a cash award to buy a gift, perhaps a weekend vacation, but that would provide less satisfaction than an incentive program in kind from the management as a reward for work well done.

Consider this, which incentive program is better: A company called for a special meeting for all of the employees that had achieved the sales quota for the month. In the meeting, the company announced that the incentive is a gift certificate. They went to the Accounting Department, as instructed, signed their name, and off they go.

Or: The company gave them a specialized mug embossed with the word “Congratulations,” plus a special card with a special message personally written by the manager.

Between the two incentive programs, the latter is more appreciative. Gift certificates could be a good incentive program but it is sometimes taxable, so they get only a fraction of what was written on it. Plus, the first incentive program is more rigid, lacks personalization and appreciation.

On the other hand, the second incentive program is far more favorable. A more specialized and personalized gift idea as incentive program can be more appreciated. It makes your employee feel that they are individually valued especially if it comes with a “thank you” note.

Best of all, presents are also a better incentive program and a cost-effective method of motivating staff when cash is short or when competition does not allow an increased pay.

3.    Optimizing benefits.

Fringe benefits have become a much less effective incentive program financially in many countries because of tax charges, as mentioned earlier.

Good pension schemes, however, have become more attractive as an incentive program wherever state-funded provision falls. The same applies to medical insurance. The knowledge that the company cares for its people in sickness, health, and old age is a basic yet a powerful factor.

Other benefits, such as company cars, paternity leave, vacations, and help with children’s education and care as incentive programs can improve the quality of people’s lives. Electronic


devices, from mobile phones to computers, directly benefit the company, but as an incentive program, the individual also gains personally from their availability.

Ultimately, loyal and happy employees tend to work harder, leading to increased overall productivity.

4. Bequeath status.

The modern company, with its flat structure, horizontal management, and open style, avoids status symbols that are divisive and counter-productive. Reserve parking places and separate dining rooms are rightly avoided.

However, important-sounding job titles are easy and economical forms of incentive program at the same time a better way of providing recognition and psychological satisfaction.

So, now you know that incentive programs don’t necessarily mean it has to be in the monetary form. Do remember that giving people incentive programs of any kind sends a very positive signal. As they say, it’s the thought that counts.

Management: Project Change Control Integration/Development Projects

This section contains Change Control Guidelines that should be used for projects involving integration or development activities.

Configuration Management/Change Control Plan Outline

Use the following outline to prepare a comprehensive Configuration Management/Change Control Plan.

1.0    ORGANIZATION

Discuss the organization of the overall configuration management and change control functions within the project structure.

1.1    Introduction and Objectives. Discuss the purpose of the Change Control Plan, and identify the objectives of the configuration management and change control processes.

1.2    Functional Organization. Identify the Configuration Manager, the customer’s Configuration Manager, and other representatives to the Project Steering Committee who will interact in the change control process. Also, identify any configuration management representatives who will participate in the configuration management process. Use the Responsibility Roster as appropriate to document assignments.

1.3    Organizational Interfaces. Identify the other organizational relationships that will affect the configuration management and change control processes.

1.3.1 Hardware Quality Assurance. Identify who will be responsible for hardware quality


assurance.

1.3.2    Software Quality Assurance. Identify who will be responsible for software quality assurance.

1.3.3    Engineering. Identify the engineering responsibilities and the organization(s) that will be responsible for carrying out those responsibilities.

1.3.4    Product Design. Discuss the responsibilities of the product design organization.

1.3.5    Contract Administration. Discuss who will be responsible for contract administration activities throughout the project.

1.3.6    Procurement. Discuss the responsibilities of the procurement organization.

1.3.7    Manufacturing. Discuss the responsibilities of the manufacturing organization.

1.4    Review Boards. Discuss whether a Change Control Board (CCB) or an Engineering Review Board (ERB) will be used to review proposed changes during the project.

1.5    Management Integration. Discuss how the configuration and change control processes will be integrated with the project management process and, in particular, how the Configuration Manager will report to the Project Manager.

2.0    CONFIGURATION IDENTIFICATION

2.1    Introduction. Define configuration identification, and discuss the levels at which the configuration will be identified for the project. Typically, three levels of identification are used. Functional Configuration Identification: The approved functional baseline plus approved changes.

Allocated Configuration Identification: The approved allocated baseline plus approved changes.

Product Configuration Identification: The approved product baseline plus approved changes.

2.2    Configuration Items. Describe the items that will be managed as “configuration items,” which are the items, assemblies, and subassemblies whose configurations will be specifically controlled.

2.3    Specifications. Identify any controlling or applicable specifications.

2.4    Baselines

2.4.1    Functional Baseline. Describe the functional baseline that will be developed as a basis for preliminary design efforts.

2.4.2    Allocated Baseline. Describe the allocated baseline that will form the basis for detailed design efforts.

2.4.3    Product Baseline. Describe the product baseline that will describe the physical and descriptive characteristics of all configuration items.

2.5    Drawings. Identify the standards that will govern drawing preparation, and discuss the drawing numbering system, if applicable.

2.6    Manuals and Documentation. Identify the documentation standards governing manual preparation and other related documentation. Define what documentation will be prepared and controlled.

2.7    Wiring. Identify the standards that will govern wiring design and designation, and discuss the designation system, if applicable.

2.8    Parts List. Discuss the presentation of a system parts list, identify the data to be included in the parts list, and describe the process to be followed in preparing the parts list.


2.9 Special Test and Inspection Equipment. Identify any special test and inspection equipment that will be required to support the system configuration.

3.0    CONFIGURATION CONTROL

3.1    Configuration Control Board Responsibilities. Discuss the responsibilities of the CCB, if one will be convened for the project. Identify the membership of the CCB.

3.2    Change Control Process. Discuss the process by which changes will be proposed, evaluated, and adjudicated. Identify which individuals or groups are responsible for specific portions of the change control process.

3.3    Change Types and Triggers. Discuss the types of changes that may be presented, including contract changes, Engineering Change Proposals, Requests for Deviations/Waivers, and so on.

3.4    Impact Analyses. Identify the process for requesting and performing impact analyses, and discuss their content.

4.0    CONFIGURATION STATUS ACCOUNTING

4.1    Configuration Status Account Reporting. Define the Configuration Status Account Reporting system, and identify any standards that govern that system.

4.2    Product Rollout. Discuss how Configuration Status Account Reports will support product rollout, and which reports will be provided as documentation with individual products.

4.3    Tracking Procedures and Documents. Discuss the process by which configuration baselines will be tracked, and the documents that will support configuration management and configuration status accounting.

5.0    SUPPLIER CONTROL

5.1    Interface Management. Describe the interfaces between the Project Team and supplier personnel. Identify interfaces between supplier products/services and COMPANY products/ services. Describe how COMPANY will ensure functional integrity between supplier components and COMPANY components.

5.2    Documentation and Change Control. Discuss supplier responsibility for maintaining documentation integrity and for processing changes through the established change control process.

6.0    SOFTWARE CONFIGURATION MANAGEMENT

6.1    Documentation and Identification Methods. Describe the means by which software configuration items will be identified and documented, and which media will be used to document configuration status.

6.2    Software Baseline Control Process. Define the software baseline control process, and identify individuals or groups (for example, Team Leaders or Quality Assurance Manager) who will participate in that process.

6.3    Software Problem and Change Reporting. Identify the process for reporting problems and


changes to software, and discuss the means of documenting changes and auditing change implementation and control.

7.0    CONFIGURATION AUDITS

7.1    Audit Scheduling. Identify when configuration audits will be performed throughout the project life cycle.

7.2    Audit Requirements. Discuss the specific requirements for each audit, identifying which project elements will be audited.

7.3    Audit Process. Describe the audit process, and identify which individuals or groups will participate in that process. Specifically, discuss the responsibilities of the Configuration Manager.

7.4    Audit Reports. Discuss configuration audit reporting requirements, including specific contractual requirements for report documentation and submission.

Management: Harvard’s Nolan’s 4 stages still hold

To make ICT growth or change understandable to senior management seems not always an evident exercise when having to explain budget requirements. There are our distinct stages in the growth of ICT facilities, each with its distinctive applications, its rewards, its problems, and its managerial issues. By breaking down the evolution of the ICT department into four stages, it is possible to sort out the IT affairs into four sequential packages. The IT budget, plotted over time from initial investment (Stage-1 ) to mature operation (Stage-4), forms an S-curve.

Concerning growth of applications :

Stage-1 represents typical cost reduction financial applications, such as payroll, accounts receivable & payable, billing.

Stage-2 represents proliferation of applications in all functional areas, such as cash flow, general ledger, budgeting, forecasting, personnel inventory, order processing, sales.

Stage-3 represents a moratorium on new applications; emphasis is on control, such as purchasing control, scheduling.

Stage-4 represents database applications, such as financial planning models, on-line personnel query system, on-line customer query system, on-line source data entry (cost collection, purchasing, etc.)

Concerning growth of personnel specialization :

Stage-1 represents specialization for computer efficiency, such as operator, programmer. Stage-2 represents specialization to develop a variety of applications, such as systems programmer, scientific programmer, business applications programmer, systems analyst. Stage-3 represents specialization for control and effectiveness assurance, such as systems programmer, functional analyst.

Stage-4 represents specialization for database technology and teleprocessing, such as database administrator, network administrator, but also data administrator at management level.

Concerning management techniques customarily applied in each of the four stages :


Stage-1 represents a small IT department, first-in first-out priorities, lacking controls, no chargeout, loose budgeting, relaxed management.

Stage-2 represents informal It project control, assignment of analyst/programmers in the various functional areas, lax controls, few standards, little budget control, IT management moved up in the organization.

Stage-3 represents control oriented management, presence of a steering committee, control through centralization, increased maintenance activities; budgets must be justified; initiation of IT project management, chargeout and systems quality control through standards; strong budgetary planning for hardware/software facilities and new applications.

Stage-4 represents IT as a separate functional area, decentralization of IT analysts to user areas; systems design & programming take on a consulting role; introduction of database policies & standards; IT manager taking on a higher level position; focus on pricing of IT services; multiple 3-5 year IT-plans for infrastructure, personnel and applications.

Concerning responsibility of information :

Stage-1 represents IT to be accountable for defining information, with almost no user involvement, which results into imposed systems.

Stage-2 represents substantial user involvement in defining information through extensive requirements analyses.

Stage-3 represents the user to be primary accountable for defining information; there is little data administration.

Stage-4 represents adapting the philosophy that data is a corporate source, which includes data administration at high corporate organizational level; information planning is done by IT based on information supply requirements formalization by the user.

Once the applicable Nolan stage has been identified, through careful analyses of the symptoms, the position of the S-curve can be identified which represents the relative budget. Also, the evolution from the applicable Nolan stage to the next stage indicates the strategy to be taken by IT in order to move to the next stage. It may occur that more than one stage will apply to the current situation, in which case the lowest stage must have highest priority in order to become synchronous with the higher current stages. Only when a stage has reached full completion, the next stage can be tackled. A mix of stages will always lead to uncontrollable problems. The applicable Nolan stage is the basis for IT planning (strategy & tactics) & budgeting. The Nolan stages have been identified some 30 years ago. They can still be applied, a very simple way to plot ICT budget against results in one single graph. A very handy tool when it comes to top-level management decision making.

Management: Business Analysis

SCOPE of the analysis becomes input to BUSINESS GOALS. This means that not necessarily all business goals need to be taken into account. But the business goals must be defined as measurable.

BUSINESS GOALS become input to BUSINESS FUNCTIONS. Business functions are in fact overall tasks or activities that are designed to support or realize the business goals.


BUSINESS FUNCTIONS become input to ORGANIZATION, RESPONSIBILITY and ROLES. BUSINESS FUNCTIONS become also input to INFORMATION SUPPLY PERFORMANCE. ORGANIZATION, RESPONSIBILITY (including external factors) and ROLES also become input to INFORMATION SUPPLY PERFORMANCE as well as to AMBITIONS.

The organization, groups of competences, is theoretically dissociated from the business functions, however, in practice the organizational structure is often one-to-one with the business functions. This often causes confusion in analyzing and reorganizing. The information supply performance is analyzed both from human and machine perspectives, to discover what works and what is needed or no longer needed. Ambitions should be, but are not always, compatible with what is really needed in order to realize the business goals.

Needless to say that reorganization always be preceded by defining the business processes, which in their turn be preceded by defining the business functions, to be preceded by defining the business goals.

INFORMATION SUPPLY PERFORMANCE as well as AMBITIONS become input to REQUIREMENTS. The requirements originate from the need for change and/or improvement. Please note that different or new is not always better and that nice-to-have not necessarily represent the real need.

REQUIREMENTS and AMBITIONS become input to FUTURE SITUATION. The future situation at this stage is defined conceptually and functionally, and independent from technology.

FUTURE SITUATION - together with the COMMON SYSTEMS MASTER plan (if present) -become input to INFORMATION TECHNOLOGY PLAN. Here we start talking about technology. It could happen that the future situation does not fit with the current overall plan, which, on the other hand is a nice opportunity for reviewing the overall plan.

INFORMATION TECHNOLOGY PLAN becomes input to SYSTEM OUTLINE, GLOBAL DESIGN and QUALITY TEST PLAN, from which the APPROACH gets selected. Now is the moment to see how the future situation would fit in the whole. If needed, a simulation tool could be employed for the user to increase reality.

APPROACH can be either PACKAGE EVALUATION & CUSTOMIZATION, or DETAIL DESIGN, which becomes input to DEVELOPMENT / INSTALLATION. This step is a point of decision whether to go for turn-key systems (usually the case with ERP and CRM) or for in-house development (often the case for web-sites).

DEVELOPMENT / INSTALLATION becomes input to QUALITY TEST, which in its turn becomes input to ACCEPTANCE & CLOSE-OUT. The acceptance covers both technological and functional aspects. After the close-out, the final implementation is declared operational.


Management: What Real Project Management Is All About

Sorry, no offense, but I came across a lot of rookies with the title Project Manager, and when I ask them what’s project management, all they can tell is stuff about a Gantt chart and coffee during meetings.


Management: Recognition Skills Your Degree In Recognition Skills

Of course, we all majored in recognition skills at high school. Being positive comes as second nature to everybody and we never focus too much on faults. Unfortunately there the fairy tale must end. Complaining, it seems, is a much more developed skill than praising and many people find it difficult to be only positive. It is as if they can’t help themselves adding a crushing blow. Like Carolyn Burnham (Annette Bening) in “American Beauty” when she praises her daughter Jane (Thora Birch) for her cheerleading performance, she says, “I was watching you very closely, and you didn’t screw up once.”

Language

It is often said that, in communication, we get the response we deserve. Bear this in mind when you next ask for an additional task to be undertaken. Listen to the words that you use. Do you apologize, saying:

“I’m really sorry that I have to drop this on you”

Do you antagonize, saying:

“Whether you like it or not you’ll have to do this by 5pm.”

Do you empathize, saying:

“I know this is a pain, but it really needs to be done.”

Do you sympathize, saying:

“Poor you! This extra work probably means overtime.”

.. .or do you enthuse, by saying:

“Hey, you’re just the person who can help me! I need this urgent job to be done today, and I was thinking you’d be the best person to get it out accurately and on time.”

No prizes for guessing which approach gets a more energetic response. Enthusiasm breeds enthusiasm and if you can embed a few pieces of recognition in your request without sounding sarcastic you’ll stand a better chance of getting a motivated performance.

When you are actually praising someone, try to tell them how you feel. “It made me proud that I work for the same company when I saw you handling that complex customer problem”,


means so much more than, “Good job, keep it up.” “I wish I had your comic timing. Your ability to make people laugh and feel motivated to get on with the toughest and most unpleasant of jobs leaves me in awe.” says more than “I’m impressed, carry on, dude!”

Also make an attempt to acknowledge that you really did understand that the behavior was appropriate; “I was especially impressed when you offered to call them to update them on progress at the end of the day. That’s a great standard to work to”

Managers can develop a crippling disability when they use language variously known as “verbal diarrhea”, “let me tell you what you mean” and “that’s not the way I’d do it”. As people climb the management ladder there is a tendency for them to lose the listening skill and to gain an add-on to their verbosity skills. This is not surprising as they are probably expected to talk for most of the day; however when it comes to gathering information to promote informal recognition, keeping your ears open and your mouth shut is an essential skill.

Management: Afford A Receptionist How Do You Afford A Receptionist?

My answer. You can’t NOT afford a receptionist. I didn’t have one for years so I know how it is. The day I quit interrupting my clients to answer the phone and quit running behind because I had to book appointments and quit losing clients because I was so backed up I couldn’t give them that undivided attention.

That’s when I saw the light. I couldn’t afford not to have one. I didn’t have to worry about how I was going to pay for her because she immediately paid for herself. Your receptionist is your most valuable position in your salon.

They can produce more money than anyone behind the chair. Your receptionist must be trained and I can’t tell you everything here but this is a few benefits you will see right away.

1.    An increased level of customer service. You will train them to ask every client if they would like a cup of coffee or whatever beverages you have to offer.

2.    They will greet the client professionally within 3 seconds so the client feels welcomed.

3.    They will let the stylist know their client is here and deliver any message the stylist may have for the client.

4.    They will have the client fill out their questionnaire.

5.    input their info in the computer.

6.    Make out their thank you and referral cards.

7.    Give the client a proper check out.


8.    Answer the phones and field or make appointments so know one is interrupted.

9.    Do thorough check outs.

10.    Make sure the client pre books which result in more $s at the end of the year. Because people always take longer to call and book from the time they really need to come in.

11.    More retail sales because they will ask every client how they are doing today on their products. This is just to name a few ways.

Educate your renters on all the benefits listed above. I’m sure they will see the light also. If everyone splits the cost it’s only a few dollars. Start incorporating the benefit of a receptionist into the price of the rent on everyone you hire from this day forward. Advertise that you provide “assistants & receptionist” to your renters. It’s impressive.

Management: Use Data To Drive Improvement

How Do You Know You Are Getting Better? Use Data To Drive Improvement

The best quality improvement initiatives are driven by data! Why? How are you going to know how much you have improved if you don’t measure something?

All of you have been exposed to measures in many situations. Most of them were important.

In school, you were graded. Perhaps you own shares of stock; how do you measure the success of the stock—its increase in value, a measurement. How do you know if your team wins? By its score, a measurement. The fact is that many daily activities in life have accompanying measures to judge their success.

You might argue that you know if things are getting better; you can just tell. I am sure that you can. This is not enough, though. In the healthcare field it is important to measure improvement. One reason to do so is to prove to others that things are improving. For instance, suppose you are in charge of implementing electronic health records in a hospital setting. You meet resistance from several staff members, including a large number of doctors. How can you overcome this resistance? Collect data—lower percentage of wrong prescriptions, for instance—from a pilot program of willing participants and then demonstrate the positive benefits with your data. With such results in hand, you will overcome many doubters.

Another reason to measure improvement is to demonstrate the saving of time and money.

With healthcare costing so much today that many find care out of their price range, it is important to find ways to lower costs. For instance, suppose that staffing at your facility is very expensive; the payroll costs are way over budget. I recently read of a lean six sigma project that demonstrated through the use of data collecting by staff charge nurses that staffing shortages and costs were significantly reduced. The right staff was present when needed and the facility eliminated the need for using short-term staffing of nurses through agencies; this


saved a great deal of money. Besides lowering costs, staff morale improved significantly at this site.

I hope that I have convinced you that to make significant quality improvements, you should be actively measuring. What should you be measuring? The most common measurements are costs in providing a service, time taken in providing a service and various measures of patient health, such as the lung capacity of asthmatics. You can also measure improved bottom lines. One doctor I know improved his income 38% in 5 years by working hard to adopt quality measures in his solo practice. Many ER’s now boast of how they have significantly decreased waiting time for patients. One such local hospital did so well that they were overwhelmed by the increase of demand for service at their ER. You might want to measure if spending a few more minutes with patients talking about pursuing good life habits like eating the right foods leads to improved health, like lower cholesterol.

Once you have decided what to measure, you should first measure the variable (cost, time, etc.) as it is in the state before you begin an improvement initiative. This is a baseline against which you can measure your improvement. As you begin and proceed through a quality improvement effort, keep track of the measures and see what improvements occur. I suggest that you keep the data in a spreadsheet or database. For short term record keeping you might want to use charts. You will want to check to see if your means are significantly improving (you can use statistical tests if you choose—they are more accurate) and if your variation is decreasing.

Once you have reached your goals, revisit the new processes once in a while and collect new data on the variables you chose to measure. Doing so, will help keep you from backsliding to the old ineffective state. Backsliding is all too easy. It is hard to break old habits, but keeping data will help you. This is, in fact, what drives the success of many programs, such as Weight Watchers.

I hope that I have convinced you that data driven change is the best way to approach quality improvement. It will concretely demonstrate how you are progressing and will prove to others that your site is doing much better. It will help you earn your just rewards!

Management: Avoid Corporate Event Nightmares

It’s like the old dream where you’re delivering a speech to a packed house - and suddenly realize that you’re standing there with your trousers around your ankles. You’ve planned the perfect company dinner - and the caterer got the date wrong. Your keynote speaker didn’t show up because his travel tickets were never confirmed. And the napkins at the tables don’t match the table-skirts. Are your guests going to think ‘Oh, their corporate event planners let them down? Of course not! When you plan a large scale corporate event, your company’s reputation is on the line. Why would you leave that in unskilled hands?

The most successful corporate events are those that are well-planned and flawlessly executed. If your company is hosting a customer appreciation event, a team building day or


any other type of corporate event, it pays to hire the best corporate event planner you can find to take care of all the details. But how do you choose the best event planners? Here’s a checklist of criteria to help you narrow down your choices to those corporate event organizers that will deliver an event that your customers and employees will enjoy.

1.    If you’re new to planning corporate events, ask around among your business colleagues for recommendations. If you attend a grand opening or company dinner that impresses you as well-planned and well-organized, make a note of whether an event planner was used, and which one it was. Excellence has a way of being noted, and word of mouth is the best recommendation you can find.

2.    When you interview a corporate event planner, pay as much attention to the questions that they ask as to the answers that they give. A professional will ask questions designed to gauge exactly what YOU want to accomplish with your event so that they can translate your vision into the spectacular event that you have in mind.

3.    Ask the right questions to get the information you need to know. How often do they handle events similar to yours? What other corporate events has the firm planned lately? Do they have experience with the type of event that you want to run? How will they approach your goals for this event?

4.    Always ask for references. A professional event planner will be happy to provide you with the names of other clients that you can contact. Just as importantly, they can provide a list of vendors with whom they’ve worked and have relationships. As in any other business, successful event planning is based on who you know as much as it is on what you know. An expert corporate event planner will have worked extensively with vendors and services in your area. They’ll know which companies are reliable and which to avoid.

No matter what the event you’re planning, it makes sense to turn to a knowledgeable professional for help with the details. A professional corporate event planner can make running your event painless - so that you can relax and enjoy the evening as much as your guests.

Management: Is Your Home Business Legal?

How To Check If Your Home Business Is Legal?

If you’re going to start running a business from your home, there are various laws you need to know about. If you don’t check things out before you start, then you risk having your business shut down by the authorities.

Zoning Laws.

The chances are that the different parts of your town or city have been split into different ‘zones’. Each one of these zones has a purpose: business or residential. Since you almost


certainly live in a residential area, zoning laws restrict what you can do there in terms of business.

If you think about it, there are good reasons for this. What would it be like if someone could just decide to buy up a whole load of houses and turn the area into a shopping mall, without getting anyone’s permission? What if your neighbors could just turn around one day and start using their house as a shop? I doubt that you’d like that. The laws are there to protect your neighborhood, and to stop business from interfering with people’s home lives.

You need to phone whatever local governmental body there is in your area, and ask them about the zoning laws in your area. If they’re not helpful, it could be worth a visit to a lawyer. You’ll find that laws vary massively - here are some of the things you might come across.

The Strict Zoning Policy.

Many areas still operate a strict ‘no-business’ policy in residential areas, and will come after you if you start a business without their permission. You’ll need to put in a formal application, and there could be a public hearing, giving other residents the chance to object. Time to start being nicer to your neighbors!

You should note that just because there are other home businesses in your area, it doesn’t mean that you’ll find it any easier to get permission. The rules may have been tightened up since those businesses were started. Still, it’s worth talking to other home businesses in the area, if you can, to see if you can get any advice.

Percentage Policies.

Another common way of handling things is to allow you to use only a percentage of your house for business, to avoid residential properties becoming wholly commercial. You might be told, for example, that only 20% of the house can be used for business purposes. This can be restrictive if you have a small house, or if you need to store things. Worse, areas with a policy like this are usually completely unwilling to vary it for you.

Restrictions by Industry.

It’s worth checking if there’s a special exception in the zoning laws for what you plan to do. Artists, for example, are often excluded from the laws (where are they supposed to work - the art office?), as well as people who give home tuition, like music teachers. Doctors and dentists are another common exception.

Signs and Traffic Rules.

You might find that the laws have special restrictions on signs and traffic. You could be restricted from putting anything on the front of your house that could be considered ‘advertising’, meaning that you can’t even have a sign with the name of your business. If you


plan to have lorries or trucks bringing deliveries to your house, then that can pose a big problem, especially if someone complains about them, or there are lots of children in the area.

Visitor Rules.

Another contentious issue is visitors. For some reason, people get upset if lots of visitors keep coming to your house - they like their street to be quiet, not constantly busy. Some laws allow only a set number of visitors to your home business per day, or restrict the number of visitors that you can have at one time.

Breaking the Law.

A footnote to all this is that millions of businesses are operated illegally out of people’s homes, in violation of the relevant laws. They keep their business secret, because they know that admitting what they’re doing would probably get it closed down. This approach obviously isn’t recommended, though - you should always try your best to do things legally, and consider moving house if no-one seems to want your business in the area.

Management: Small Business Billing Software

How To Choose The Right Small Business Billing Software

Easy-to-follow 11 step checklist for choosing billing software for your small business.

If you own or manage a small business, you know how much time can be spent chasing down paper invoices, purchase orders and sales reports. It can be a real nightmare! That is where billing software comes in. It allows you to record all your customers, sales, invoices, inventory, suppliers (and more) in a PC-based system that is easy to use.

Deciding that you need to invest in good quality billing software is not hard. The tricky part can be choosing the right software package for your requirements. There are dozens of systems on the market claiming to be the holy grail of all your business problems, but choosing the wrong one can cost you valuable time and money.

Here’s a simple checklist of 11 things to look for when purchasing billing software for your small business:

1) Customer records

This is the core element of any billing system. What sort of information do you need to record about your customers? There’s the obvious things like address, phone, fax, mobile, email and web address. But what about marketing-related information like “how did the customer find out about your business?”, and “standard discounts” for key clients.


2) Multiple contacts & Communication history


If many of your clients are businesses with multiple contacts, can you record individual contact details for each person? Word of mouth is the most powerful form of advertising, and statistics show that one of the most important factors in customer satisfaction is good customer service. Have you thought about keeping a log of all communication with your customers? It can be extremely helpful for improving internal communication within your business, and results in a more personalized service for your clients.

3)    Multiple shipments

Obviously your billing software will need to create sales orders - that’s a gimme. But do you need to record employee-related information, like who the “salesperson” was? What about flexible dispatch options, like multiple shipments per sales order?

4)    Search facility

There’s no point recording all this really useful information if there’s no easy way to get to it. Check that the search facility is flexible and easy to use. What criteria can you search by? Here are a couple useful fields you may want to use: customer phone number, customer address, order date, dispatch date and dispatch consignment number.

5)    Tax & regional support

Are you able to change the tax rates on an order line basis? What about currency formatting? If you and your clients are in Europe, then there’s no point using billing software that can only handle US dollars.

6)    Reporting

Producing accurate reports in seconds is something you no longer have to dream about. In fact it is a necessity in today’s competitive market. Ensure your billing software can calculate information on sales based on date, salesperson and customer type. If you operate a B2B business, another key performance indicator may be dispatch totals, based on date, and employee. But one important thing to remember about software... you can only get out what you put in. So if you are looking for a specific report, make sure that information is being recorded by your billing software package.

7)    Backup

I’ve seen first-hand how devastating a hardware failure can be. Hundreds of thousands of dollars worth of data can be destroyed in seconds... if you do not have a backup procedure in place. Ensure you select a billing software package that has a built-in backup utility or works with your current backup system.

8)    Online help & support


If you’re a new computer user, then you’ll definitely need a software package that has a comprehensive online and easy-to-use help system. Also check out what direct technical support is available through the vendor. Some software companies charge very high fees for personal support, so ensure you include this in your budget.

9)    Budget

How much are you going to spend? That really depends on the complexity of the software package you are looking for. Smaller software packages can be found under US$100, and larger more complex packages can cost well over US$3000. Take a look at the number of customers you have, the number of sales orders you process, and choose a solution that fits your business.

10)    Customizations

If you purchase an off-the-shelf billing software package, you may require minor customizations to suit your unique business processes and industry. Some software vendors offer customizations at quite reasonable prices. But ensure you include this cost in your budget.

11)    Other features

What else do you want from you billing software? If you deal with fixed price products, you may need a comprehensive inventory management system allowing you to purchase stock, manage inventory levels and supplier relations. Some quality software packages also include a useful follow-up diary, allowing you to keep track of tasks and assign them to other staff members.

When choosing a billing software package for your business, make sure you check that it offers everything your business needs. And then the only thing you’ll have to worry about is what to do with all your newly found spare time!

Management: Cut Your Business Expenses How To Cut Your Business Expenses

There are many specific ways to reduce your business expenses. This one is a simple exercise you can do today - one that could save you thousands of dollars.

I learned about business expenses at one of my first jobs. It was in a fast food restaurant, working as an assistant manager I was responsible for placing the orders for food and supplies. I noticed how many thousands of dollars we spent on ketchup, mayonnaise and other sauce packets. Then I watched for a while, to see how many the employees were handing out at the drive-through window.


Pretty quickly, I realized that many of the employees were putting a handful of packets in the bag for customers - before even asking if they wanted any. It was time for a new policy, I decided. I informed all the employees that they were to ask the customers if they wanted ketchup, mustard or any other sauce packets. Then they were to either ask how many they wanted, or let the customer see them putting just a few in the bag, so the customer could ask for more if they wanted more.

The customers were happy, and fewer packets went out that window. How many fewer? I don’t remember exactly. What I do remember, is that after tracking our subsequent use of sauce packets, I discovered that the new policy was saving the restaurant about $2,000 per year. I later found a way to rework the schedule to save $15,000 annually on labor costs, while providing better customer service. These business expenses add up.

It’s important to note that money saved is often pure profit. The owners made $15,000 more profit when my new way of scheduling saved them $15,000 in labor costs. To increase profits $15,000 from new sales, they would have needed $60,000 more in sales (after costs, profits are only 25% of sales in this particular business). In other words, finding ways to save money can be a powerful way to increase your profits.

One Way To Reduce Your Business Expenses

Of all the ways to save money, the first thing to try is to simply list everything that your business spends money on. Include even the toilet paper in your public restroom if you have one. Include everything. Now take each item and consider any possible ways you can spend less on it.

Write down the workable ideas and act on them. This is such a simple idea, but how often have you done it? If you have ever done this simple exercise even once in the history of your business, you are probably doing better than most business owners in controlling your business expenses.

Management: Deal With Salespeople

How to Deal With Salespeople

Persistent sales people can tear your day apart. Here’s how to protect your time and sanity.

If you’re an executive, you may feel like a open jelly sandwich at a picnic.

Every crazy critter in the world wants to bite into your budget. Here’s how to protect your time and preserve your sanity.

1) Ask questions

Many salespeople work from a script. Rather than let them read it, interrupt with, “Excuse me.”


Then determine the purpose of the call by asking questions such as, “What are you selling?” or “Why are you calling?” Set bounds on the call by stating that you will take one minute to hear their offer and that you have a timer. Cut through the enticement by getting the facts that you need to decide if their offer has value.

2)    Just say no

If you have no interest in the offer, tell the salesperson, “No.” If you have no interest in the company, product, or service, ask to be removed from their call list. Be polite and firm. Simply say, “We have no need for your service. Please remove my name from your list.” Avoid small talk, arguments, or complaints. All of these waste your time and lead to nothing. In addition, savvy sales people appreciate candor. It frees them to proceed with their business.

3)    Decline literature

If you attempt to rid yourself of a salesperson by asking for information, you cause three bad things to happen. 1) You guarantee a return call (“Hi, did you get what I sent?”). 2) You waste the salesperson’s money. 3) You add to the mail that you have to process. Thus, decline literature unless you are interested in the offer. Similarly, decline appointments, trial samples, or invitations that you know you would cancel. And never ask for a proposal if you have already selected another provider.

4)    Return phone messages

Sadly, some people attempt to say “no” by ignoring the caller. This is a terrible strategy for two reasons. First, the caller does not know what you are doing. They will conclude that you may be traveling or sick and thus call again, and again, and again. Second, ignoring someone is rude, especially if you asked the person to call you, send a proposal, or provide information. (Special note: every vendor is also a customer. Insulting people can backfire by costing you business.) If you want to end a dialogue without talking to the person, call (or have an assistant call) and leave a message during off hours (early morning, late evening, weekends). Most good business people appreciate candor and understand the word, “No.”

5)    Use voice mail

Strategic voice mail can protect your time. Rather than leave an outgoing message stating that you will return calls, leave a message that helps screen calls. For example, your message could state, “Hi this is Pat Smith. Leave a message if you have an work related issue. If you are selling wingnuts, do not leave a message because we are not buying them.” or “If you are selling something, call Chris at Extension 101.” In the latter case, Chris may be someone assigned to screen sales calls.

6)    Be open to possibilities

Realize that the caller is another human being, trying to earn a living. In addition, that caller


may also be a customer or able to influence your customers. Thus, rather than immediately reject every call, consider that some of the offers may help you improve your business and make your job easier. Treat callers with the respect and courtesy that you expect from others. You will find valuable opportunities when you give them a fair chance to explain why they called. And you can always say, “No.”

Management: Strategic Planning

How To Get Things Done: A Guide To Strategic Planning

A step-by-step program for creating a strategic plan and tactical plan guaranteed to help you get more of what you want done.

You are pursuing a strategy en route to your vision. Whether it is revolutionary or evolutionary, it does not matter. You are on the road, committedly driving your business in a direction of your own choosing. The important thing is that you have, in fact, chosen this course.

And, once you have made this choice, how are you going to realize this strategy? The answer is just like the answer to “How do you climb Mount Everest?” One step at a time. The way you realize your strategy is one step at a time - the trick, of course, is to know what steps to take, and in what order to take them. This article details an approach to developing a strategic and tactical plan.

Completing the past

The first step in creating a strategic plan is to review and complete the previous past period. For the balance of this article, we will refer to that period as a year, although your planning horizon may be either longer or shorter. You complete the past for two reasons - to learn everything possible from your previous actions, results, and mistakes, and as importantly, so that what ever is left over, whatever issues are hanging over your head, are no longer a burden.

Answer the following questions:

What were your intentions, what were your goals?

What did you set out to accomplish?

What intentions did you really take action on and which ones did you merely talk about? Specifically, what did you actually accomplish?

How effective were you? What percentage of your goals were realized? For instance, if your goal was $14 million in sales and you reached $12 million, you were 85% effective. And so on. What did you accomplish that you didn’t intend?

What were the unintended side effects?

In your opinion, what did you do “wrong”?

What did you simply skip?


One useful practice is to write a detailed, objective history of the past year. Document the year’s events and results in journal form. Your records will be a big help - use your date book and your sales ledgers to reconstruct this narrative.

Gather up whatever you learned. Three questions will assist you in this phase. What did you do that worked? In other words, what actions produced the results they were intended to produce? What didn’t work - what actions (or lack of actions) produced something other than the desired result? And finally, what was missing - in terms of missing resources, skills, knowledge, attitudes, relationships, etc. - which if you had them would have enabled you to be more successful?

At this point you should be ready to move forward without dragging the past with you.

Set priorities

Using your values, beliefs, vision and strategy as a guide - establish priority issues for the coming year. Presuming your resources are limited, you may not be able to impact all areas of the business at once. Take a look at the following list - in which of these areas do you most want to make a difference?

product development market penetration revenue and profit customer satisfaction technology and product quality intellectual capital productivity strategic relationships new customer growth geographic expansion employee retention community and global impact

Add other areas which are relevant to your business. Then choose which you will focus your attention on. Some prioritizing questions to ask are: What particular area is important? By important I mean that which will move you forward in the direction of your vision, goals, etc. Why is that area important? What will a shift in a particular area provide to the business (or specific categories of stakeholders)? What will not causing that shift cost the business?

Once you have decided in which areas you will focus your efforts on (and also which will not receive much attention), you then establish goals, or measures for success. Here is where things can get tricky. The standard approach to establishing measures for success is to “look around” and try to figure out what is practical. “We did X last year, now we’ll do X plus 10%.” Then you think about what you know how to do. “Well, we know how to do an extra 10%.

Good - that’s what we’ll shoot for.”


The catch is, this approach will get you some pretty practical, incremental, and average results. And while there is certainly nothing wrong with average results, my guess is, that is not why you are reading this article. To get extraordinary, breakthrough results, you have to step outside your normal confines and dream a little. Set your goals by considering what will move you rapidly towards realizing your vision, what will quickly implement your strategy, and go from there. Set goals - establish success measures which will inspire you! Do not think about how you will achieve the measures or goals before you set them. That will only limit your thinking.

Establish Measures and Goals

Establish a clear set of measures for each area of focus. In Product Development you could add two new products for your target niche, or a new product which will enable you to penetrate a targeted customer segment. In Customer Satisfaction and Quality you could reduce open customer incident time by three days, raise your customer satisfaction metrics from a 7.3 to a 9.0, or eliminate defects in your final product release. You could Geographically Expand into Canada, Mexico or the Northwest.

Employee retention and Intellectual Capital would be impacted by reducing turnover from 14% to 5%, providing 50% more training days for employees and targeting an increase in patents held from 2 to 5. You could increase Market Penetration, Revenues and Profits by adding 25% to the customer base, increasing service revenues 100%, and raising your net profit margin to 23%.


Place a time frame on each measure and turn it into a goal. Total customers increased 25% by September 30th is a clear-cut goal. It fits nicely on the end of a time-line.

Initiatives

You have measures, you have goals - now develop a plan to reach them.

For each measure within an area, invent one or more initiatives which help you reach your goal. Sometimes the initiatives are relatively simple, such as hire a salesman for the new Northwest territory. There may be alternate options such as contracting with a distributor in lieu of a local sales force. In that case you have to evaluate suitability, costs, resource drain, and the likelihood of success for the various options before committing to one path.

Sometimes achieving the goal will require a series of initiatives, or parallel initiatives. Increasing the customer base 25% may involve direct mail, print and web advertising, two new sales reps, a phone campaign, and working the dead customer file. Alternatively, it could involve acquiring a competitor, or maybe the competing product line. Each of these initiatives then requires its own measures for success. And each one must be evaluated in terms of suitability, costs, and likelihood of success.


Action steps, milestones, and time-lines

When you have chosen the suite of initiatives you will pursue, break each into action steps and intermediate results, and place the whole thing on a time-line. Include acquisition of missing resources and skills on the time-line. Set regular milestones to keep the whole effort on track, and have a way to blow the whistle when things get off course.

Develop a tracking system, and update it regularly and often. A big white board or flip chart paper taped to the wall can display your time-line., including measures, milestones, and commitments made by various team members defining what will be accomplished each tracking period. Project management software is useful for complex initiatives - it helps you visualize and account for “dependencies.” If you use it, email reports to all participants.

The Merlin Method

For some of your areas and measures of success you are clueless - you simply have no idea how to achieve the results. In this case, you can use the Merlin Method. Merlin, you may remember, was a magician and prophet who served as counselor to King Arthur. What you may not know is that Merlin did not really predict the future. Legend says Merlin was born as an old man and lived his life growing younger. He was simply relating events which for him had already happened.

The Merlin Method is based on this same principle. Imagine you are standing at the end of a long time-line. - you have already achieved your specific goal. Imagine or visualize, how did you do it? What actions did you take? What resources did you secure? Who’s help did you enlist?

Ask these questions in a stepwise fashion starting from the end. What was the last significant thing you had to do just before reaching the goal. Put that on your time-line. And just before that, what did you have to do? And just before that? And so on, moving closer and closer in time, right up until the present.

If you were taking a family trip, imagine yourself at your destination. What did you do just before you got there? You exited US 10 at exit 54. And before that? You exited US 15 at Riverside, having driven 67 miles. And before that, you bundled the kids into the car. Before that you put the luggage in the trunk. Before that you packed. Before that you went online and got directions. And so on. Working backwards from the realization of the goal, you have developed a time-line., complete with milestones - working from your collected knowledge and wisdom, but not necessarily from your conscious mind. The Merlin Method can be a very powerful way to generate set of tactical actions to realize your business strategy.

For a reality check, think it through forward. If you add the necessary resources, skills, and knowledge, take each action in turn, and reach each milestone, is that likely to produce the results you intend to produce?


You can even use the Merlin Method to generate alternative plans to evaluate against your other approaches.

Using one or more of these methods, you have developed a strategic and tactical plan - a complete set of strategic priorities, measures, goals, and initiatives, along with action plans, milestones, resources requirements, and time-lines - built upon your strategy and designed to realize your vision.

Management: How To Hire For Small Business

How To Hire Like The Fortune 500’s: A Guide For Small Businesses

A recent iLogos Research study revealed 94% of Fortune 500 companies now hire employees online, a stark contrast from 1998, when only 29% of them were doing the same. If you own or manage a small business, that means the vast majority of your fiercest competitors are now spending less time and less effort on recruitment. And that leaves them with more time to, simply put, get a leg up on you.

Sure, it sounds like a threat. But isn’t lack of technology an inevitable drawback for most small businesses? Absolutely not. Maybe 10, even 5 years ago. But not today.

Every time we do market research with small businesses, we hear three top reasons why the business has not yet implemented an online hiring solution, in which job candidates apply online:

1.    The cost is too high

2.    They lack the technological know-how

3.    They believe setting up a recruitment software would take longer than just doing it the old-fashioned way

Those are all valid concerns, considering most small businesses operate on a tight budget and without an in-house IT department.

The good news is small businesses are fundamental to the North-American economy. In fact, according to the U.S. Small Business Administration (SBA), small businesses drive the U.S. economy, representing 99.7 percent of all employer firms. In Canada, according to Statistics Canada, businesses with less that 100 employees account for 98% of all employer businesses.

Business software developers are now recognizing the importance of SMBs and designing employee recruitment software that caters to the specific budgetary and technological needs of small business.

It’s important to do your research and find the technology that’s the best fit for your company. When shopping around for a recruitment manager program, make sure to ask yourself the


following questions:

1.    Cost: Is the advertised price of this product the actual price my company is going to pay?

Beware of offers that are full of limitations. For example, will you have to pay more if a lot of people apply for your job? Is there a hosting charge for filing all the applicants’ resumes? Is there a time-limit for your job posting, after which you have to pay extra charges?

2.    Ease of technology: Is the technology really easy-to-use, even if I’m a computer novice?

The best way to find this out is by trying the product yourself. Most companies offer free trials of their products, which are a great idea, as long they are risk free. Keeping in mind question 1, make sure the trial has no hidden charges. Also try out the front-end application process to make sure it’s really going to be easy when your job candidates apply online.

3.    Setup: How long will it take to get up and running?

You don’t want to get stuck with a product that takes so long to setup, that by the time you’re done, you could have done everything the old-fashioned way. It’s a good idea to talk to a sales representative and ask him/her to explain to you the exact steps you’ll need to take to setup for a job.

4.    The product: What’s included?

What does this product do? What doesn’t it do? Some programs offer only the online job posting functionality. Others focus on the back-end, like collecting resumes, organizing, filtering and searching employees, scheduling interviews, etc. When looking for a program that takes care of the back-end, make sure the company will also be able to help you with the posting functionality, whether you’re putting up a poster on your store window, running an ad in the local paper or posting on job websites.

5.    Service: Will I get a helping hand?

Since most small businesses do not have an IT department, one of the most important questions to ask here is what kind of service will you get. Will you get email support? Phone support? Online Live Help? Will you be speaking to a real business person who knows about the specific challenges you’re facing, or to someone who only knows the tech aspects of the program?

Remember it’s your company’s efficiency that’s at stake here, so don’t be afraid to ask questions or request a free trial. Hiring online may sound like something only fit for the big guys, but remember this is the 21st century, which means technology and small business are the most important aspects of our economy.

Management: Project Management


Project Management Information Overload

You probably are aware by now how critical project management is for your bottom line. Organizations all over are tuning in to the effect of project management to meet it’s defects in the face of astronomical demands posed by the digital age.

Right now professionals are required to perpetually learn the bleeding edge project management techniques including perhaps pursuing the project management professional status or PMP for short.

This identification involves a rigorous examination process as well as grueling course of study. Experience levels within the actual field of project management itself is also critical to attain this coveted status. Once a professional has arrived at it, he or she must retake certification updates it every now and then in order to be able to continue to use that designation.

This certification was created by the Project Management Institute which is considered the world’s leading authoritative organization when it comes to the occupation of project management.

So as a current or future PMP, how does one keep up-to-date with such a vast array of references that’s available and growing (beyond the internet, intranet, and proprietary knowledge)? One thing you can do is use RSS readers to organize and keep up to date with your favorite blogs and news feeds which allows you to keep up to date with the entire industry within a glance.

The nice thing about reading blogs from various project management and PMP certified pros is that you will get an insiders view into various cultures, industries, and corporate policies as it relates to the application of the Project Management body of knowledge.

Be sure to join local networking clubs within your area to pick the brains of some of the thought leaders and executives who are focused on this stringent subject. This is one of the best ways to stay ahead and learn tricks of the trade that will literally save you hundreds upon hundreds of hours of time through learning by way of trial and error.

Project Management - Design and Development Projects

There’s no getting away from it, design and development projects are a nightmare to manage successfully, particularly the development of software. Nonetheless, in these days of customers requiring ever increasing functionality and ever more sophisticated technology, they are sometimes necessary.

Your company almost certainly has procedures in place such as Make or Buy (do you design/build the item yourselves or do you sub-contract) and Design to Cost (you’ve estimated how much it will cost, now make sure that it doesn’t run over budget. The Make/Buy


procedure should have been used when compiling the bid and the advantages and disadvantages in terms of capability, price, programme and risk between procuring from internal or external sources analyzed. The availability of required technology should have been ascertained.

The Design to Cost process should also have been part of the programme from its inception through the bidding stage but it too should be reviewed at this stage. If a significant cost/risk reduction can be achieved by changing your approach, it may well pay dividends in the end.

There are a number of things to consider in respect to design. Firstly, you don’t have to design from scratch. It may be that there are two pieces of electronics out there already which will do the job that your project wants and all they need is a piece of software or hardware to make them talk to each other. That is far preferable to designing the whole piece of kit from square one and far less risky. Make sure that your engineering fraternity know this. Bear in mind that, since you compiled your bid and did the initial technical assessment, technology may have moved on and something which didn’t exist then may well be on the market now. It’s worth a little time and effort to review your design decision and confirm that it’s still a valid one.

Rule number one for the Project Manager is that he must never forget that engineers are just that. They love to tinker and play, they love to solve technical problems and they will almost certainly be unaware of how long it’s taking or how much it’s costing. As the Project Manager, you will have to keep a firm eye on what they’re doing as even your Technical Lead may get carried away with the excitement of an emerging new technology.

If you really must design hardware, or heaven forbid, software, make sure that plenty of checks and tests are built into your plan along the way. It’s very easy to fall behind time on a design and development job.

Another important point is to liaise with your customer all along the way. There’s no point finishing a stunningly clever design only to have your customer tell you that he forgot to say way back that your electronic gizmo needs to be operational in temperatures of 100 degrees Centigrade.

In a nutshell, don’t reinvent the wheel, keep things as simple as possible and get customer approval as you go along. Above all, as the Project Manager, the ultimate responsibility is yours, so don’t sit back and just let the techies get on with it - manage them. This should ensure the smooth running of your design project.

Project Management - The Plans

When you put the bid together, one of your most important pieces of documentation was the Project Management Plan. This document will be your bible from now on, in particular the programme plan, which will take the form of a bar chart or similar and which you will probably want to pin onto the wall of your office. This will show you the state of the project at a glance, including all the important dates and milestones, especially payment milestones. If your plan


was formulated using detailed activities for each milestone, you will need to check with the milestone owners that these are still valid. If you didn’t use detailed activities, you might want to start now. I firmly believe that the secret of successful Project Management is attention to detail. In a complex project, it is all too easy to lose track of some seemingly insignificant little job or item which turns out to be vital to the conclusion of a milestone. Get your team to think of every tiny little thing that they will need, especially for the early milestones and make sure that the plan is always up to date.

One of your early milestones will almost certainly be to formally issue all your other documents as well as the Project Management Plan, as these will have been at draft issue only for the bid. This means organizing the review and signing off by senior personnel of your Quality Plan, Development Plan (if any), Sub-Contract Management Plan and Configuration Management Plan, to name but a few. These will then require delivery to and acceptance by, your customer.

Your Risk Management Plan is another priority and will also need constant update and review. Make sure that your Risk Manager checks with all risk owners that they haven’t any new information which may affect the handling of an early risk. For example, say one of your risks was that one of your software engineers would only be available to you part time because Project X was approaching a crucial milestone and might need extra resources. Your Technical Lead now tells you that Project X has achieved that milestone with no problems and won’t need your software engineer. You can now knock that risk off your list, you don’t need to worry about it any more and you won’t need to put the fall back or mitigation plans in place. Risk Management is a complex subject so we won’t delve into it further here, suffice to say, it is crucial to good project management.

Lastly, on the subject of plans, make sure that your Procurement Manager is monitoring the plans needed from your sub-contractors, if any. These may be stand-alone plans for complex sub-contracts or may just be a contributory paragraph to some of your project plans. Either way, they still need to be delivered in time for project management review and inclusion in the delivery of your document package to your customer.

Project Management - Winning the Project

The big day has arrived, the day on which your customer decides which of the competing bidders has won his new project. As the Project Manager, you may or may not be the first to hear the news. Customers work differently. Sometimes a member of the customer’s staff, or more than one, will “whisper” the news to his opposite number in the bidding company and sometimes full protocol will be observed, with a formal communication being sent from the customer’s Contracts Manager to your Commercial Manager. Either way, the Project Manager will be one of the first to hear the good news that your bid was considered to be the best and that the job now starts in earnest.

Bearing in mind that a large part of the Project Manager’s job is man management, one of your first duties should be to arrange a celebration for all the people who worked on the bid.


This sign of appreciation will do wonders for staff morale and will ensure that you have a willing team. Depending on the value of the project, this celebration might be a beer in the pub or a full blown lunch. Don’t forget to include everyone or this will have the opposite to the desired effect. When having your celebration, use the opportunity to praise past efforts and lay out future expectations.

At this early stage, your other major task will be to ensure that someone is arranging your office accommodation. If you work for a large company which likes to co-locate its project personnel, you will need to make sure that someone is taking care of space, storage and communications so that your staff can quickly settle down and devote themselves to making the project a success.

After the celebration (the same day might not be such a good idea), call your first project meeting for your senior team members. At this stage, it is unlikely that your company will actually have signed the contract for this project so before that happens, more work is necessary. Your team will need to again review the customer’s documentation to ensure that they still say the same as they did when you responded to the bid. It’s not unheard of for a customer to try and sneak in a few extra requirements when they think you’re not looking. You will also need to make sure that your responses to both the Invitation to Tender and any subsequent questions have been included in the new documentation and that the price, payment plan, technical solution and everything else, have been acknowledged.

As long as all the documentation is in order, it is normal practice to go ahead with the project, even without the benefit of a signed contract. Often, the customer will have sent a formal Instruction to Proceed agreeing basics such as the price. You will probably need this to get project funding signed off by the senior financial people in your organization, enabling you to get on with the job.... and that’s where the next article will take us.

Project Management - You Give Me The Feature Creeps

The caliber of the project management you have merged into your job or department can mean the difference between holding out and flinging high in a very no holds barred industry that you serve. It’s very crucial to understand the evolution of a project management life-cycle and avoid skirting or skipping important upfront issues from the outset.

It’s also very important to understand the concept of not over analyzing a problem or being paralyzed to a point where further action is not being carried out. A dreadful opponent to you in this case would be “Feature Creep” where individuals from the department keep changing their minds on requirements or have new ideas on better ones.

Beware of feature creep as it will rear it’s ugly head at every step of every stage you encounter of your project. Things such as that, as well as losing focus on the core objectives will typically result in project failure because a core component or stage of the project is not able to move forward.


Leadership in this examples is utterly critical in order to prevent mishaps, and total project disasters from happening. These usually are not only a waste of time, resources, but a major drain on employee morale and faith in the leadership of the entire organization.

It’s critically important to phrase a communication strategy before the project begins. Make sure to sit down with the clients and constituencies during a set agenda and with set goals as well as a decided upon methodology to capture and organize requirements from everyone who has a stake in the project you are working on. Otherwise they will call you up every five minutes and give you new requirements or ask you to alter existing ones.

Needless to say, this is not a very productive use of your time nor is it of theirs. A solid big picture view of all the project needs has to be looked at before moving forward with the actual implementation. This due diligence will take up a bit more time in the beginning but will save lots of time, money, headaches, and potentially broken relationships down the line.

Project Management: Performance Metrics Matter

A study has shown that many project managers do not sufficiently keep track of the performance metrics of their teams. This results in consistent cost overruns, going over schedule, failing to meet expectations in quality, and seeking new employment elsewhere. Think about it, what are you managing really if you don’t even know the metrics? Is management merely a process of simply checking off to do lists for you? It shouldn’t be.

Here’s why.

In order for management to make decisions, data is critical. Data shows helps you define your benchmarks, and also define forecasts for improving upon baselines for continued company expansion and growth. Things such as Total Quality Management, Improvement Teams, Standards and Measurement departments, Process Management, Quality Circles, Six Sigma, etc are not just buzz words people. Pick a system for measuring and quantifying your data and quickly measure the lifeline of your project vis a vis your overall goals. Find out where your bottlenecks are, find out where the cost overruns are taking place, and quickly identify why your Widget sales are declining before it becomes an irreversible money draining problem. This allows you then to take action whether hiring an operations consultant to integrate processes, or in the decision to release staff in certain non-critical areas.

Metrics need to be constantly monitored and measured. Charts, graphs, and summary data need to be reviewed on a regular time table whether it’s weekly, monthly, or quarterly basis. From then you can then navigate your business or department towards a profitable plateau. Failure to comply with these very basic performance metrics analysis could result in flushing valuable time, money, employee morale, and reputation down the proverbial toilet if these things are ignored in your project or managerial role.

A rule of thumb is that ANY system in place for measuring performance metrics is better than having none at all. If you are in a dynamic environment and already have 2 or 3 projects in the air, then feel free to gradually introduce these factors based on your industry line.


Project Management Software: What It Can Provide

Project management software is a software program that is designed to allow you to manage all aspects of your project needs effectively. There are various types of this software available but most will allow for complete management from the beginning through completion. Here are some of the things that you can expect to get out of the project management software that you choose.

—    It is able to be purchased to include scheduling and communication needs.

—    It will provide for you such things as resource allocation, collaboration software, and documentations software as well.

—    It has the ability of working on some of the most complex of projects and the simplest.

There are several types of project management software. It can be a desktop application. It is also possible for it to be a web-based software solution to allow access from remote locations as needed. It can be a personal setup allowing only a few to access it or it can be a collaborative set up which would allow for several more people to access it. It can also be integrated to allow for the most availability and use.

These project management software solutions can work for various types of organizations. They can be purchased in set situations or they can be customized for your specific needs. You’ll find that they can provide excellent ability when customized for the business’s particular uses.

There are various reasons why this software application can work for you. You’ll find so much selection in them that there is sure to be something that can better organize your project no matter how large or small. Even better, you’ll find all of your options available to you right here on the web. Comparing features and specifics about each type of software solution will lead to the best overall choice. This is simple to do online.

Project Management Success with the Top 7 Best Practices

Managing a project can be daunting. Whether planning your wedding, developing a new website or building your dream house by the sea, you need to employ project management techniques to help you succeed. I’ll summaries the top 7 best practices at the heart of good project management which can help you to achieve project success.

Define the scope and objectives

Firstly, understand the project objectives. Suppose your boss asks you to organize a blood donor campaign, is the objective to get as much blood donated as possible? Or, is it to raise the local company profile? Deciding the real objectives will help you plan the project.

Scope defines the boundary of the project. Is the organization of transport to take staff to the


blood bank within scope? Or, should staff make their own way there? Deciding what’s in or out of scope will determine the amount of work which needs performing.

Understand who the stakeholders are, what they expect to be delivered and enlist their support. Once you’ve defined the scope and objectives, get the stakeholders to review and agree to them.

Define the deliverables

You must define what will be delivered by the project. If your project is an advertising campaign for a new chocolate bar, then one deliverable might be the artwork for an advertisement. So, decide what tangible things will be delivered and document them in enough detail to enable someone else to produce them correctly and effectively.

Key stakeholders must review the definition of deliverables and must agree they accurately reflect what must be delivered.

Project planning

Planning requires that the project manager decides which people, resources and budget are required to complete the project.

You must define what activities are required to produce the deliverables using techniques such as Work Breakdown Structures. You must estimate the time and effort required for each activity, dependencies between activities and decide a realistic schedule to complete them. Involve the project team in estimating how long activities will take. Set milestones which indicate critical dates during the project. Write this into the project plan. Get the key stakeholders to review and agree to the plan.

Communication

Project plans are useless unless they’ve been communicated effectively to the project team. Every team member needs to know their responsibilities. I once worked on a project where the project manager sat in his office surrounded by huge paper schedules. The problem was, nobody on his team knew what the tasks and milestones were because he hadn’t shared the plan with them. The project hit all kinds of problems with people doing activities which they deemed important rather than doing the activities assigned by the project manager.

Tracking and reporting project progress

Once your project is underway you must monitor and compare the actual progress with the planned progress. You will need progress reports from project team members. You should record variations between the actual and planned cost, schedule and scope. You should report variations to your manager and key stakeholders and take corrective actions if variations get too large.


You can adjust the plan in many ways to get the project back on track but you will always end up juggling cost, scope and schedule. If the project manager changes one of these, then one or both of the other elements will inevitably need changing. It is juggling these three elements - known as the project triangle - that typically causes a project manager the most headaches!

Change management

Stakeholders often change their mind about what must be delivered. Sometimes the business environment changes after the project starts, so assumptions made at the beginning of the project may no longer be valid. This often means the scope or deliverables of the project need changing. If a project manager accepted all changes into the project, the project would inevitably go over budget, be late and might never be completed.

By managing changes, the project manager can make decisions about whether or not to incorporate the changes immediately or in the future, or to reject them. This increases the chances of project success because the project manager controls how the changes are incorporated, can allocate resources accordingly and can plan when and how the changes are made. Not managing changes effectively is often a reason why projects fail.

Risk management

Risks are events which can adversely affect the successful outcome of the project. I’ve worked on projects where risks have included: staff lacking the technical skills to perform the work, hardware not being delivered on time, the control room at risk of flooding and many others. Risks will vary for each project but the main risks to a project must be identified as soon as possible. Plans must be made to avoid the risk, or, if the risk cannot be avoided, to mitigate the risk to lessen its impact if it occurs. This is known as risk management.

You don’t manage all risks because there could be too many and not all risks have the same impact. So, identify all risks, estimate the likelihood of each risk occurring (1 = not likely, 2 = maybe likely, 3 = very likely). Estimate its impact on the project (1 - low, 2 - medium, 3 -high), then multiply the two numbers together to give the risk factor. High risk factors indicate the severest risks. Manage the ten with the highest risk factors. Constantly review risks and lookout for new ones since they have a habit of occurring at any moment.

Not managing risks effectively is a common reason why projects fail.

Summary

Following these best practices cannot guarantee a successful project but they will provide a better chance of success. Disregarding these best practices will almost certainly lead to project failure.

Management: Safety At Your Home Office


Safety In The Home Workplace: The Best Environment

One of the most ignored aspects of working at home is safety. Business offices go to all sorts of lengths to avoid any injury or harm to their workers (they don’t want to get sued, after all). Meanwhile, you might not even know that it’s possible to injure yourself with nothing more than office equipment. If you’re going to avoid a lot of pain in your future, you need to read up on home office safety now.

Your Chair.

The chances are that you’re going to be sitting on your chair for quite a long time each day. If you have a bad chair, or you haven’t adjusted it properly, you could give yourself a back injury — and they’re painful, not to mention expensive to treat.

When you’re choosing your chair, make sure you sit on it for a while in the shop, giving yourself a chance to get used to the way it feels, and be prepared to walk away if it starts to get uncomfortable quickly. Don’t pay a ridiculous amount, but don’t get the cheapest and worst thing in the shop, either.

Your Mouse and Keyboard.

If you’re using a computer mouse a lot for your work or doing a lot of typing, you can give yourself some pretty nasty injuries. This is because doing the same thing over and over again can give you a repetitive strain injury (RSI), such as carpal tunnel syndrome or tendonitis.

This is one of the most common problems amongst office workers, home workers included.

You might have an RSI if you notice pain, weakness and fatigue in your muscles. One of the most common symptoms is pain when you’re lying in bed. People tend to think that they must just be sleeping in an awkward position, or that they need a better bed or pillow, not realizing that their office equipment is to blame. If you think you might be an RSI sufferer, go and see your doctor. Massages tend to be the most effective treatment, when given by a trained therapist.

To protect yourself against RSI, there are a number of things you can do. You should take regular breaks from using your computer, and stop immediately if you start to feel any kind of pain. You may also wish to invest in an ergonomic keyboard and mouse, which are laid out differently to normal keyboards and mice in an effort to make them more comfortable and less dangerous to use.

Clean and Tidy.

Silly as it might sound, the second most common problem amongst home office workers is that they make a mess. Your home office might become cluttered with wires, open drawers, and various objects all over the floor. It’s quite possible to trip and fall over all of these things,


and if you walk around enough in a confined space then eventually you will. Do as much as you can to keep your home office uncluttered: always close drawers, keep wires in one corner of the room and don’t put anything on the floor.

Strangers in Your Home.

An aspect of safety that many people don’t think of is the fact that you could be letting strangers into their home when you agree to meet clients there, and this can be risky for you and your family. You might be especially worried if there will be children at home with you while you’re working.

The simple answer, of course, is to always meet new customers in a public place, until you know and trust them. Coffee places are good for this. As a bonus, you’ll inevitably look more professional if they don’t realize that you’re a home business, and having a coffee each gives you something to do during any lulls in conversation other than just sitting there and looking awkward.

First Aid Kits.

Finally, one last note if you’re doing manual work: you really ought to have a first aid kit in your workshop, as well as one that you carry around with you. You really shouldn’t be doing anything physical as a business unless you’ve taken a first aid course — they’re quick, easy and inexpensive, so there’s no excuse. It could save your life someday, after all.

Management: Six Sigma

Six Sigma - Not Just For Manufacturing

Although the Six Sigma methodology originally started out as a way to improve processes and products in a manufacturing environment, today it has grown to encompass a broad range of industries. As companies begin to realize the benefits a total quality improvement cycle can have upon the organization they are adopting Six Sigma and its practices into their own fold.

Organizations not only receive the quality benefit of Six Sigma in their products and processes, but also significant cash savings can be realized as part of adapting such a process. In one example, GE realized a savings of close to $300 million dollars in the first year of implementation of Six Sigma.

Health care organizations can see benefits that not only affect the bottom line of the company, but also affect the quality of care and overall recovery rate for patients. In one example a hospital used Six Sigma practices to significantly reduce the amount of time it took to get heart attack patients from ER to the cardiac care unit by close to 41 minutes.

As a result the fatality rate of heart attack patients dropped significantly and the quality of care for those patients improved over 300%.


Financial institutions are using Six Sigma as a way to manage both their customer satisfaction expectations as well as risk management initiatives. By using the methodologies and improvement cycles of Six Sigma Bank of America realized close to $2 billion dollars in benefits as well as a 25% increase in customer satisfaction.

The construction industry can sometimes be paralleled to the manufacturing industry. Instead of producing the end-product in a factory the construction industry produces the product at various job sites. As such many of the same improvements the manufacturing industry has seen have also been adapted to the construction industry.

Savings of man hours and costs across various projects have not only resulted in lower costs but also in higher quality buildings and infrastructure.

The Insurance industry is one of the most paper-intensive industries in the world. Claims processing, underwriting and adjustments all take significant amounts of time to collect data and process it in order to make decisions and assist customers.

By utilizing the Six Sigma approach major players in the industry including CIGNA and American Family have seen claim processing times be reduced by up to 50% as well as more analytic assignment of risk factors based on underwriting data.

So how can Six Sigma benefit your particular organization? Start by looking at what your organization produces - be it a service or a physical product. Then look at areas that are known to have defects or are in need of improvement.

By realizing that any product or service is a continuous cycle of improvements you begin to understand the Six Sigma approach. Instead of drastic changes all at once, Six Sigma provides a process by which small changes are constantly adapted to projects and then measured against past data to judge the quality of the improvement.

Six Sigma Deployment In Smaller Organizations

Six Sigma is not just for large multinational corporations. While there are difficulties inherent in implementing Six Sigma in a small company rather than a large business they can be overcome. Six Sigma can work in any size business because the nature of Six Sigma is dependent upon characteristics inherent in any business, not on the size of a business. Smaller organizations frequently are short on resources and expertise in change initiatives. Flowever, they also have more flexible process flows, a shorter decision-making chain, and higher visibility of senior management. Smaller organizations can actually effectively establish Six Sigma faster than large businesses if deployment scope is correctly managed.

Scope of Deployment

Six Sigma is designed for all-inclusive deployment across an organization. Flowever, smaller


organizations do have constraints that limit their ability to initiate a large scale Six Sigma implementation. If your organization does not have the resources to create an infrastructure for organization-wide Six Sigma deployment then start with a pilot program.

One of the beauties of Six Sigma is that its central methodology is scalable. Six Sigma, emphasizes intensive training and extensive analysis—qualitative characteristics that work regardless of the size of the organization. Likewise, Six Sigma DMAIC (design, measure, analyze, improve, and control) discipline s work no matter the size of the organization or even the size of the Six Sigma project. Even a small Six Sigma project can yield significant results. Breakthrough improvements in processes and bottom-line profitability come not from quantity of resources, but the quality and the intelligence with which they are employed.

Small and medium-sized organizations may not have the resources of larger companies; however, in most cases, smaller organizations can be more nimble, flexible, and focused on results. Approaching initial implementation of Six Sigma through a pilot program will yield tangible results without overwhelming your resources from a small “quick-hit” project. These results can then be replicated throughout the organization, in many cases even faster than in a large organization.

Issues Critical to Smaller Organizations

When deploying a pilot Six Sigma project there are several important issues to consider inherent to smaller organizations. First, the choice of a project is critical. The pilot project will set the tone for Six Sigma deployment, so it should be a good one that can show significant and visible results in a reasonably short period of time. The project must clearly address one or more business goals thereby contributing to one or more core enterprise measures. Each project must also be completable within three to four months, so careful upfront scoping is essential. Projects must be continually tracked and updated for line management during existing business reviews.

Another issue is training. In smaller organizations, training budgets and especially time available to devote personnel for training is limited. Thus, it is not always practical for personnel to be absent from their day-to-day duties to attend months of training. Fortunately, there are some Six Sigma consultants who can deliver required Six Sigma training in an accelerated format and even on-site. Thus, smaller organizations can give their people the needed training with less disruption to their normal business, improving internal synergy while providing greater organizational flexibility.

Six Sigma implementation teams can encounter critical resource restrictions, often due to a personnel limitation where people are available for project functions only on a part-time basis. It is essential at project inception that the right people are involved, doing the right things. A small but committed force of the right people with proper training, given the proper authority will go far in getting things started. Good and fluid communication is also critical.

Upon successful completion of the Six Sigma pilot, the scale of the deployment is then


expanded to other areas of the organization, incorporating the lessons learned from the pilot project. Just as it is much harder for a large ship to turn than a small ship, smaller organizations can change and adapt more quickly than large organizations. That does not mean that small organizations will automatically be successful when deploying Six Sigma, but making change take place and getting buy in to the changes are easier.

Six Sigma Tools

Statistics are at the heart of Six Sigma’s powerful methodology for quality improvement. It pays to get to know some of the most important of the Six Sigma statistical tools.

Control Charts

The control chart is the fundamental tool of statistical process control; a proven technique for improving productivity. It monitors the variation of key characteristics and indicates the range of variability that is built into a system. Control charts provide diagnostic information about process capability that can be used to analyze variation in process data to demonstrate whether a process is operating consistently. The bounds of the control chart are marked by upper and lower control limits that are calculated by applying statistical formulas to data from the process. Data points that fall outside these bounds represent variations due to irregular causes, which can then be identified and eliminated. Control charts are effective in defect prevention and will help ensure that your process performs consistently. From them, you can, in a precise manner, monitor, control, and improve on process performance over time. This will allow you to be able to predict fluctuations, lower costs and ensure the process has a higher effective capacity.

Failure Modes and Effects Analysis (FMEA)

FMEA is a powerful structured approach that helps you to identify and counter weak points in the early conception phase of products and processes. Using FMEA allows you to analyze any system or subsystem in manufacturing or service industries in the early stages of the process. This systematic methodology identifies potential failure modes in a system caused by either design or process deficiencies. It also identifies critical or significant design or process characteristics that require special controls to prevent or detect failure modes. FMEA improves the quality of products and services and processes by preventing problems from occurring. It documents and tracks action taken to reduce risk while it integrates with the DMAIC methodology.

Flistogram

A histogram is used to graphically summarize the distribution of a data set. A histogram is constructed by dividing the range of data into equally sized segments. This data tool enables you to quickly and easily answer several important questions: what distribution does the data have? What is the most common system response? Is the data symmetric or does it contain outliers?


Pareto Chart


A pareto chart is used to graphically summarize the relative importance of the differences between groups of data. A pareto chart is constructed by dividing the range of data into groups. The vertical axis of the pareto chart is the cumulative percentage, and the horizontal axis of the pareto chart is the groups of response variables. Unlike the histogram, the pareto chart is ordered in descending frequency magnitude. The Pareto Chart allows you to focus your efforts to achieve the greatest improvements by identifying the largest issues facing the process. It identifies the 20% of sources that are causing 80% of the problems.

Management: Survival Without Computers

Survival Without Computers

I was slowed down when my computer crashed and I had no data, no address book and not even my passwords to get back online. I didn’t think I was doing anything remarkable by bouncing back to productivity even with this handicap for a week. But from the feedback I’ve had from more than a few people, it seems paralysis would have been the acceptable common option.

Yes, I got slowed down, but nothing critical was lost and no appointments missed. Why? Internal reserves, resources and drive. How do you survive in business today without your computer (or maybe it’s when your cell phone drops in the lake or your ipad gets lost)?

There were three parts to my personal survival. They are:

A.    Resourcefulness — When things don’t go your way, you can have a pity party and choose to be paralyzed. Or you can decide to dig in to your reserves and available resources to propel you forward in spite of obstacles. I start with a simple question: What’s the most important thing that needs to be done now and how do I do it (options)?

It’s a matter of choosing to get the work done and keeping your priorities in order, or using this problem (any problem) as an excuse to procrastinate, or wallow in self-pity, or give up.

B.    Intestinal Fortitude — This was my father’s term for the drive, determination, guts, stamina and the like to find a way or make a way when you hit a roadblock. Intestinal fortitude keeps you going because the vision is clear, your passion is unquenchable and you are a winner -and winners never quit.

Of course when a glitch happens, what matters is how you handle it, not deny it. Handling a problem head on, gives you an action plan. Action puts you in control. When you are in control, the fear and panic can’t control you.

If a glitch with your computer is enough to put your whole business at risk, maybe you need a


dose of intestinal fortitude to make some hard decisions to reduce that risk in the future, e.g. strategic investments in your infrastructure, etc. Look at the cost of the investment compared to the direct cost or opportunity costs of a week offline (think salaries, sales, customer loyalty, customer satisfaction, product delays, and shipping delays).

C. Planning — In this case, I was indeed lucky. The three days after the disk crash had already been blocked out to work on my three-year vision and budget to get there and the detailed plans for 2006. My schedule was already cleared of appointments, deadlines or correspondence.

As business owners, we all need some reflection time to lift our sights and take a longer view of where we are going, otherwise, it’s possible to short-change yourself and the business.

The silver lining of my system crash was that without my own computer, I couldn’t be tempted to procrastinate or avoid the soul-searching and reflection this process requires. I was able to really concentrate on what I want to do professionally and personally for the next 12-36 months.

Putting a time-line, to the vision and goals accelerates the business momentum and recharges my batteries for the next 90 days to set it all in motion. Try it.

Management: SWOT Analysis

Using SWOT Analysis To Improve Your Business

Analyzing the strengths, weaknesses, opportunities, and threats (SWOT) of a business is a well-established tool that is widely used by academics, consultants, and advisers. Although it is a simple concept, business owners often struggle when trying to use it because it is so broad. It is difficult to determine where to start, what questions to ask, and where to focus. The obvious problems get attention while many other important issues get overlooked. SWOT analysis is a great tool, but its effective use requires additional structure.

Strengths and weaknesses relate to internal factors, while opportunities and threats cover external ones. The internal factors can be divided into five categories: management, workforce, sales and marketing, operations, and financial. The external factors are also divided into five categories: threat of new entrants, bargaining power of suppliers, bargaining power of customers, threat of rivalry from competitors, and threat of substitution.

To approach the analysis in a structured way, prepare a checklist using the categories mentioned above. Identify factors within each category that are important to your business. Under management for example, a major weakness for virtually every small business is relying too heavily on the owner. What would happen to the business if something happened to the owner? In the workforce category a factor could be employee turnover and the availability of new hires. The threat of new entrants might include the possibility of a big box retailer opening near your business. The bargaining power of suppliers and customers


categories should consider the possibility of losing a major supplier or customer. Come up with several factors for each category to complete the checklist. It is important that you do not try to rate or solve each issue as you identify them. If you do, you will get bogged down on each factor and never complete the analysis.

Once the checklist is complete, you should rate each factor based on its importance to your business. Use an alphabetical scale from A to E, where A = very important, B = important, C = some importance, D = little importance, and E = not important. Next rate each factor based on proficiency (internal) or vulnerability (external). Use a numerical scale from 1 to 5, where 1 = very proficient or not vulnerable, 2 = proficient or little vulnerability, 3 = average proficiency or some vulnerability, 4 = poor proficiency or vulnerable, and 5 = deficient or very vulnerable.

The factors with the lowest letter and highest number (A5) are the biggest weaknesses or threats. The ones with the lowest letter and lowest number (A1) are the biggest strengths or opportunities.

Using this structured approach makes a SWOT analysis possible and practical for any small business. To make this process worthwhile you must use this information to take action. Work to fix the worst problems first, prepare for the biggest risks, take advantage of the best opportunities, and build your secondary strengths.

Marketing: Change & Test Your Sales Copy How To Test Your Sales Copy

You’ve got a website and it’s selling some copies of your product. You want to sell more, but how do you properly test the changes you make in order for you to know how you are improving your sales?

Internet Marketers talk a lot about testing your sales copy and your website, but very few talk in detail about the methodology of this testing. It is very easy to get confused and undo the changes that were increasing sales!

I remember when I was at school in my chemistry class performing experiments to blow things up, make acids to eat through the table and stain my lab coat and being taught how to properly test an experiment. What is interesting, is this is probably the most valuable lesson I got from the chemistry class (apart from the effect certain metals have when exposed to water). It is certainly the lesson that applies the most to my life now.

My chemistry teacher was an interesting man, he didn’t tolerate people who didn’t listen or didn’t want to learn but he was a passionate man when it came to chemistry. His fingers were stained from handling chemicals and he took an almost perverse pleasure in gassing the class or waking them up with a sudden explosion.

Then one day when he had given us a series of experiments to perform, he taught us about testing. When performing an experiment there are often many things you want to change in


order to perform the experiment properly. The trouble is, as an impatient teenager waiting for lunchtime you are tempted to make all the changes at once.

“No lad,” the teacher told us, “You can’t make all the changes at once. If you do that, how are you going to know which change to the experiment caused it to work?”

Of course, this concept hadn’t occurred to any of us, we were all just interested in lunch.

He leaned back in his chair into his reminiscent pose, “In order to properly perform this experiment you need to make a single change at a time and then measure the results. Then, and only then, will you know which change performs the best and gives you the desired results. Sure you can make all the changes all at once, but what if you undo the change that works?”

These very words came back to me when I started my Internet Marketing career some years ago. If I am making changes to my websites or sales copy to monitor the conversion rate then I need to make a single change at a time, drive a sufficient amount of traffic to it, and then analyze the results.

If the conversion rate has increased, then I keep the change. If it has decreased, then I discard the change.

By performing my website testing this way you will know exactly which changes best affect your conversion rates (and profits) and be able to stack them on top of each other to gain the highest possible conversion rate for your site.

Management: Modular Office

The Modular Office

Modular office is a great way of solving your office space problems, from construction sites to golf courses, a lot of businesses are using modular office solutions today.

Modular offices can be found throughout the country, in all regions and areas, this is mainly due to the fact that modular office building has progressed significantly over the last decade or so, and modular offices today can be used as a multi functional moveable spacing solution, the modular office can be designed to cold and warm areas, to keep humidity out and to securely hold any kind of material you need to store.

If you are thinking about getting a modular office for your backyard, or for your home office, you can not have picked a “hotter” subject more than modular offices, since today a lot of people are moving to work at home, to avoid time consuming commuting and to increase the time they spend with their families, the modular office provides an inexpensive and fitting solution for the home based worker or the home bases entrepreneur.


Modular office space can be designed and customized to serve your business, the great thing about the modular office is that this industry started by giving its services to factories and plants, so the flexibility in construction is amazing, remember that these modular offices can be used for many different industries, clean rooms and computer rooms, and on site selling points, the variety is incredible and you can you this to your benefit.

All you need to do when choosing a modular office is decide what is the solution that fits you best, have an idea of the interior design and the functional needs of the modular office and choose the company you want to order it from, if its a professional company they will walk you through all the steps and you will have yourself your own designed space in a matter of weeks.

The modular office provides the perfect solution to small businesses or a business on the move, the modular office eliminates a lot of the old construction industry problems people always complained about, the building procedure is not dependent on weather, on the workers showing up on time and the constructor mood. Modular offices have a huge advantage over the traditional building style, provided you are looking for a new, moveable and low priced office solution.

Modular office construction is the most time efficient setup you can find today, the start end date is very clear and you will be very surprised on how punctual this industry can be, compared with other options. Using modular office building allows you to develop your land or area you plan to use for the modular office and in the same time have the modular office building continue on another location, this is one of the significant advantages a modular office has, you can keep doing what you were doing at the certain place, the modular unit will not be there before it is finished, and in most cases, when it will be finished all you will need it to put it in place, perform a few adjustments and that’s it, your new modular office will be in place.

Management: Is Leadership For You Leadership: Is It For You?

Leadership is something that is fundamentally part of a society. It is necessary in any good society that someone stands up and takes charge. Leadership is essential, we know that, but does that mean everyone out there is a leader? The fact of the matter is that some individuals are not made to be leaders. They are followers. And just as important in society as leaders are followers. So, where do you lie? Are you going to play leadership roles within your life?

For many people, the instincts to take those leadership roles just comes to them. It is just something that happens. They step up to the plate when needed. They respond first in class. They take charge of the baseball game on the playground. They step up to the plate on the job. While you can not be first in every case, individuals that have leadership skills will often be seen and heard throughout their lives.


But, not all leaders are born with this talent. Many of them must learn it. People with an ambition to be a leader can do so by taking classes and studying the necessary skills that it takes to be a leader. While all of this may sound simple, it can be quite a task to learn. It is hard to teach a person to react in a situation that is not planned well.

Because leaders are determined by their actions, we often see that leadership roles are filled with individuals who put themselves out there to be chosen, so to speak. But, this is not always the case. In many cases of emergency, leaders are those that take charge long before anyone else reacts. In that, these individuals will have a cool head about themselves and be able to see the necessary work ahead while others are worrying, panicking or simply in shock. These are probably the true leaders in our society.

Action... Not Position

People respond to good leadership! Period! It is in all aspects of our lives, not just business. A mother is a leader in her home; a son may be leader of a team sport or a daughter the leader of the debate team. A group relies on the person in charge to actually lead them to success. A true leader is highly ethical, honest and respected.

In our society we have leaders and followers. Are we born to one or the other? No! Can you hone your leadership skills? Absolutely!

The leaders that I admire seem to have all of these in place:

a)    They think BIG! They don’t put a ceiling in place. Instead, no limit is set as to how big or how much better something can be.

b)    The goals are firmly set in place and the eye does not come off of it.

c)    They make known to all involved the final product that they are all going for, example, if you sell widgets, it takes x number of widgets to be affluent, or you want to win that football game and ultimately the title. Know what you’re going for.

d)    They can get compliance to orders.

e)    When goals are met they set new goals or raise the bar.

People will follow your lead willingly if you are honest, ethical, if you are consistent and treat them with respect. Rewarding someone when a job is well done is always appreciated. A good leader will also off load someone who consistently hinders the group who is just not a team player.

You can improve your own self- respect and become an inspiration to others. How great is that!


Management: How To Answer Complaint Letters Complaint Letters: How to Respond in 7 Simple Steps

Ask many small business owners what goes into providing great customer service and you have answers such as, being polite, serving promptly, keeping your promises etc. But in this hi-tech age, we tend to forget that the humble letter has just as an important role in ensuring good customer service. Yet how many times have you received a ‘letter of apology’ which makes you even more dissatisfied? The message it conveys, the language used - all designed to wind you up!

With some careful thought, a well-crafted letter can provide comfort to a complaining customer and enhance your reputation as a customer-focused business. In this article I am going to share some tips on how to write a great letter.

What are you writing for?

To write a great letter you have to be in the right frame of mind. Are you writing to handle a complaint, answer a query or to thank them for placing an order? Framing the letter in the right context means you will use the appropriate language and the tone will be right. Try writing a thank you letter as if you are responding to a complaint - the message is totally different.

Before putting pen to paper, think for a minute and decide what your aim or goal is.

State your purpose

Start off by summarizing why you are writing. Open your letter by saying that you are responding to a query, or to resolve a problem they have had. This set out to the reader why you are contacting them and puts them in the right frame of mind to accept your message. An opening summary will grab their attention.

Include a W.I.I.F.M.

No, this is not some obscure radio station! WIIFM stands for ‘What’s in it for me?’ To truly engage your customer and get them on your side, you have to include a benefit for them. They have to get something out of your letter so they feel satisfied. What could their WIIFM be? Their complaint may be resolved; they may get a discount voucher; a priority service the next time they use you. If the compliant is a minor one, a simple, heartfelt apology may be enough!

Study your letter carefully and make sure you have a WIIFM moment.


Don’t say T


Wherever possible, avoid littering your letter with I’s. The reader will find it hard to link with you if they receive ‘me, me, me’ letters. Review your letters and wherever possible substitute T with ‘you’. Change the focus to the reader. Make them feel valued.

Write as you speak

I forget the number of times I have received letters, which read as if they were written in the early 1900’s! Packed full of boring, stiff and outdated language - too formal. Your writing style should reflect the way you talk. After all, providing good customer service is partly down to how you interact or communicate with your client and letters play an important role.

So, review your letters and get rid of those phrases you learnt in school letter-writing lessons!

“Please do this...”

Having written a great letter, you don’t want it to tail off into nothing. Have a clear action-orientated close. Make sure your reader knows what you expect him to do next - “call me so we can discuss this idea in more depth”, “Fill in the attached form and pop it in the post”,

“send me an order” (a bit strong perhaps but certainly to the point!).

A resounding call-to-action is a great way to finish a letter and leaves the customer in no doubt what he has to do next - another element of good customer service.

Ask someone to check your letter

If you are writing a very important letter or one containing a complex message, it’s wise to ask someone to proof read it. This is not just to check your spelling but also to check readability. Is the structure of the message you wish to convey clear and understandable? You’ll be amazed by what someone else will pick up which you have completely missed!

So, there you have it. Some useful tips on how to write a superb letter, which will further enforce your image of providing exceptional customer service.

Management: Stress Busted

Simple Stress-Busting Secrets to Creating a First Class Support Team In Any Business

Stress and an occasional sense of overwhelm is a normal by-product of a successful business. Yes, we are lucky to have all the opportunities that the business world presents to us. And yes, at times, it is impossible to make wise use of our time and resources. So, the result is inevitably: Stress!

We differentiate between primary, situational, short-lived stress and long-term, accumulated levels of stress. The purpose of this article is then to help you instantly with the first type of stress. To give you tools you already possess but we all don’t utilize enough. In addition, my


High-Impact Business Coaching Formula allows you to grow thriving businesses while creating rich, balanced lives and with that eliminate the second type of long-standing, highly damaging stress.

Yet, this is not an overnight process as any transformation takes time, effort and commitment. So then, this article is about allowing you to find instant relief. To find ways to bust your sense of “too-much-to-do” immediately, within seconds.

I am going to start you off with a somewhat strange statement: “Believe it and you’ll see it”. This seemingly bizarre concept is now part of a highly success stress-reduction program at the Stanford University School of Medicine.

One interesting fact about the mind is that the brain has absolutely no actual connection to reality. It relies on chemical signals from other organs to decide what’s happening out in the real world. The fact that the brain is ignorant of reality is precisely what makes it so susceptible to suggestion. Harvard’s Professor Jonathan B. Cohen showed that imagining performing an activity, and even just seeing someone perform it, fires the same neurotransmitters and the same pathways as actually performing the activity!

In sports, visualization has been considered an essential tool for decades. In a 1984 survey of the 235 Canadian Olympic athletes preparing for the Games, 99 percent of them were using imagery. “There’s no one who doesn’t use imagery,” says Rebecca Smith, a clinical research assistant in sports psychology at the U.S. Olympic Training center in Colorado. No professional athlete has ever won first place by visualizing coming in last and yet we do this so often in our business world.

Since the principle is called: “Seeing the good in others”, what comes to mind for you? The saying is old but listen to it again: “Seeing the good in others”, is about seeing it in your mind’s eye, isn’t it? How often do we prefer to blame others for our stress? How often do we love talking behind somebody’s back more than finding the good in others?

So, then how does that affect our leadership abilities? Since this concept of “Seeing the good in others” coincides with chapter five in my book: The Art of Succeeding by Design” which deals with leadership, it should come as no surprise that our ability to see the good in others is a highly effective trait as the leader of your small business.

Why? Well, think about it. If we could regularly let go of our judgmental tendencies and make a 100% commitment to taking responsibility for our lives (which means NO blaming, ever), combined with an ability to see the best qualities in our team members, what would that allow us to do? Yes, you would see different results. Why, because as our attitude changes, our thoughts change, our body language changes.

Those working for you will feel safe and when feeling safe, there is no limit to creativity and productivity. Do you notice the disabling effects of stress on YOUR performance? It is not any different for your staff. They also get stressed and even more stressed when feeling criticized


and judged. It impedes their ability to work in their highest performance zone, for you.

I guess, you are figuring out what I am proposing here. Yes, a win-win situation! Seeing the good in others allows your stress level to go down since you consistently trust that things will get done and that everybody does their best, your positive actions based on this great attitude influences your brain, and as a crucial consequence your employees or support staff can keep working in a stress-free environment giving their best in turn.

Secret number 1:

Practice your compassion. Put yourself in their shoes just for a second. Do you really know what’s going on their lives? Do you know if they are deadly scared of losing their job? Do you know if they feel empowered and equipped to do their job right? What do you know about their battle scares of life?

This does not mean being permissive and lowering your standard of performance. No, quite the opposite. By you setting the stage for an environment where fear and stress is not the driving force, you invest your time very wisely. Having a staff that lives with stress and fear is a waste of your money.

Nothing gets accomplished, no new ideas come up, no responsibility is taken when fear and stress is present. If you want to create a team that is loyal, productive, innovative and equipped to take your business to success in a climate where an A+ team will be harder and harder to find, your efforts to practice compassion is essential for sustainable business success.

OK, with that out of the way, I want to give you another 10-second secret:

It’s smiling. Yes, you heard me right, smiling. So smile right now, hold it for 10 seconds. Really smile, laugh! Do you feel better? I do. If it makes you feel better, how do you think the recipient of this smile feels? How do you feel when you encounter someone who just for the fun, throws you a smile? Yes, I thought so... pretty good.

OK, practicing compassion and smiling more often, more randomly, more just for the fun of it, is then good for business, good for employee retention and good for your stress-management. The funny part is that you already knew all this, right? We do and still, at times, we forget. Why? Because we are stressed. Yes, that’s why.

One of my clients reported that she has attracted a much “nicer” clientele since her attitude changed and another client reported that “seeing the good in people” has significantly lowered his anxiety.

Remember, as far back as Napoleon Hill, the famous author of “Think and Grow Rich” said: “Man, alone, has the power to transform his thoughts into physical reality; man, alone, can dream and make his dreams come true.”


Like they say: War is not the way to peace, peace is. Don’t let your thoughts take you to a war zone driven by fear and doubt. Let your attitude guide you to thoughts that make you feel connected and you will reduce your stress level and make others feel safe and cared for.

There is no possible negative outcome and lots of potent positive outcomes.

Do we need scientific proof for that? No, just give it a try tonight in the check-out line at the store or smile to someone at a red light, especially when you feel tired, burned out, foggy in your head. I can promise you that even a quick smile back will help your attitude at home with your family or your friends. Don’t waste a minute, practice all of the above or maybe just one but do it and do it often. Stress-busting is guaranteed.

Management: Difference Between Boss And Leader

Every leader is a boss. But every boss is not the leader. This defines the difference between a boss and a leader. The biggest difference between a boss and a leader is one. The boss is respected and obeyed because of his/her seniority. A leader is respected and looked up to as a example not only because of seniority but mainly because of the qualities of character and ability. Please view these wallpapers in this reference.

Those who aspire to become leaders must lead by example. The team must always have a firm belief that the leader will be there during every crisis. Not to fix the blame, but fix the problem. If the team members find that the leader does not follow what he/she preaches, they will have no respect for him / her. They may obey him / her, but the respect will be missing. Leaders gain this respect by their actions. They look and act sincerely. There is no mismatch between their words and actions. They look integral in approach and character.

To be a leader, every boss must display characteristics such as knowledge, planning, anticipation, foresight, action, result oriented approach, perspective, respect every team member, earn their respect, act as a friend and act as a mentor. This is quite a list, but if you want to become a good leader you need these qualities. This is true not only for national leaders but for persons in every leadership position in any organization. Once a person earns the respect of his / her team members he / she ceases to be only a boss and transforms into a leader.

A great cloud of jargon, debate, and junk theory surrounds the idea of leadership, what it is, who does it, and how to do it well. But if you have just been promoted, and you’re responsible for a group for the first time, there are only a few things you really need to know about leadership.

When you get promoted and become responsible for the performance of a group you become a leader. But you don’t undergo some magical change. In fact, it will probably take you over a year to completely adjust to your new role.

You’re a leader because the people in your group treat you like one. The only choice you have is what kind of job you’ll do.


When you become a leader your power actually goes down. As an individual contributor, you just have to decide to work harder, longer or smarter to improve performance. When you’re responsible for the performance of a group, the group is your destiny. They choose whether to act or not.

When you become a leader, your influence goes up. The people who work for you pay attention to what you say and do. They adjust their behavior accordingly.

The result is that you use your behavior (what you say and do) to influence the behavior of the people who work for you to achieve a defined objective.

Achieving the objective is part of your job as a leader. The other part is caring for your people.

It may be possible to achieve good short term results without caring for your people. But you can’t achieve long term success for you or your company without the willing cooperation of the best folks you can find.

At the end of the day, you can measure your leadership based on those two standards. Did we accomplish the mission? Are the members of my group better off today than yesterday?

Although some people treat the terms management and leadership as synonyms, the two should be distinguished. As a matter of fact, there can be leaders of completely unorganized groups. On the other hand, there can be managers, as conceived here, only where organized structures create roles.

Separating leadership from management has important analytical advantages. It permits leadership to be singled out for study without the encumbrance of qualifications relating to the more general issues of management.

To clarify, leadership is certainly an important aspect of managing. The ability to lead effectively is one of the keys to being an effective manager; also, undertaking the other essentials of managing — doing the entire managerial job — has an important bearing on ensuring that a manager will be an effective leader. Managers must exercise all the functions of their role in order to combine human and material resources to achieve objectives. The key to doing this is the existence of a clear role and a degree of discretion or authority to support the manager’s actions.

The essence of leadership is followership. In other words, it is the willingness of other people to follow that makes a person a leader. Moreover, people tend to follow those whom they see as providing a means of achieving their own desires, wants and needs. Leadership and motivation are closely interconnected. By understanding motivation, one can appreciate better what people want and why they act as they do. Also, leaders may not only respond to subordinates’ motivations but also arouse or dampen them by means of the organizational climate they develop. Both these factors are as important to leadership as they are to


management.


Leadership can be defined as influence, that is, the art of influencing people so that they will strive willingly and enthusiastically toward the achievement of group goals. Ideally, people should be encouraged to develop not only a willingness to work but also a willingness to work with zeal and confidence.

There is a steady flow of information in the form of books, articles, white papers and training all in the context of [ "what is leadership" or "how to develop a leader"]?. In this issue, I will avoid those two questions and write about two others that I believe might be on the minds of a lot you readers and they are:

Why does better leadership make a difference? and

How does better leadership achieve those differences?

Leadership is a highly unique form of human behavior that requires the integration of character, knowledge and experience. So what can you do if you step up and unleash your leadership potential? Change the world.

Your journey to unleashing your leadership potential begins with a great understanding of self. Discover your personality traits and how they relate to leadership. When we know ourselves, we can maximize our positive traits, and become aware of our weaker areas, which help us to achieve our leadership potential. Once you understand and know yourself, next you must hone your communication skills. These are not limited to your public speaking skills either.

This includes your writing style and your body language. Your ability to communicate effectively enhances your ability to improve interpersonal relationships. Another important skill is to learn how to learn. Examine different teaching methods and learning styles to identify how you and those you may lead learn best. This skill will greatly enhance your ability to make decisions and give clear instructions.

An Exceptional Leader is one that recognizes the value of harnessing the skills and abilities of team members and leads them toward greater efficiency and effectiveness.

Leader is not a title and leadership is not something you are born into. Leadership is something you develop.

Do you claim to be a Leader in your business or your field of expertise?

I have noticed that many people claim to be Leaders, but I consider them Slackers instead. A Slacker is someone that basically likes to give instruction or direction, but takes no action on advancing themselves or their business.

Does this describe you, your up-line or someone else on your Mastermind Team? Here are some clues that might help you out.


Leader: Praises his/her team and offers encouragement Slacker: Quick to find fault and slow to give praise

Leader: Holds himself/herself to a higher standard that his/her team

Slacker: Has a high level of expectation for his/her team but doesn’t hold himself/herself to

that same standard

Leader: Leads by example and is a role model for his/her team Slacker: Blends in with crowd and never steps up to take a leadership role

Leader: Has deep rooted belief in his/her business and leads new teammates through the growth process (learning the business and facing obstacles)

Slacker: Convinces a person to join his/her team then pawns them off on someone else or simply pushes them to the side (Referred to as “sign and drop”)

Which of these characteristics, best describes you and your teammates? Be honest with yourself.

Just remember, that a leader must lead and nourish others through the growth process. If he/she loses integrity and fails to take action, then this same failure mindset will ripple down to his/her teammates. A team will duplicate their leader and his / her actions.

Management: Help Desk Outsourcing

A help desk may mean a lot of different things. Basically, it is a source of technical support for hardware or software which is generally staffed by people who can either directly solve the problem or direct the problem to the appropriate department for action. In some instances, a help desk is a call center that is tasked to handle questions about products and services.

A single point of entry is what often characterizes a help desk. A voice automated help desk telephone system is usually used to allow users to navigate themselves to reach the correct department. Most help desks are external but some large companies are able to maintain their own internal help desk functions.

An outsource agency is best considered for a company when it experiences sharp peaks in call volumes throughout the day or there is no existing suitable staff to handle the current call volumes. Another reason to do so is when certain support activities require expertise or knowledge in an area not frequently used by the company. Experiences of periods of high activity such as during the introduction of a new product or a product maintenance release may be an appropriate time to make use of an outsource agency.

Other reasons to try outsourcing are difficulty in supporting remote offices, when your company is supporting a large number of software packages and during a company’s internal transition such as upgrading of network or computer system hardware or software. Outsourcing the help desk provides one major benefit which is the availability of support


agencies that have the latest technology. While these technology improvements may be very costly for a company, outsourcing facilitates the same advantage by giving the work to entities that are better equipped to handle the transactions and can spread out the cost among several clients over a period of time. Today’s global economy has made help desk access 24 hours a day, 7 days a week a requirement to come out ahead from competition. An outsource agency provides valuable support especially during off business hours.

The scope of a help desk service can be as varied as the products being serviced. Most businesses have chosen to obtain specific service level agreements that specify the range of services to be provided as well as those not provided by the technical help desk support staff. It forms part of the core part of the service function as it brings together multiple resources to address an issue.

The many features of a company’s help desk environment are automated through the use of this powerful management software. Some of the more typical functions include call management, call tracking, knowledge management, problem resolution and self-help capabilities. This software is provided for the use of all members of the support area from the first point of contact up to the staff that eventually receives the job request for resolution.

Outsourcing is fast becoming the choice option of many companies that seek to lower costs and improve service quality while taking the business capabilities to an entirely new level. The main point is to be able to outsource non-essential tasks to make it possible for the company to focus on core tasks that will give it the competitive advantage against its opponents. Soon outsourcing will be crucial to any business success and competitiveness.

Management: From Mediocre To Great

High Performance Mastery: Top 7 Principles For Transforming Your Business From Mediocre To Great

In the words of motivational speaker, Les Brown — “You don’t have to be great to get started, but you do have o get started to be great.” Where do you start to transform your business from mediocre to great?

Below are your top 7 essential ingredients for cultivating greatness within your own business:

1.    KNOW WHAT YOUR BUSINESS STANDS FOR AND LIVE THOSE VALUES.

More than ever, today, customers don’t just ask “what products do you offer?” They also ask “what values do you stand for?” What values does your business stand for? What practices have you developed to live those values daily?

2.    KNOW YOUR COMPELLING “WHY.”

Viktor Frankl, the great Austrian psychiatrist, said it best: “Success, like happiness, cannot be pursued; it must ensue ... as the unintended side effect of one’s personal dedication to a


cause greater than oneself.” For what “transcendent” purpose does your business exist? How does your business make a difference in your customers’ lives?

3.    ALWAYS SEEK THE EDGE.

In 1954, Roger Bannister did the seemingly “impossible” and ran the first 4 minute mile. When asked how he did it, he said “It’s the ability to take more out of yourself than you’ve got.'” How can you “take more out of yourself than you’ve got” to achieve the seemingly impossible in your business?

4.    DARE TO BE DIFFERENT.

Contrarians are the change agents in the business world. These wealth-building businesses are not simply “executing better” — they’re radically changing the rules of the success game in their field or industry. Where in your business can you break the rules? How can you set yourself apart from the crowd in your industry?

5.    FIND MODELS OF GREATNESS.

Within every industry, every geography, every career path, there are examples of greatness everywhere. Find those people, those businesses that inspire you the most. What is it about them you would like to emulate? What changes can you make today to be like them?

6.    KNOW THE END IN MIND.

Great businesses **decide** their future. They are not dictated by it. They know exactly where they want to be, by when, how, and then persist in getting there. What decisions have you made about your business future? What do you need to decide differently in order to have a great outcome?

7.    COMMIT TO PERSONAL GREATNESS.

Your business is a direct reflection of where you are at. It only grows as quickly as you do. To build a great business, you must commit to your own personal greatness. How do you define personal greatness for yourself? What changes can you make to unleash your own greatness?

Management: Hiring the Best Interviewing Strategies that work.

Hiring continues to be key to a company’s success. Hiring the right staff - with the skills AND characteristics required for success - requires behavioral event interviewing. This article provides insights into effective interviewing and hiring.

In today’s competitive environment, hiring has increasingly become a key link in establishing


and maintaining your company’s edge. By attracting and hiring the best people, your company can move quickly and grow steadily. On the flip side, however, poor hires cost you precious time, money, and opportunity. Poor hiring could cost you your company.

Unfortunately, hiring candidates who can do what they say they can do is getting tougher. A whole industry has sprung up in the past ten years helping job seekers land a job — sometimes at all costs. You can’t afford to hire someone who can’t do the job, do it with minimal direction, or do it quickly. Fortunately, there are techniques that you can use to ensure that the candidate you select can do the job. We will examine four techniques here — demonstrations, simulations, problem solving, and testing — and introduce a powerful interviewing technique — High Performance Interviewing — that we will cover in more detail in the next issue of Performance News.

Demonstrations

Ideally, the best way to see if a candidate is able to do the job is to have them actually do the job. To have them, in other words, demonstrate their ability to do the work. Sales representatives can sell something; software engineers can code something; machine operators can operate a machine; secretaries can answer phones or type a memo; etc.

Simulation

Sometimes demonstrations are not possible or appropriate. The next best thing to a demonstration is a simulation. A simulation is like a demonstration except that the situation is not real. In sales or customer service, for example, you can role play an angry customer and have the candidate respond to your anger. Another example of a simulation is having a telesales representative call you (the “customer”) to sell you something. Or, if you’re interviewing for a training position, you could have the candidate teach you something.

Problem Solving

Sometimes demonstrations and simulations are not feasible. Then problem solving might provide you with confidence in the person’s ability. Problem solving is a technique many interviewers use to see how adept the candidate is in addressing real or hypothetical problems and challenges. It is one step removed from simulation because in problem solving the candidate describes what s/he would do rather than simulating what s/he would do. A cautionary note: problem solving by itself may only indicate what a person SAYS s/he will do in a given situation, not how they actually will or did behave. Still, problem solving is a good way to check a critical skill.

Test

Tests are also sometimes helpful as part of the hiring process. Psychological tests provide a way for some companies to identify key characteristics in an individual. Other ways of testing include asking specific knowledge questions such as “What commands might you use to


initiate a subroutine?” or “What are the advantages and disadvantages of common network protocols?”

Interview

However, sometimes demonstrations, simulations, problem solving, or testing might not be feasible; at the very least they — by themselves — are inadequate. Interviewing is required. Effective interviewing requires that you have sharp probing and listening skills to get the candidate to describe or explain relevant experiences from which you can draw highly predictive information. We call this type of interviewing High Performance Interviewing.

Can we maximize the traditional method of hiring candidates — the interview — to hire more effectively? The answer is, “YES!”

Many interviews result in a mutual exchange of meaningless information and a “gut feeling.” The process we call High Performance Interviewing (HPI) helps you gather meaningful, predictive information and substantiates your “gut feeling.”

HPI is based on the premise that past behavior is the best predictor of future behavior. HPI is designed to extract highly predictive, accurate target data from candidates. Target data is:

•    Behavioral: The data must be about what the candidate did, said, thought, or felt. We do not consider what the person “was responsible for” as target data since it doesn’t tell what the person actually did. The data must be about the candidate. We do not consider “we” data target data since we don’t know what the candidate did.

•    Volunteered by the candidate: Target data comes from the candidate’s memory, not the interviewer’s suggestions or prompting.

•    About a specific past situation: Focused on what actually happened, not on what might have happened, or what generally happens. Having the candidate state what they would do in specific scenarios may point out problem solving and quick thinking but may not predict what the person actually has done in similar situations. Only data based on past situations is considered target data.

Step 1: General Opening Statement or Question

Begin gathering target data with general opening questions or statements. The purpose of this step is to get the candidate to talk about what we want them to talk about. Here are examples of general openings. (The phrases in parentheses are examples of specific skills I might be looking for in a candidate.):

•    “I’m looking for (examples of when you managed multiple priorities).”

•    “I’d like to hear more about (your experiences in delegating).”


•    “I’d like to find out how (you respond to autonomy and little direction).”

•    “Can you think of a time when (you had a difficult deadline to meet)?”

•    “Do you recall an instance where (you were aware that another member of the team was not pulling his or her own weight)?”

•    “Is there an example of (a challenge you faced in coding a new module)?”

Step 2: Get Deeper

The next step in gathering target data is to get deeper in those areas important to the job. Questions that help you get deeper include:

•    “How did it start?”

•    “What were the key points in the situation?”

•    “What were the results?”

•    “What happened first/then/next?”

•    “What did you do/say/feel/think?”

•    “How did you prepare/follow-up?”

•    “What do you believe was the most important event/decision/activity during that time?”

Here are several guidelines for getting deeper:

•    Ask what the candidate did, said, felt, thought.

•    Separate the candidate’s actions from others’ actions.

•    Ask “who”, “what”, “when”, “where”, and “how”.

What is your role throughout this questioning? Take notes to help you guide the conversation. Listen. Ask for clarity when necessary. Remember, we cannot assess a candidate’s qualifications if WE do all the talking!

What You Don’t Do


It is important that you as interviewer don’t:


•    Ask leading questions: Leading questions give you exactly what you want to hear. And they typically result in inaccurate data.

•    Accept generalizations: Generalizations don’t tell you what the candidate did. Target data must be specific.

•    Accept collectivisms: Collectivisms are the use of we, the group, my team, etc. They don’t tell us what this individual — the candidate — did. Again, target data must be specific.

•    Assess the candidate before hearing all: Prejudging a candidate before the data is heard is a serious mistake. The brain can easily “find” data to support its prejudgment. Therefore, stick to the script; write down what you hear as the interviewer. The time for assessment comes later.

How To Get Back On Track

Because HPI is a dialogue, it is sometimes easy for the candidate to digress. It is your responsibility as interviewer to pull the candidate’s discussion into more relevant and appropriate direction. Here are some pithy phrases that will rein in or focus the digresser:

•    “If I was there, what would I see?”

•    “You said there were meetings. Could you tell me about one?”

•    “Can you give me the details?”

•    “Let’s backtrack a bit.”

•    “Who do you mean by ‘we’?”

When you’ve gathered an appropriate amount of data for a particular skill, repeat the HPI technique until you are satisfied with the results. Then close the interview.

Management: Meeting Facilitator

How a Facilitator Helps Your Hold Effective Meetings

Bad meetings do more than waste time. They keep you from being competitive. Here’s how a facilitator will help you get results.

Meetings are an essential part of your business.

The results obtained in them determine your future and your profitability.

Yet, many people take meetings for granted. And as a result they squander opportunities.


One way to hold effective meetings is to hire a facilitator.

Why?

1)    A facilitator adds value to your meeting by preparing the agenda, conducting the meeting, and writing minutes. All of these services free you to work on other tasks while getting the job done properly.

2)    A professional facilitator will help you save money by holding a shorter meeting. The most expensive part of a meeting is the labor cost of the participants. Estimate this cost for your last meeting by multiplying the duration of the meeting by the number of participants by their payroll cost. (I’ve seen groups waste over $50,000 on a single bad meeting.)

3)    A facilitator will help you get real results. For example, years ago, a group held three full-day meetings trying to resolve a difficult issue. Each of these meetings broke down after hours of painful arguing, bickering, and complaining. Then they hired me. My meeting lasted 3 hours and produced a list of realistic solutions, ranked in priority of their applicability.

4)    A facilitator does more than watch people talk. A skilled facilitator knows how to apply creative thinking, problem solving, and decision making tools within a meeting. These help the group make methodical progress toward agreements, decisions, and solutions. And they produce results that everyone will support.

Management: Business Planning Basics

Competitor Analysis - Keep it Real

Failure to identify competitors in your business plan is a warning sign to potential investors that either:- you’ve not done enough research; you haven’t acknowledged the competition you face; or that actually the market is not large enough to support any competition. You’re not going to find anyone to invest in your business if the latter is true.

It is much better if you acknowledge realistic strengths and weaknesses of your closest.

Competitor Analysis - Keep it Real

Failure to identify competitors in your business plan is a warning sign to potential investors that either:- you’ve not done enough research; you haven’t acknowledged the competition you face; or that actually the market is not large enough to support any competition. You’re not going to find anyone to invest in your business if the latter is true.

It is much better if you acknowledge realistic strengths and weaknesses of your closest competitors, and how you will address those with your business model. It also acts as evidence to the potential investor - as mentioned above - that the market is large enough to support a number of businesses. A perceived margin of safety that there’s business there for


the taking.


Competitive Analysis - Prove your barriers to entry

In the part in your business plan which addresses competition, you must cover the area known as competitive barriers.

Some businesses naturally have barriers that prevent upstart competitors from getting a look in.

Take the oil industry for example. The nature of the business is such that development costs are prohibitive and the licenses for exploring viable sites are already in the ownership of the oil majors. This acts as a significant barrier for anyone fancying to start up business in the oil industry.

This does not mean that new companies do not start, rather they are few and far between because the resources and expertise required to compete are high.

In your business plan you must identify exactly what the barriers to entry into your business are and knowing these how you will prevent any actual or potential competitors from taking a large part of your customers away from you.

Some examples of competition barriers include no availability of prime sites (take supermarkets for example), legal restrictions, import duties, expensive plant and machinery, exclusive distribution licenses etc.

It is also important to consider the situation very seriously if you identify few or no barriers to entry. This may jeopardize the future growth or even viability of your business. How could you make it more difficult for competitors to take your customers. What kinds of things could you do. Could you sign them up to longer term contracts for example? Can you protest legitimately at every planning application of new competitors etc.

Competitive Analysis - Demonstrate your advantage

It is convenient whilst analyzing, the competition, to turn the spotlight of analysis on yourself, and demonstrate how your competitive edge is truly razor sharp, to the point of being unfair.

The typical kinds of assets that show strong competitive advantage include patented technologies and processes, proven management record of success, exclusive contracts with suppliers and customers that make it difficult if not impossible for competitors to compete on the same terms.

Management: Business Plan Software Considerations

Realism vs. Optimism in the Business Plan & Restaurant Business Plan Software Considerations


The most important function of a business plan is to create interest among investors so that they write a check. In achieving this goal, business plan writers are often challenged by determining the proper level of optimism in their plan. That is, they must create a compelling story to investors while maintaining credibility.

Optimism shows investors that a company is confident about the market opportunity, its ability to execute on the opportunity, etc. Over-optimism, however, leads investors to believe that the management team does not fully understand the opportunity or the tough road ahead. As such, business plans must be sure to limit over-optimism and show investors they are realistic and credible.

Realism, the opposite of over-optimism, should be used in business plans to portray sobriety and credibility to investors. Realism should manifest itself in management team bios that tell the actual accomplishments of managers, rather than fluff. It should manifest itself in credible market forecasts and sober assumptions of the company’s growth.

While business plans must excite investors so they take action, if they are too optimistic, investors will discount their merit. Conversely, if they are too sober, investors may not feel they will get an adequate return on their investment. As such, business plans should present a compelling, optimistic picture, but continuously refer to hard facts and realistic assumptions to build credibility and genuine excitement Restaurant Business Plan Software Considerations

Whether you are an entrepreneur looking to start your first restaurant, or you have been working in the service industry for a long time, restaurant business plan software can help you create a streamlined business plan that will improve your chances of funding. Here are few things to keep in mind when comparing various packages.

Your needs - Various business plan software packages are geared toward different sizes of restaurant business and different levels of funding needs. Make sure the software does what you need it to do. Don’t go overboard on a program that offers more than you need.

Feedback - Make sure to get in touch with other people who have used the software before and get their feedback. The more reputable restaurant business plan software vendors will provide testimonials and contact information of previous customers. Make sure to compare. Keep an eye out for positive comments about ease of use.

If you have been in the restaurant business already, you probably have a number of contacts you can network with for information. Ask other restaurant owners you trust if there was a software program they used or have heard good things about. Word of mouth recommendations can often provide valuable leads.

Support - Make certain your software vendor offers full support for their programs. Many top vendors offer 24/7 online and toll free support for their programs. When weighing benefits, this


is an important factor to take into consideration. You want to be assured you can get the software to work.

Cost - Once you’ve narrowed your choices down by the above benefits, it is time to consider costs. Check different vendors, as there can often be a large difference in prices between vendors for the same title. Make certain to factor in shipping and handling costs and delivery time of your restaurant business plan software when comparing prices.

Once you’ve chosen and installed your software, it’s time to get to work creating the business plan for your restaurant. If you have any trouble, be sure to get in touch with the vendor’s support as soon as possible. Good luck with your new business venture

Management: Restaurant Cast

Restaurant Training - Selecting Your Restaurant Cast

The hospitality business is like show business.

When you are casting, it is important to place people in suitable roles. The costs involved with hiring an individual should be a strong deterrent to rushing into decisions you may regret in 1 weeks time. Remember, once the casting decision has been made, your entire production’s reviews are going to depend on the various people you’ve chosen for the performance.

Don’t be fooled by first appearances and beware of being overly impressed by what appears to be an excellent Resume/CV. Although these can provide a valuable insight, neither may be truly indicative of whether an individual is suitable for the role you wish to fill.

Obviously the show must go on, but it is important to invest the time and effort needed to get the right person- A well planned approach can go a long way in accomplishing this.

Here are a few casting tips to get you started.

1.    Treat every vacancy like an open role in a play. Define the role you are auditioning people for in terms of the part the new cast members must play and how they’ll have to relate to the other members in the cast. Make people skills and technical knowledge of equal importance in your hiring.

2.    Identify the skills needed for the role. Once the interview begins, it’s too late to start thinking about what you want to learn. Based on the job description and your knowledge of the role you are casting, what traits or personal attributes do you want new cast members to possess? Friendliness? Courtesy? Optimism? Creativity? How will you judge the presence or absence of those traits to your satisfaction? Focus the various stages of the selection process on the real-world skills demanded by the part you’re trying to fill.

3.    “Screen test” your applicants. Consider the way applicants treat your staff, which may be a


good indication of how they will treat your customers and their co-workers if hired. Try role-playing difficult customer situations with applicants, or posing “what would you do if” questions based on the kinds of situations likely to occur on the job. You don’t want to listen just for “right” or “wrong” answers. You can train them to use the right words later. Listen for orientation and attitude.

4.    Use multiple selection methods. Remember test anxiety in school? Job applicants get it too. Instead of sifting all applicants through one coarse screen, use a succession of fine ones to help you differentiate.

5.    Ask the right questions. There are questions that can be very effective in determining the general suitability of an individual applying for a role in your show. Following are several that can be adapted to your particular requirements

-What does “great service” mean to you?

-When was the last time you experienced great service and how did it make you feel?

-In visiting the restaurant today, did you feel welcome- did you notice things we could improve on?

-The restaurant business is a people orientated business- What -Characteristics do you have that you feel are well suited for this role?

-How would you handle a difficult customer?

-What do you like most about being in the hospitality business?

6.    Emphasize mutual selection. Applicants need to make as good a selection decision as you do. Just as you want to pick the right person, you gain by helping them pick the right position and organization. If they make a poorly informed decision and discover it only after being on board for a while, you will end up with a competent but unhappy camper.

7.    Recruit actively. Good people may not always find you. Sometimes, you have to find them. Where have your best people been coming from? Reward your people for introducing new candidates by paying a bounty for bringing in friends, former colleagues, even relatives who are capable of filling roles in your production.

8.    Hire people that are right for the role they need to play. Customer focused organizations have whatever kind of people it takes to dazzle the customer and bring them back again. It’s very human to overlay personal beliefs, values, likes, and dislikes on the selection process, but it’s seldom in the best interest of the customer to do so.

Restaurant Training - This Is Show Business

In today’s increasingly competitive hospitality industry, owners and managers are constantly seeking the answer to an important question- How do you recruit, retain, and motivate staff who are responsible for creating a “magical” experience which exceeds your guest’s expectations?

Some answers may be found by looking to successful companies that are consistently


achieving these goals.

William Shakespeare wrote, ‘All the world’s a stage, and all the men and women merely players’. One company that has exemplified that quote is the Walt Disney World Co. based in Orlando, Florida.

Disney is recognized as one company which creates such “magical”experiences. The Disney challenge is to ensure that all of the 36,000 staff are playing a role in a show which exceeds all expectations.

The Disney approach to people management has helped gain them the reputation of providing a leading benchmark for quality and service in America.

Disney does not just “hire” people for jobs, they “cast” performers for a “role” in the show. The emphasis is in finding ‘people oriented’ cast members who are willing to adapt to the high standards established, and not necessarily on the skills an applicant may have.

Their ‘casting process’ introduces each applicant to the culture of the company, and the important role which they will play in the future success. This way there are no surprises, and it is this approach which helps to maintain turnover at approximately 20%.

Success on the “Restaurant Stage” requires the development and choreography of many different aspects, such as a great cast, script, support and direction.

Quality ‘Casting’ or recruitment, is critical to everything else in the production.

As an owner or manager, you are more director and choreographer of a performance. Your front of house staff, are the actors, and your customers are the audience for whom they must perform.

The supporting crew is responsible for ensuring the script and show is executed as planned. As director, you have to prepare your cast to recognize guest cues, deliver their lines and improvise when it will add to the enjoyment of the performance.

Think of a typical theater performance- the audience files in, the curtain goes up, the actors make their entrances and speak their lines. If each and every cast member, not to mention the writer, director, stagehands, customers, makeup artists, and lighting technicians, have prepared themselves and the theater well, the audience enjoys the show and tells others about it.

However, despite the proven talents of individual members of the cast or the presence of an award-winning director or the skills of the backstage crew, the whole thing can be a magnificent flop if just one person fails to do a job on which everyone else depends.

Filling out your service cast with people who can star in their roles is the key to success. But


casting for a restaurant show is far more involved and difficult than hiring just anybody to answer a phone, or take orders and deliver food.

Management: Risk Assessment

Risk Assessment In The Workplace

Evaluate the risks and decide whether existing precautions are adequate or more should be done.

Consider how likely it is that each hazard could cause harm. This will determine whether or not you need to do more to reduce the risk. Even after all precautions have been taken, some risk usually remains. What you have to decide for each significant hazard is whether this remaining risk is high, medium or low.

Firstly, ask yourself whether you have done all the things that the law says you have got to do. As an example, there are legal requirements on prevention of access to dangerous parts of machinery. Then ask yourself whether generally accepted industry standards are in place. But do not stop there, think for yourself, because the law also says that you must do what is reasonably practicable to keep your workplace safe. Your real aim is to Make All Risks Small by adding to your precautions as necessary.

If you find that something needs to be done, draw up an action list, and give priority to any remaining risks which are high, and those which could affect most people.

In taking action ask yourself:

1.    Can you get rid of the hazard altogether?

2.    If not, how can you control the risks, so that harm is unlikely?

In controlling risks apply the principles below, if possible in the following order:

1.    Try a less risky option.

2.    Prevent access to the hazard (eg by installing guards)

3.    Organize work to reduce exposure to the hazard.

4.    Issue personal protective equipment.

5.    Provide welfare facilities (eg washing facilities for removal of contamination) and first aid.

Improving health and safety need not cost a lot. For instance, placing a mirror on a dangerous blind corner to help prevent vehicle accidents or putting some non-slip material on slippery steps, are relatively inexpensive precautions considering the risks.

And failure to take simple precautions can cost you a lot more if an accident does happen.


But what if the work you do tends to vary a lot, or if you and your employees move from one site to another?

Identify the hazards you can reasonably expect and assess the risks from them. Then, if you spot any additional hazards when you arrive at the site. Get information from others on site, and take what action seems necessary.

But what if you share a workplace?

Tell the other employers and self-employed people working there about any risks your work could cause them, and also the precautions you are taking. Also, think about the risks to your own workforce from those who share your workplace.

But what if you have already assessed some of the risks?

If. for example you use hazardous chemicals and you have already assessed the risks to health and the precautions you need to take under the Control of Substances Hazardous to Health Regulations (COSHH), you can consider them checked and move on.

Record your findings.

If you have less than 5 employees then you do not need to write anything down. Although you will find it useful to keep a written record of what you have done.

If you have five or more employees, then you must put in writing the significant findings of your risk assessment. This means writing down the significant hazards and your conclusions.

Examples might be something like:

Electrical installations: insulation and earthing checked and found OK. or

Fumes from welding: local exhaust ventilation provided and regularly checked.

You must also tell your employees about your findings.

Suitable and sufficient, not perfect.

Risk assessment must be suitable and sufficient. You need to be able to show that:

a proper check was made,

you asked who might be affected (at risk),

you dealt with all the obvious significant hazards, taking into account the number of people who could be involved,


the precautions are reasonable, and the remaining risk is low.

Keep your written record for reference in the future. It will help you if a Health and Safety Inspector decides to pay you a visit and asks what precautions you have already taken. Or if you become involved in any legal action for civil liability.

It can also act as a reminder for you to keep an eye on any particular hazards and precautions.

You should also make sure that any new employees read the documentation so that they are aware of what is being done.

To make things easier, you could refer to other documents, such as manuals, the arrangements in your health and safety policy statement, company rules and regulations, working instructions, health and safety procedures, and your arrangements for general fire safety.

You may already list these procedures elsewhere. You do not need to repeat all of them, but it is up to you how you wish to present the documents. You could keep them separately or combine them all into one document.

Step 5. Review your assessment and revise it if necessary.

Sooner or later you are going to bring in new machinery, substances or procedures which may lead to new hazards. If there is any significant change, add this new hazard to your assessment. You do not need to amend your assessment for every trivial change, or for each new job.

But if any change, or new job, brings in significant new hazards, then you should consider them in their own right and do whatever is necessary to keep the risks down.

And finally, it is a good working practice to review your assessment from time to time, to ensure that the precautions are still working effectively.

Management: Sales Management Strategies

Sales Management Strategies

The paper discusses three sales management strategies that are currently used. Each of the strategy is analyzed in details. The entity advantages, disadvantages and practical application are discussed for each of the strategies.


Introduction


Nowadays the world economy becomes more and more complicated because it becomes more and more global. As a result this leads to the development of an unparalleled competitiveness. Naturally in such a situation it is extremely important for survival in the market to remain competitive that demands to use the most advanced technologies, including not only technical aspect but managerial as well.

It means that a company that uses the most advanced and most effective management strategies can be more competitive and has more chances for success. It is especially important when the company deals with the sales management.

The sales management is one of the most significant part of any company’s work since it is due to sales management the company can finally sell its products or services to customers and the general success of the company greatly depends on the effectiveness of the sales management.

Consequently, it is absolutely necessary to know well recent trends and strategies that are used nowadays by the most successful companies that would permit to realize what strategies are the most perspective what are their advantages and disadvantages and finally it would be possible to define what strategies may be used in the future or in what way the current strategies should be modified in order to be the most effective. In terms of this paper three sales management strategies would be basically analyzed and discussed. These strategies are: Establish a Never-Before Sales Quota, Establish and Build a Team Selling Program, Employ Advanced Prospecting

Technologies.

Establish a Never-Before Sales Quota

This sales management strategy deals with the market visibility problem since very often companies have problems at this respect and consequently they cannot afford competitiveness and their sales rates would gradually decrease, as the company is not well known or recognizable among the consumers.

Traditionally it is said that if the company’s percentage rate of new equipment sales to customers who have never done business with this particular company and with its dealership is 20-23% or even lower than the company obviously has market visibility problems. As a result, in such a situation the circle of the company influence is not expanded as well as the rate of sales does and probably will not increase if certain measures are not undertaken. Basically such companies can work about three years than they have to retire.

However, if a company is planning to work in a long-term perspective than the company should set 30-35% rate as a ‘never-before’ goal for each of its equipment and product support sales reps. For instance, 30-35% should be with accounts that have never before done business with the company’s dealership and may even not know it exists. As a result such an increase of the company’s visibility in the market would proportionally increase its sales rate.

By the way it should be pointed out that if the company just starts some business in a new


area the rate should be even higher. Basically specialists indicate that it should be about 45-50% only on such conditions the company sales and influence would gradually expand.

Nonetheless, it is only theory and the advantages of this strategy are obvious since the growing visibility is vitally important for increase of company sales but in real life the company that use this strategy may face certain problems that may be treated as disadvantages of the strategy.

It should be mentioned that the Establish a Never-Before Sales Quota strategy is based on the never-before customer’s motivation and practically always the customers feel fear. They are fearful of the company’s reliability, its equipment, which, as they afraid, would not work as promised, and the list may be continued.

Naturally the question arises: how the company can best overcome the fear of customers in the never-before account? Basically specialists (Reilly 2000 and George 2002) single out two main ways in overcoming this problem. So, the problem may be solved through short-term rentals and product support.

Obviously the two ways mentioned above are not the only one but they are probably the easiest ones. Using short-term rentals and product support it is relatively easy to penetrate never-before accounts for “by demonstrating strong dealer customer care capabilities with an aggressive, short-term rentals program and highly responsive parts and service programs, a company can quickly build a positive relationship in the new account”.

Furthermore, a very effective parts and service support tool is the planned maintenance contract. For instance, nowadays planned maintenance and full-maintenance leases are quickly gaining acceptance in North America in the construction equipment and heavy-duty truck industries.

Finally, among other advantages of this strategy may be named the fact that short-term rentals and product support capabilities eventually can eliminate fear and sales reluctance in the never before account. Thus, summarizing the Establish a Never-Before Sales Quota strategy it is possible to say that on the one hand, it may be quite effective and increasing the company’s visibility, on the other hand, there is still the risk that the customers’ fear won’t be overcome.

Establish and Build a Team Selling Program

This is another strategy that may enhance the company sales rate and its general position in the market. Traditionally dealers have three or four different employees working in the same territory. Traditionally they are: a capital equipment sales rep, a full-time customer parts and service sales rep, one or more field service technicians and, as a rule, a rental and used equipment sales rep.

Flowever, the problem is that in some cases team selling does not work. But the root of the


problems lies in the fact that the equipment sales rep is at odds with these other dealer representatives and does not consider them allies or partners in development activities. Nowadays such a situation is not affordable anymore and such type of reps should be eliminated, or, it would be better to say, changed.

Establish and Build a Team Selling Program strategy implies quite the contrary role of all representatives of the company. Nowadays this strategy becomes more and more widely used. This is why in some very successful dealer organizations prefer the thoughtful formation of territory sales teams but it should be pointed out that this is not just the assembly of field employees to grovel and provide the equipment sales rep with leads.

Team selling requires enlightened leadership. Consequently in order to unite all the reps as a team it is necessary to organize team activity.

Practically it means that sales team activity is a frequent meeting of specialists to share insights, establish strategies, set information gathering goals, etc that would eventually complement one another’s strengths and work together to foster the overall business development of the dealership in that given market area.

Also it should be said that this strategy demands to provide team selling recognition awards that would stimulate the work of the whole team but not its separate participants. It is also especially effective in account management and penetrating, new account development, problem solving success, market share gain.

A very important positive feature of team selling is the fact that it offers the possibility of utilizing of all of the resources. Team selling captures the mind and spirit of the company’s business and can present total solutions to customers. An effective sales team is generating the highest possible revenue and profit for the business.

Summarizing the strategy, it is only should be pointed out that its main disadvantages are the problems of organizing all the reps in an effective sales team with a strong leader.

Employ Advanced Prospecting Technologies

This strategy implies the usage of the advanced and prospecting technologies as tools in achieving better results in sales rates. The most effective technology that can be used nowadays is teleprospecting. It is quite effective and inexpensive. The objective of teleprospecting program is to contact, profile and identify short-term needs, problems and opportunities of a large number of inactive and prospective customers.

To achieve such a goal it is necessary to train a teleprospector by having him/her update the company’s current customer mailing list for correct contacts for promo mailings. It is also important to train a teleprospector for ‘cold calling’ by having him/her first test a survey questionnaire or interview guide on five very friendly customers for constructive feedback. Furthermore, proper facilities and resources should be set up.

However, this strategy also has its own disadvantages. To be effective the prospecting


program will require intensive administrative support to avoid wasted, non-productive time. Otherwise, the effectiveness of the program would be low.

Finally, it is necessary to provide challenging incentives. For instance, it is possible to set three completion level goals for the week and to offer a 20% base hourly rate increase for entire week if the goal is reached.

Selecting Salespeople From Outside Your Industry

There is an old saying in the computer world that dates back to the days of mainframes and terminals. These early computers cost tens of thousands of dollars and there were a handful of competitors in that market space. The dominant player was IBM who was often the highest priced option even though the competitive solutions were fairly similar. IBM’s market-leading position created a security blanket for buyers that developed into a common phrase -“Nobody was ever fired for choosing IBM.”

Unfortunately, this conventional wisdom permeates sales hiring today. “Nobody is ever fired for hiring salespeople from within their industry.” Sales is one of, if not the toughest positions within a company to successfully fill. Many companies struggle even with internal sales candidates. What hurdles do salespeople present to hiring?

First, consider hiring for a different position, say a computer programmer. The first hard skill assessment is how well the candidate knows the programming language. The programming language is the same (.net, java, C, etc.) no matter which company employs the programmer. The expertise of their skill set can be determined through a comprehensive interview. Usually a skilled programmer will still be considered even if they do not possess direct industry experience in the hiring company’s market. Their computer programming skills are transferable.

Successful salespeople have a blend of hard and soft skills that are difficult to define and even tougher to measure. Companies often incorporate “self-starter,” “motivated,” “team player” and other buzzwords into their employment ads without clearly defining what traits are most important to the position. Many times these traits are merely window dressing as the company naturally gravitates to candidates with direct industry experience. The assumption is that the candidate knows how to sell in our market so they will be easier to manage.

This is a flawed approach. No matter how intricate your market or complex your product or service, teaching someone how to sell is far more difficult. Companies hire salespeople to sell. The company’s focus should be on finding specific sales talents.

-SALES PROCESS-

The method by which a salesperson maneuvers a prospect into a customer is essentially their skills of the selling trade. This process is far more important than their industry experience. Experience simply shows you where they have hung their hat over time. Sales process is the


far better predictor of how they will perform for your company.

Some process-oriented topics to pursue with sales candidates:

-Have them walk you through their standard sales process.

-What does a good prospect look like in their current role?

-At what point do they attempt to close a prospect?

-How long is one sales cycle? What do they do to try and shorten that cycle?

Strong sales candidates are able to explain how they acquire new leads, how they qualify them and how they close them. This process should be wrapped around their company’s value proposition. Pay close attention to theoretical answers as opposed to experiential answers. Theories are for science. Real-world skills are for sales. As long as the hiring company has clearly defined their sale, they are able to ascertain if the candidate’s skills are transferable to their sale. This information is far more valuable than assuming sales skills based on past industry experience.

-QUALIFYING-

If overall sales process is the first piece of the puzzle, qualifying ability is second. Successful selling pivots on the salesperson’s ability to qualify opportunities and discover the prospect’s potential. Obviously there are other important aspects, but none supersede the skill of efficiently determining a prospect’s need, budget, timing, decision process and alternatives.

The key here is to look for similarities between your typical sale and the candidate’s abilities. Topics to address:

-What is their current company’s value proposition and how do they put it in play?

-What is the typical buying process for their prospects? How do they navigate through that process?

-What are the 3 most common objections they have to overcome? How do they respond to them?

-How many competitors do they have to beat to get the deal? Who is their toughest competitor and what adjustments do they personally make to beat them?

Focusing on qualifying topics like these provides a fairly detailed picture of their qualifying abilities. A sales candidate with strong, transferable skills will clearly stand out. At this point, we would recommend assessing the strongest candidates to objectively measure their qualifying skills and aptitudes including empathy, self confidence, problem solving and listening ability. The sum of this data would identify candidates who have the potential to exceed expectations at your company.

-UTILITARIAN MOTIVATION-


86% of the top-performing salespeople in any market, industry or geography share a common


motivation - a desire to receive a return on their investment of resources (money, time, effort, etc.). These salespeople are driven to utilize resources to accomplish results while gaining a measurable return on that investment of resources.

Successful selling requires people who can efficiently determine which prospects will provide the greatest return proportionate to the effort. This utilitarian drive is ideal in selling. A strong salesperson is constantly sorting the puzzle pieces of information they have gathered during the selling process and seeking out the remaining pieces to either close the deal or find a new prospect.

Hiring salespeople who do not have the utilitarian motivation is high risk to say the least.

Other motivations include a desire to help people, become an expert, be in a position of power or establish rules for others to follow. All of these motivations have a noble purpose, but they are not the primary motivation behind the vast majority of successful salespeople.

Sales process, qualifying ability and a utilitarian motivation are 3 fundamental aspects for which to screen salespeople from outside of your industry. The finer points can be assessed for overall fit once these 3 areas are identified. Candidates from outside your industry bring different ideas and approaches while not being constrained by stereotypical sales approaches that can permeate a specific industry.

Clearly the ideal candidate has strong sales abilities and direct industry experience. Yet, too often companies become intoxicated with a marginal, but industry experienced, sales candidate in spite of their deficiencies. There is a liability to hiring only from your industry. Instead, hire for talent first and avoid the experience-only trap that leads to recycling mediocrity.

Management: Buying A Franchise Seven Secrets to Buying a Franchise

There are great benefits to owning a franchise. You often can sell goods and services that have instant name recognition and can obtain training and ongoing support to help you succeed.

But be cautious before you sign on the dotted line.

1.    Know How Much You Can Invest - A franchisor may tell you how much you can afford to invest or that you can’t afford to pass up this opportunity. Before beginning to explore investment options, consider the amount you feel comfortable investing and the maximum amount you can afford.

2.    Know What Type of Business is Right for You - A franchisor may attempt to convince you that an opportunity is perfect for you. Only you can make that determination. Consider the industry that interests you before selecting a specific franchise system. Ask yourself the following questions: Have I considered working in that industry before? Can I see myself


engaged in that line of work for the next twenty years?

3.    Realistically Evaluate Your Own Background and Skills - If the industry does not appeal to you or you are not suited to work in that industry, do not allow a franchisor to convince you otherwise. Spend your time focusing on those industries that offer a more realistic opportunity.

4.    Take the Time to Comparison Shop — Talk to or visit several franchisors engaged in the type of industry that appeals to you. Get answers to the following questions:

•    How long has the franchisor been in business?

•    How many franchised outlets currently exist?

•    Where are they located?

•    How much is the initial franchise fee and any additional start-up costs?

•    Are there any continuing royalty payments?

•    How much?

•    What management, technical, and ongoing assistance does the franchisor offer?

•    What controls does the franchisor impose?

5.    Get Substantiation for Any Earnings Representations — Some franchisors may tell you how much you can earn if you invest in their franchise system or how current franchisees in their system are performing. Be careful.

The FTC requires that franchisors who make such claims provide you with written substantiation. Make sure you ask for and obtain written substantiation for any income projections, or income or profit claims. If the franchisor does not have the required substantiation, or refuses to provide it to you, consider its claims to be suspect.

6.    Avoid High Pressure Sales Tactics — You may be told that the franchisor’s offering is limited, that there is only one territory left, or that this is a one-time reduced franchise sales price. Do not feel pressured to make any commitment. Legitimate franchisors expect you to comparison shop and to investigate their offering. A good deal today should be available tomorrow.

7.    Study the Franchisor’s Offering — Do not sign any contract or make any payment until you have the opportunity to investigate the franchisor’s offering thoroughly.

The FTC’s Franchise Rule requires the franchisor to provide you with a disclosure document containing important information about the franchise system. Study the disclosure document. Take time to speak with current and former franchisees about their experiences. Because investing in a franchise can entail a significant investment, you should have an attorney review the disclosure document and franchise contract and have an accountant review the company’s financial disclosures.

Management: Planning The Perfect Conference Seven Simple Steps To Planning The Perfect Conference


It’s that time of year again and your organization is getting ready for its next big conference, and it feels slightly overwhelming. You may even feel in your heart everything that could go wrong. Perhaps, its time to take the guessing out of planning and begin to take care of what you can control when planning your next conference.

Streamline

First step always is to streamline your tasks; make sure to create a plan before you begin the event coordination. It is imperative to make sure you know the direction you are going before you start. Make a list prioritizing from beginning to end; from finding the right speakers to developing the right promotional plan that meets your organizations vision.

Know your Target Audience

Second, evaluate your organization and the people you are trying to reach for your conference. Prepare the right topics with the right speakers, to ensure you are connecting with the right audience. A communication’s plan is essential for everyone involved so you can put the focus of the conference back to the direction of its people.

Promote Early

Third, get the word out early, and give people something to talk an about, if you start late than don’t expect large numbers. The more hype you build through word of mouth the better direction you have to bring in large numbers.

Booking the Right Conference Center

Fourth, the right conference center is imperative in ensuring your events success, and everything from the layout of the room to the location of the bathroom should be checked before entering into a contractual agreement. It is vital that you meet the needs of the organization and the people attending, if they are uncomfortable throughout the day than it creates a negative impact on your conference’s perspective and outcome.

Location

Fourth, if you are bringing in out of Towner’s then location is key for everyone, make sure it’s in happening spot, at the right time of year. Ensuring this will meet the needs of everyone involved and draw more attraction the big day.

Plan B

Fifth, be prepared for the inevitable as you sometimes never know what will happen. A speaker may drop out last minute or perhaps there maybe a mix up with the catering. It’s not a problem if you have back up speakers in mind, and remember not everything is in your


control.


Relax and Enjoy Yourself

Getting ready for the conference can be a huge stressful task but if you do it right; it can be a lot of fun. Remember, to enjoy yourself, while planning, and promoting the more excited the coordinator is the more apt people will come. Do it with a smile on your face to let everyone know this will be the best event, yet!

Get a head start, get organized, and get ready to host the best conference in your area. If you can follow these six simple steps than you are ready for instant success. Event coordination can sometimes be overwhelming but if you plan early it will be an instant success

Management: Task Management Tools

Task Management Tools - The Difference Between Average And Successful People

Task management is the true challenge on the modern world we live in. Time is more precious than ever and the amount of tasks each of us has to cope with is almost endless. The only difference between successful and average people is their ability to manage their tasks effectively. This ability could be improved significantly by using task management software and other task management tools.

Try the following recommended tools to improve your task management abilities:

1.    Paper planning systems - Those systems help you organize your life (and your tasks of course). Think about starting each day with going through your daily task list of the incomplete activities, the prescheduled activities and meetings for the same day, the long range task and goals and only then prioritizing the tasks for the same day and starting to work. The paper planning pages and systems help you organize your task appropriately. These are the most proven task management system. It had been used by most of the successful managers of the 20th century, and it is still the most popular planning and task management tool.

2.    Planning software programs - task management software programs have been here for many years. The problem was that most people manage their tasks and emails on their email system e.g., Microsoft outlook. The most effective task management software programs are the ones that have a direct interface with outlook or other email programs. This interface include powerful tools like goal planning tools, project management tools, task prioritizing tools and more all using only the outlook user interface.

3.    PDAs - PDA stands for a personal digital assistant. A typical PDA can function as a cellular phone, fax sender, Web browser and personal organizer. Most of the modern managers use PDAs as Ipaq or Palm as their personal diary, meeting scheduler and task manager. PDAs are small, convenient and user friendly.

Don’t wait. Start managing your tasks more effectively today by using one of the above task


management tools. Go and get them.

Management: Ways To Motivate Employees The Top 10 Ways to Motivate Employees

Bonuses and rewards make decent motivational tools, but their effects can be short-term. The best way to motivate employees, especially over the long haul, is by creating an environment they enjoy working in.

1.    Provide employees with the right work assignments and they will consistently produce.

They are self-motivated if the job is challenging enough. Provide a mixture of assignments and responsibilities.

2.    Energize employees.

Give them the opportunity to make decisions and direct projects.

3.    Implement teamwork into your organization and department.

Employees working closely together toward a common goal will work harder to achieve their objectives.

4.    Provide the opportunity for flexible work schedules.

Pull back from your reliance on the time clock and concentrate on actual performance instead of just presence in the office. As employees juggle more and more personal and professional requirements, their need for flexible work schedules grows.

5.    Share information.

Keep employees up to date on new developments and initiatives in the organization. Show them how their work affects the company’s success.

6.    Provide recognition.

Employees need recognition and praise. Give ample feedback and public recognition whenever possible.

7.    Provide the safety and security that employees need.

Employees crave job security, a steady income, health insurance, and a hazard-free work environment. Salary and fringe benefits are very important to them.


8.    Act as a coach to your staff and encourage your managerial colleagues to do the same.

Create opportunities for senior managers to work closely with employees eager to learn skills and move up.

9.    Ease up on the dress code.

Unless your business requires professional attire, relax the dress code to comfortable standards. But hey, pros do NOT wear jeans!

10.    Treat employees fairly.

They probably compare work hours, job duties, salary and privileges to those of other employees and will become discouraged if they perceive inequities.

Management: Trade Up Trade Down

Trade Up or Trade Down for Business Success

In an age of mass differentiation and low cost chic, there has never being a worse time to be stuck in the middle. Consumers are abandoning mid-range products in their droves, often opting for cheaper alternatives and saving up to buy the occasional luxury. At one end of the scale thrifty customers are cutting costs by buying supermarket own brand goods, whilst at the other end easy access to credit makes it possible to trade up to a BMW rather than settle for a Ford Mondeo.

The Low Cost Revolution

Throughout numerous consumer sectors, there are companies specializing in low cost goods and services. Everything from food to flights and cars to clothes can be bought at very low prices. As cost-focussed companies get bigger, they continue to find ways to reduce overheads in their operations and squeeze suppliers for better deals. Consumers are also changing their attitudes to low cost goods. Film stars and fashion models are setting the trend of low-cost chic, happy to wear value clothes alongside their premium brands.

However the low-cost sector is largely driven by economics. Increases in living expenses, debt and taxation are stretching the purse strings of the middle classes and forcing them to abandon their loyalty to mid-range products in favor of low-cost bargains.

Luxury For All

In an increasingly globalized society, consumer aspirations for luxury goods and services have become much more demanding. The ‘spend now, save later’ celebrity fueled culture encourages us to treat ourselves to products that signify individuality, success and status. By becoming more affordable and easier to access, exclusive brands are cashing in on increased


consumer demand, buoyed by changing lifestyles and easy credit.

How Should Mid-Range Brands Respond?

Businesses selling mid-range products and services should not be blamed for feeling the pressure — with low cost and luxury brands squeezing from both ends. In certain markets, this pressure will be less extreme, whilst in others it could mean being forced out of business. One option to counter the threat is to decide to trade up and become a premium brand or trade down to become low cost. How effective this strategy is will depend on the market and the company’s ability to change its business model and alter customer perceptions.

Another option is to launch completely new brands into the premium and low-cost sectors, a strategy frequently employed in the automotive and airline industries over recent years. Alternatively it may be more cost-effective to take-over competitors already operating in these sectors.

Whilst the writing is not on the wall for mid-range brands just yet, the outlook is becoming increasingly competitive and businesses will need to be much more innovative in finding ways to differentiate themselves.

Management: Speaking In Public

You might possibly know how jokes can complement your speech. But jokes can also cause your speech to be disastrous. Jokes are both a boon and bane to a speech.

If you are very much in comfort with it, use humor. Just check it first if it fits, serving as a breaker between sections or emphasizing a certain point. A funny and great line, or a comment that is irreverent can help liven up the presentation that you have and will help people to remember the things you have said. Of course any joke must be related to the topic that you have in some way. If you are not sure about something, you could also use a humorous photo or cartoon (with the permission of the photographer or illustrator, of course) in your slides.

Aside from making jokes or humor in your speech, you could improve your public speaking with these other tips.

-    You should be able to grab your listeners’ attention even right at the start. That is why it is important that you start correct A- confident posture, eloquent speaking style, controlled voice tonality and impact, and a nice, well-thought speech from you.

-    The information in your message should be organized clearly and logically, making it easy for your listeners to follow what you are trying to say. Keep things easy and simple. Divide the information into smaller blocks and work from there. Highlight the points that you want your audience to remember.


-    Your most crucial point should be the conclusion, bringing the speech to a close. The conclusion sets the tone of the speech, and lets the listeners think about and ponder on the things you have just said. Literary devices, such as quotes, stories, rhetorical questions, or surprising facts, can be used for concluding a speech, although of course, these devices should relate well to the topic of your speech.

-    Deliver the conclusion that you have clearly and slowly. Keep eye contact with your listeners as you speak. Smile at them, thanking them for the time that they have given you.

-    You should remember all these tips and in due time, you would be surprised to see how these techniques have helped you in your future speaking presentations. Your listeners will eventually understand the information you have given them and respect you for your ability in delivering that information.

An effective public speaker should be able to utilize devices that will be able to capture the attention of the audience. One effective means for them to give you that much needed interest is this: get them to go on stage. Make them participate. When someone is on stage and he or she happens to be a member of the audience, the rest will almost always stay attentive. Why? Because they would like to see what you will be doing to one of them. Also, because they are thinking they could be up there themselves and so to save their precious egos from embarrassment they at least need to know what is going on.

No matter how good or excellent you are as a presenter or as a public speaker, nothing beats the excitement of getting someone to be on stage who really should not be there in the first place. What is going through their minds at that moment when you pull an unsuspecting someone from their complacency is that, A“Oh my god, what if the speaker selects me to go up there next? What am I going to do?” Then later, “I need to pay attention to this. ”A little bit later as you go through your presentation, the audience will then most probably think, “What point is he/she making?” And then as you take your point across, the audience will then get to think, “Now I get it. ” Because you made them pay attention, you have forced them to listen and respond to your statement in the privacy of their minds.

However, there are those extremely shy and very sensitive members of the audience who might withdraw from going through the rest of your presentation if they hear you will be calling on them up on the stage. The objective is to gain an audience and not to lose any of them.

Make it clear prior to your asking someone to come up on stage with you that you are asking for a volunteer and that no one will be forced if they do not want to. Notice that if the majority of your audience are shy, once you finally get someone to be on stage, all of them will almost always heave a sigh of relief that you would actually feel a breeze pass you by, really.

Another way to get the audience to participate as well as pay attention is by giving them due recognition. Try to acknowledge a single member of the audience for a specific achievement or a moment of a good performance, or also acknowledge a group of the audience.


Timing is essential when speaking in public. The cliche: It is not what you say but more on how you say it, applies so much to public speaking.

Where you put your pauses during your presentation is one of the important aspects of maintaining an audience that is free from drowsing off. Couple this with humor and you are definitely on a roll.

Timing is the element involved during reactions that are spontaneous especially on developments during your delivery that are unexpectedly expected.

Do not forget, though, that when you expect any laughter to burst any time soon, avoid speaking as your voice and whatever it is that you are saying will most probably be drowned out by the noise of the audience.

Make sure to remember that laughter is extremely difficult to get and so very much easy to discourage. Try as much as possible to maintain eye contact with the audience for a little time longer when you deliver that punch line.

The audience size could also affect the way you use your timing. When the audience is small, the presentation you have will most probably be delivered in a lesser time compared to if you have a large audience. The reaction of a large audience will get to be a little longer and not as quick as if the audience is small. You also have to wait until the seemingly ripple effect of your punch line gets to that audience in the back row.

Believe it or not, putting that much needed silence in your presentation is one of the hallmarks of a skilled and good presenter. No public speaker should jabber constantly away in the hopes of keeping an audience glued to anything it is you have to say. Ironically, this is one effective way to keep their focus off you. The use of silence adds that much needed polish in your presentation making you appear as a confident expert.

Short pauses are effective to use in order for you to separate your thoughts. These pauses last from half a second to two. You do not have to literally count though, just keep in mind to slow down. This gives the audience a chance to absorb all of what it is you are getting across. It also helps if you change the inflection in your voice during the end of a thought as this could also signal to the audience that another thought is coming their way. Pauses are also an effective means if you want to highlight something. Put it before any word or thought you want the audience to focus on, they will most definitely get that.

It is almost impossible for one to go through his or her adult life without having been asked to speak in public at least once.

You might have proposed a toast to a wedding, or reported in front of a class. At work, you could have done an oral presentation for a promotion. Or you could have faced a group of interviewers before you actually got hired for the job that you now have.


All of these and more would require a person to get up and speak out in front of a number of people.

This can either be a good or a bad experience for the speaker.

In the United States, studies show that public speaking is one of the most common fear that Americans have.

How do we eliminate this widespread public speaking anxiety?

The key is to face your fear, master your material, and rehearse.

Here are some helpful tips on how you can use rehearsing to eliminate the fear of speaking in public:

1.    Know your material.

Prepare an outline of your speech and look for bits of information which could be a major point of interest.

Read about every aspect of the topic so that it will not be difficult for you to answer unexpected questions should they come up through the course of your discussion.

2.    Have a “dress rehearsal” before the big day.

If you are making a formal presentation in a particular place, go to the venue a day ahead or several hours before the presentation to familiarize yourself with the surroundings.

If there is a rostrum, stand in front of it and test the height. Make the necessary adjustments so that the audience will have a clear view of you as a speaker.

This is also a good time to check out the equipment that you need to proceed with your presentation.

Create charts and photos for a slide presentation to make your presentation more informative and interesting.

Time is also important so you can have a run-through of the entire speech and record your voice while doing so. This would give you an idea of how long it will run. The recording will also reveal the focal points where you can vary your tone of voice for a more lively speech.

It is also a great idea to tape yourself or have somebody do it for you while you are rehearsing your actual speech.

Review the video and look for ways to improve your overall presentation.


Practice makes perfect, so it is very important to rehearse before giving out that all-important oral presentation and help you reduce your public speaking anxiety.

Public speaking does not have to be difficult. Here are some tips to help you prepare for public speaking.

You don’t need to be perfect in succeeding in speaking in public.

You do not need to be too witty and brilliant to be successful when you speak in public. Public speaking is not all about that. It may look like it is, but in actuality, it is not. You can be the average guy you are.

What is important in speaking in public is that you give your listeners something that is worth their time. If people leave after your speech with something that is of value, they would think of you as a successful speaker. They would consider your speech as something that was worth their time.

Deliver your main points

You may want to put in as many facts and information as you can. But only emphasize three or four main points. You could even talk about one main point if you want.

You should remember that what your listeners want from you is that you give them two or three key main points that they can understand and would make a lot of difference to them. If you are able to structure the talks that you have, lots of complexity will be removed.

Inject some humor but still practice humility

While there are many other public speaking styles, humility and humor are some of the devices that you could use to make your speech livelier and entertaining to your listeners.

Just make sure that you are comfortable being humorous and that the humor is appropriate for the occasion. If you do not feel comfortable giving jokes, then you might as well not use jokes which might fall flat on your nose. Or if you are speaking before a crowd of Americans of Asian descent, do not tell jokes about Chinese food or Oriental customs.

Humility in public speaking means standing before the others and sharing with them your own mistakes, your human frailties, and weaknesses. If you show to other people that you are not afraid or ashamed admitting such things, you create a relaxed and intimate environment that will permit them to open up to you too.

Being humble in public also makes you more believable, more credible, and more respected, with your listeners relating to you easier. You are no longer the remote expert who is ahead of them, but is one of them.


Although speaking in public is really a monologue of sorts, this monologue is addressed to a ready, able and receptive audience who wants to learn from you as much as you want to learn from them.

Speaking in public would be more effective if it is listened to. The following are effective tips to maintain that necessary contact with the audience.

Greet them

Minutes before your actual speaking engagement, you could walk around the venue and familiarize yourself with the people who will be listening to you. As the people and the attendees arrive, give them a warm greeting. It is so much easier to deliver a speech to a group of people whom you consider as friends than to a bunch of anonymous faces.

Be positive

Honestly, people expect and want you to succeed. Audiences want to be as informed, stimulated and entertained as they could be. If you fail, they cringe with you. Succeed and your audience benefits just as well from your great speaking performance.

There is nothing to be sorry about

If you mention to the audience that you are nervous or if you express your apologies to any problems you think may exist about your speech or your speech delivery, you may be setting them up to focus on that thing you are apologizing for. You do not have to mention this to them, chances are they haven’t noticed this until you brought it up. Relax and be silent. Your audience will relax with you.

Establish eye contact

Connect with your audience, appear natural. Or better yet, be as natural as you can be, without overdoing it of course. You should be able to get the audience to nod their heads as an acknowledgment of what you are trying to convey. Do not breeze through your speech. Pause for a while or for a brief moment, especially at those points you want to emphasize. This is also a good time to establish eye contact with your attendees as well as to catch that much needed breath.

Do not debate

If during the question and answer part of your speaking engagement an audience expresses disagreement with any part of your message, you need not aggressively prove your point to him or her. A debate is not just a futile means to get your point across but it could just as well never be resolved. Get that attendee to talk with you after your speaking engagement, never during.


Management: Use A Meeting Planning System

The Meeting Planner’s Online Advantage: 6 Ways To Reduce 55% Of Your Daily Workload

Here are 6 things you can accomplish TODAY by switching to a fully-automated registration system:

1.    Stop shuffling data.

If you use Excel spreadsheets and/or Access databases to organize your data, then you have the ongoing task of transferring and compiling data to get the totals you need for your event. Eliminate these ongoing hassles by using a computerized system that automatically compiles and tallies all of your data for you... in real-time.

2.    Eliminate manual follow-ups.

When someone registers using paper or a web form, your manual work has just begun... printing, copying, folding, mailing, emailing, rinse & repeat. Eliminate these time-consuming activities by using online registration. The fully-automated system will email everyone right when they register with their receipt, invoice and event materials.

3.    Process payments and credit cards automatically.

Accepting credit card payments but manually processing them exposes you to entry errors -or worse, a declined card. Or you can just accept checks - taking longer to collect money. Eliminate these extra steps by having your system accept and process credit card and check payments for you ... the moment someone registers.

4.    Provide a self-service option.

Registrants will inevitably need to make changes. Avoid an influx of calls and email requests that interrupt your work day. Give your registrants the power of self-service with an automated system, which allows them to make their own changes in real-time.

5.    End wait-list management.

Limited space or popular events that sell-out quickly can become a burden to coordinate when you start receiving cancellations and wait-list requests. Take this task off your “to-do list” - accept wait-list requests online, and automatically notify your wait-listed registrants when space becomes available.

6.    Make data entry obsolete.

If you are using paper registrations or web forms that get emailed to you, then you have data entry or transfer hassles... a time consuming process that leaves you struggling with illegible handwriting and correcting wrong information. Eliminate these hassles by using an automated system, which collects and organizes registrant data online.

A fully-automated, online registration system eliminates 55% of meeting planners’ registration hassles and workload.


The Meeting Planner’s Online Advantage: 7 Ways To Cut Down Customer Service Issues

7 Things You Can Do RIGHT NOW with a Fully-Automated System to Improve Your Customer Service:

1.    Get contact info right the first time.

There’s nothing more frustrating to a registrant than when an event organizer gets their information wrong. Each instance in your process where you manually enter or transfer data poses a risk for making errors. Using an automated system, which has everything built-in (online registration, accounting, badge printing), eliminates all data entry and data transferring issues.

2.    Be sure that payment information is correct.

When a registrant thinks they are registered because they gave you their information and credit card number; then finds out a week or two later their charge did not go through; stress is created. You can automatically processes credit card transactions in real-time; so there is no miscommunication.

3.    Send impeccable follow-ups.

Registrants like to know that everything is being properly handled with their registration and your event. When they don’t hear from you after they register, they get worried. Automatically send confirmation and reminder emails with a personalized touch. 4. Keep track of numbers daily.

Events can go wrong when an event organizer doesn’t know the details of their event numbers on a daily basis. Real-time awareness of lack of demand or hyper-demand for different aspects of your events, allows sufficient time to make alternate preparations. Automated online systems make it easy to tally registrant data on a daily basis.

5.Organize your information.

If you are managing your events with multiple spreadsheets or systems, you know it can be difficult to stay organized. If information gets lost or falls through a crack, it eventually becomes a dissatisfied attendee. Avoid unhappy customers by using a fully-integrated system... it should have all of the systems built-in: registrant preferences, accounting, badge printing and reporting.

6.    Automate the wait-listing process.

Registrants don’t mind things being sold-out when there is a well-communicated wait-listing process in place. A good registration system automatically provides a wait-list for registrants then notifies them the instant a spot opens up. If they accept the open spot, then their payment is automatically collected as well.

7.    Eliminate frustrations with early-bird specials and discounts

Registrants love to ask if they can get early-bird specials and discounts for which they know they do not qualify. They hate to hear “no” and you hate to say it. A fully-automated system qualifies everyone for the appropriate discounts, so you don’t need to.


The Meeting Planner’s Online Advantage: 8 Surefire Ways To Attract 20% More Attendees

8 Ways an automated system makes it easier for attendees, giving you MORE REGISTRATIONS:

1.    Provide 24 hour, anywhere access.

Give prospective registrants anytime/anywhere access to your event information so that they can easily find, refer back to, and recommend your event to others. An automated system increases the ease of access, enhancing the chances of people making a decision to attend your event.

2.    Auto-fill information and steer attendees to your goal.

Make it easier for registrants to say yes by auto-filling their registration form and auto-selecting their registration type options (member, non-member, sponsor, etc.) Some automated systems allow your form to pre-populate known contact information into a prospective attendee’s registration form and then steer them down the proper registration path based on their registration type.. It’s less confusing for them and you get correct data the first time.

3.    Provide payment solutions.

More payment options equals more registrants. Each person typically has a preferred mode of payment that, if not offered, will cause them to hesitate or not enroll at all. Make sure you offer ALL five of the major credit cards (Visa, Master Card, Amex, Diners & Discover), as well as checks, echecks, and PayPal. A good online registration system enables you to easily offer and accept all of these payment options, in real-time, with automatic processing.

4.    Implement ‘one-stop shopping’.

One of the biggest reasons people don’t register immediately for events is because they want to first check into travel arrangements. Using an online system to offer hotel booking options and flight arrangements in your online registration, means you will convince more people to register right away, minimizing the potential to forget about your event.

5.    Present more details.

In your online registration, give your registrants as much detail on your event as possible. Provide links to venue maps, further venue details, detailed agendas and speaker bios. It is easy to automatically generate an “Event Details” web page that makes it easy to provide extra details that people need during their registration process.

6.    Send instant confirmations

Give your registrants ‘warm-fuzzies’ by instantly confirming that their registration is complete. Increase your conversion rates by offering an extra e-freebie that you can include in your confirmation email along with their receipt/invoice and other event materials. The immediate follow-up that an automated confirmation email provides will increase your attendees’ confidence in referring others to attend your event.


7.    Notify registrants of incomplete forms.

50% of potential registrants start, but do not complete their registrations. Send them an automated email letting them know that your event is well worth attending - along with a link back to your registration form. Give them five more reasons to attend or an extra incentive to complete their registration. There is only one system that currently offers this capability.

8.    Provide a self-service option.

Automated services enable users to make changes to their registrations online... versus having to call or email the event organizer. Give the attendee more control and reduce staff time in managing these changes. By promoting this option to registrants, more people will register because they won’t feel locked into their registration preferences.

A fully-automated online registration system is specifically designed to make it easier for you and your registrants... attracting 20% more attendees in the process.

The Meeting Planner’s Online Advantage: The 8 Most Important Features Of Automated Systems

8 features of online registration systems which will improve your events TODAY:

1.    Automated

Many systems include over 15 standard email communications that can be customized, personalized and automated. Data is automatically collected in a database and at your fingertips for an unlimited number of reports; and downloadable in six different formats.

2.    Integrated

Online events are easily integrated with ad hoc emails via built-in mail systems, online surveys, donations and membership and subscription management systems, creating a one-stop shop for all kinds of online services.

3.    Flexible

Everything you create in an automated system can be customized to your company or organization’s look and feel for a streamlined, consistent image through the entire process. Plus, your data is accessible to you in any number of formats through extensive custom and cross-event reporting functions.

4.    Web-based

Why is this so important? Using a web-based system means that you, your co-workers, your vendors - anyone can be granted access to all or parts of your event information - instantly and in real-time - from any computer with Internet access. Essential for mobile professionals like you.

5.    Easy-to-use

This may seem like a no brainer, but make sure you “test drive” any system prior to making a


purchase. If possible, attend a live demonstration of any product you are considering, and/or open a trial account to test their service yourself.

6.    Supported

The support team needs to be accessible, responsive and knowledgeable before, during and after your event. We just mentioned taking the system for a test drive. Along with that you should have access to technical support to answer any questions you have as you try out the system.

7.    Secure

Make sure your data is protected. Ask if the system is hacker-safe. If it complies with Visa security requirements. Have they ever had a security breach of any kind?. The company should exceed all “standard” security measures - even those mandated by government and university customers.

8.    Fast & stable

A good registration system is hosted on state of the art equipment, which makes response times minimal. System down time is also important - don’t settle for anything less than 98% “up time” or better.

The Meeting Planner’s Online Advantage: The Trick That Doubles Client Satisfaction By Doing Less

We all know that communication is the most important component in any relationship; and that can be applied to business as well. The more timely the information provided to your clients, colleagues and suppliers; the smoother your event will run and the happier everyone involved in your event will be.

Think about it: if you had a vested interest in the success or operation of anything: a company, an event, or an investment and you didn’t have the proper information to make informed decisions about your involvement, you most likely wouldn’t stick around very long. You need to see accounting reports, you need to see registration reports, and you need to see return figures and projections.

And those involved in your event are no different.

For most meeting planners, this process of updating and informing stakeholders is a time-consuming process: collecting, organizing and tallying data and emailing or faxing everyone on a regular basis. In many cases, as the meeting planner gets busier, their reporting becomes less frequent, at the worst possible time. And then suppliers, colleagues, and clients don’t get informed in time.

Client Satisfaction and Event Success Are Being Affected if You Manually Run and Send any of the Following Reports:


*    Attendee Reports

*    Revenue Reports

*    Account Receivable Reports

*    Break-Out Session Reports

*    Lodging & Travel Reports

*    Shopping Cart Reports

*    Dining Preference Reports

*    Name Badge Output

The trick is to make good use of a system that automatically provides web-access to these reports giving your clients, suppliers, and colleagues access to up-to-the-minute reports anytime they want, from anywhere in the world... without you having to lift a finger!

So you see, you save yourself time consuming reporting work, while your clients and colleagues receive more of the information they need.

Management: Simple Leadership Basics

A great cloud of jargon, debate, and junk theory surrounds the idea of leadership, what it is, who does it, and how to do it well. But if you have just been promoted, and you’re responsible for a group for the first time, there are only a few things you really need to know about leadership.

When you get promoted and become responsible for the performance of a group you become a leader. But you don’t undergo some magical change. In fact, it will probably take you over a year to completely adjust to your new role.

You’re a leader because the people in your group treat you like one. The only choice you have is what kind of job you’ll do.

When you become a leader your power actually goes down. As an individual contributor, you just have to decide to work harder, longer or smarter to improve performance. When you’re responsible for the performance of a group, the group is your destiny. They choose whether to act or not.

When you become a leader, your influence goes up. The people who work for you pay attention to what you say and do. They adjust their behavior accordingly.

The result is that you use your behavior (what you say and do) to influence the behavior of the people who work for you to achieve a defined objective.

Achieving the objective is part of your job as a leader. The other part is caring for your people.

It may be possible to achieve good short term results without caring for your people. But you can’t achieve long term success for you or your company without the willing cooperation of the best folks you can find.


At the end of the day, you can measure your leadership based on those two standards. Did we accomplish the mission? Are the members of my group better off today than yesterday?

You can find out more about all of this and learn it almost effortlessly from my book, Performance Talk: The One-on-One Part of Leadership.

Management: Rapport In 30 Seconds Unstoppable Rapport In 30 Seconds.

Stop a moment and ask yourself this: has a new employee ever passed you up for a promotion? How can it be, you query yourself, that the new upstart was promoted when everyone else in the company tells you that you deserved the promotion? The new employee did not have your track record for success, did not have the necessary credentials, and wasn’t even close to matching your company loyalty!

Frustrated with the lack of answers, you attempt to obtain answers from management, which only ignites more frustration because they cannot explain it logically. Perturbed and discouraged you resort back to your old patterns of long work hours and hard work, in the hopes that one day all your hard work will be noticed, while you watch the new employee move up the company ladder with tremendous ease.

What do these “fast-tracking” employees have that lands them promotions, allows them to negotiate obstacles with ease, and charms the boss into giving them whatever they want? Do these employees hypnotize their supervisors by waving a watch in front of his or her eyes? Well, in a way...yes! A few employees have learned subtle communication methods that cause their supervisors to be instantly suggestible and receptive to covet influence.

The subtle communication skills that fast-tracking employees use don’t influence their supervisors on the conscious level as much as on the unconscious level. Need proof that fast-tracking employees can influence their supervisors on the unconscious level? Here’s how to do it. When the opportunity arises, simply ask a supervisor who has just given an employee a promotion, a raise, or special role within the company his rationale for the decision. If the supervisor can give you three good reasons for his decision, he probably has not been influenced at the unconscious level; this boss did his homework truly evaluated the various candidates for the job. However, if he cannot give you bona fide reasons for his decision or if he gets mad at you for questioning his judgment-it is likely that he had been unconsciously influenced by the charisma of the lucky person he had just promoted.

Now ask yourself: do you already want to learn what these fast-tracking employees know about unconscious communication? Are you desirous to learn the secrets of charm and charisma that can get you that job or promotion? Then check into Neuro Linguistic Programming (NLP), developed by John Grinder and Richard Bandler. They combined different theories of language and neurology to form methods that have the potential to influence people at the unconscious level. I have summarized a few of the many amazing


techniques that NLP has developed.

1. ) Weaving Rapport by Mirroring:

Building rapport with your supervisor is more than talking about the same movie you saw over the weekend. Rapport building includes matching all your supervisor’s body posture, facial expressions, energy levels, humor, styles, words, and gestures. It can also include matching breathing, inflection voice tone, and language patterns. At the advanced levels it also includes matching values, beliefs, and objectives. Matching is not mimicking your supervisor’s behavior, matching involves adopting similar patterns into your own style so that they appear natural versus mimicked.

One of NLP’s theories is that the mind and body are all part of the same system; therefore, if you match your supervisor’s verbal and non-verbal communication patterns, you are matching his or her thinking patterns-the highest form of rapport that you can establish.

Rapport is extremely important in business because business decisions are rarely reached on the value of technical merit alone; more often than not, favorable business decisions are developed between those who have developed a great deal of rapport.

Remember this overriding rule: we like those who are like ourselves. We trust those who exude similarity with ourselves. The cliche “opposite’s attract” has never been farther than the truth. Let me prove it to you. Think of your best friend. Call to mind his many qualities. Examine them well. Give yourself a minute to do this.

Done? What have you observed? Of course!!! Your best friend shares many of your habits, mannerisms, dreams, ambitions...! Now you have the secret of getting along with anybody (not just your best friend!) Build rapport, now, by creating an apparent similarity between you and the other person. It’s the secret called Mirroring.

2. ) Advanced Rapport:

Want to take that charisma the extra mile? Let’s talk about the arcane art of ANCHORING.

Anchoring involves placing a positive feeling into your supervisor’s memory about you. By definition anchoring is the association of something seen, touched, heard, smelled, or tasted, with a specific memory or sensation. When you hear an old love song you and your 1st girlfriend shared, strong emotions come rushing back... even though a decade may have elapsed. This is anchoring: you anchored that specific melody with fond old memories of love.

Now let’s bring this to the business environment.

We all have people in our workplaces that cause us to cringe each time we see them or come into contact with them in meetings. People who cause us to wince have created a negative emotion anchored in our unconscious memory. As a fast-tracking employee, you cannot


afford to create a negative emotion in your supervisor’s memory. It is your goal to anchor positive emotions of yourself in their minds. In other words, you want your supervisor to associate you with favorable emotions.

In order to anchor, you simply use two very special gestures when you converse with people: gesturing away from yourself, and gesturing towards yourself. Gesture away from yourself whenever you mention something negative. Examples would be a death in the family, a salary cut, losing a job. On the other hand, whenever you discuss something positive, gesture towards your chest. For instance, you may be discussing a recent golfing victory of your supervisor, and as you praise his achievement, you subtly gesture towards your chest. In both cases of gesturing away and towards yourself, ensure that every movement is natural and spontaneous.

Here’s how it works. On the subconscious level, the mind hears something positive and sees the subtle self-pointing gestures. It then creates an association of positive emotion with you. Over time the positive emotions associated with you will be anchored into your supervisor’s unconscious memory. Your supervisor will think you’re such a swell guy to be with and won’t even know why. Try this with strangers and observe how quickly you draw them in!

The aforementioned methods should help you to hypnotize your supervisor without using a watch on a string. If you would like to know more about NLP and unconscious communication, I recommend joining our forum (it’s free) and reading up on all the articles!

Management: Meetings Myth And Waste

These myths have cost companies billions of dollars in wasted payroll money.

Myth #1) Structure spoils spontaneity.

I once attended a two-day long disaster that easily cost over $40,000. Thirty people spent the first hour seeking an issue to discuss, then spent the next 15 hours arguing over insolvable problems. When I asked the manager who called the meeting, “Where’s the agenda?” the reply was, “I didn’t want to spoil the spontaneity by imposing a structure.”

Reality: If spontaneity were a universally sound business practice we would build buildings without blueprints. Of course, no smart business leader works without a plan.

The Fix: Set a goal and then prepare an agenda. Ideally, this agenda should be so clear, complete, and specific that someone else could use it to lead the meeting to obtain the accomplish the goal.

Myth #2: Since it’s my meeting I should do all the talking.

Some meetings are run like a medieval court. The chairperson sits on a verbal throne while the subjects sit in respectful silence. The big talker justifies this by thinking: if the other people in the meeting knew anything worthwhile, they’d be leading the meeting.


Reality: If you’re the only one talking, you’re working too hard. In addition, realize that most people protect themselves from extended monologues by sending their thoughts off on a holiday. That is, no one is paying attention to you: they’re busy daydreaming, doodling, or dreaming.

The Fix: Convey large amounts of information by a memo or email. Then call a meeting based on participant driven activities that test or reinforce comprehension.

Myth #3: Meetings are free.

Most meetings are paid for with soft money. That is, it’s money that has already been spent for wages. In addition, no purchase request is necessary. No budget needs to be approved.

All someone has to do is call a meeting.

Reality: Meetings are very expensive. They use people’s time, and payroll is the largest part of running a business. When people hold bad meetings, they waste the most important resource in a business - the time people that spend working to earn a profit for the company.

The Fix: Design meetings to earn a profit. After all, a meeting is a business activity, not a company picnic.

Flidden Traps in Meetings

People who take meetings for granted risk being a victim of a trap. Flere they are and how to avoid them.

If you have sat through a few bad meetings, you must have experienced the following traps. Flere they are and how to fix them.

1) People think they are experts.

Many people tell me that they know how to hold a meeting. Actually, all they do is host a party. They invite guests, provide treats, and preside over a conversation. People talk. People eat. And nothing happens. Or, if they somehow manage to reach an agreement, no one implements it.

What to do: Learn how to lead a real meeting. Schedule a workshop or buy a book. When results really matter, hire a facilitator. Recognize that there are modern tools that help people make methodical progress toward results. These tools are practical and easy to use. Of course, you have to know what they are in order to use them. Call me (714-528-1300) for details.


2) People think they are inspiring.


Many people believe that long-winded announcements impress others. Actually, it’s the opposite. A long lecture quickly becomes a boring (and sometimes offensive) harangue.

Why? Most employees want an active role in contributing to the business, and thus listening to a speech feels like a waste of time.

What to do: Design meetings that give the attendees opportunities to contribute. Plan questions that direct thinking toward the results that you want. Use activities that help people make decisions. Distribute announcements in letters, memos, or E-mails. Or, if you must use a meeting, keep announcements brief (less than a few minutes).

3)    People think others agree with them.

Many people rely on nods, smiles, and eye contact to measure acceptance. Actually, most employees will do anything to appease a boss. And if the boss seems to be upset, the employees will become even more agreeable. Then, once the meeting ends, the employees will do one of three things: 1) forget the lecture, 2) ignore the message, or 3) sabotage the idea.

What to do: Conduct meetings by a process that everyone considers to be fair. Use consensus to reach agreements and make decisions. People will accept decisions that they helped make.

4)    People think others are clairvoyant.

Many people call meetings without an agenda expecting that everyone will arrive sharing their vision for what needs to be done. Actually, everyone brings their private hopes, fears, and vision to the meeting. Without a clear agenda, the result is something between chitchat and chaos, depending upon the complexity of the issue.

Note: A vague agenda, such as a list of topics, is almost as useless as no agenda.

What to do: Write out your goal for the meeting. Then prepare an agenda that is so complete someone else could use it to run the meeting without you. Specify each step and provide a time budget. Send the agenda at least a day before the meeting so that the attendees can use it to prepare. Call key participants before the meeting to check if they have questions or want to talk about the agenda.

5)    People think meetings are necessary.

Many people respond to every emergency, surprise, or twitch by calling a meeting. Actually, a meeting is a special (and expensive) process. It should be used only to obtain results that require the efforts of a group of people working as a team. A meeting is NOT a universal cure for everything. Meetings held for the wrong reasons, waste everyone’s time.

What to do: Challenge every meeting for its ability to earn a profit for your business. That is,


make sure the value of the results is greater than the cost of holding a meeting. If any other activity can accomplish the same result, use that other activity.

Here are ten fundamental concepts that characterize an effective meeting.

1)    Definition: A meeting is a business activity where select people gather to perform work that requires a team effort.

2)    A meeting, like any business event, succeeds when it is preceded by planning, characterized by focus, governed by structure, and controlled by a budget.

3)    Short meetings free people to work on the essential activities that represent the core of their jobs. In contrast, long meetings prevent people from working on critical tasks such as planning, communicating, and learning.

4)    Three things guarantee an unproductive meeting: poor planning, lack of appropriate process, and hostile culture. Effective leaders attend to all of these to create an effective meeting.

5)    Effective meetings require sharing control and making commitments.

6)    The ultimate goals of every meeting are agreements, decisions, or solutions. Meetings held for other reasons seldom produce anything of value.

7)    Unprepared participants will spend their time in the meeting preparing for the meeting.

8)    It is better to spend a little time preparing for solutions than to spend a lot of time fixing problems.

9)    Meetings are an investment of resources and time that should earn a profit.

10)    A meeting can be led from any chair in the room. And if it's your meeting, you want it to be your chair.

Management: EQ & IQ vs Success & Failure EQ vs. IQ: Why Do Smart People Fail?

First we need to understand that emotional intelligence (EQ) is not the opposite of the intelligence quotient (IQ); EQ is actually complementary to IQ resembled in academic intelligence and cognitive skills, and studies actually show that our emotional states affect the way our brain functions as well as its processing speed (Cryer qtd. in Kemper). Studies have even shown that Albert Einstein’s superior intellectual ability may have been linked to the part of the brain that supports psychological functions, dubbed the amygadla. The natures of EQ and IQ differ however in the ability to learn and develop them. IQ is a genetic potential that is established at birth and happens to be fixed after a certain age (pre-puberty) and can not be


developed nor increased after then. EQ on the contrary can be learned, developed and improved at any age, and studies have actually shown that our ability to learn emotional intelligence increases as we get older. Another difference is that IQ is a threshold capability that can only show you the road to your career and gets you working in a certain field but it is EQ that walks through that road and gets you promoted in that field. Therefore, striking a balance between IQ and EQ is an important element of managerial success. For some extent, IQ is a driver of productive performance; however IQ-based competencies are considered “threshold abilities” i.e. the skills needed for you to do an average job. On the other hand, EQ-based competencies and skills are by far more effective, especially at higher levels of organizations where IQ differences are negligible. When a comparative study matched star performers against average ones in top organizational levels, 85 % was attributed to EQ-based competencies rather than IQ. Dr. Goleman says that even though organizations are different, have different needs, it was found that EQ contributed by 80-90% of predicting success in organizations in general.

EQ vs. IQ: Case Study

To better illustrate the value-added of EQ competencies relative to IQ, we refer to the case, which was conducted by Dr. Goleman and two renowned EQ researchers, to analyze how EQ competencies contributed to profits in a large accounting firm. First, the participants’ IQs and EQs were tested and analyzed thoroughly, then they were organized in work teams and each work team was trained on one form of EQ competency like self-management and social skills; however they left one team with participants with a high IQ to act as a control for the study. Then when they evaluated the economic value-added of EQ competencies and IQ, the results were remarkable. The team with high social skills scored a 110% incremental profit, while the self-control partners scored a massive 390% incremental profit which was valued at $ 1,465,000 more profit per year. Conversely, the partners with high cognitive and analytical skills, reminiscent of IQ, added just 50% incremental profit, which indicate that IQ give support to performance but this support is limited owing to its being a threshold capability; EQ-based competencies apparently supports performance far more.

Management: Conducting Bad Meetings

My Boss Conducts Bad Meetings

Help! My Boss Conducts Bad Meetings

What to do?

Your boss conducts terrible meetings. You can put up with it.

Or, you could try:

1) Start with praise, such as: “I know you work hard. And I have an idea that would help you get more done.”


2)    Offer to help with some small part of a meeting that would make the process more effective.

3)    Leave a book on effective meetings on your desk.

4)    Give your boss a book on effective meetings as a gift.

5)    Conversationally (such as during lunch) mention that you read an article about meetings that told about a “really great” technique for.... (something such as preparing an agenda, or making decisions, or etc.)

6)    Confront your boss directly with an idea, such as, “I think our meetings would take less time if we had an agenda.”

7)    Offer to prepare the agenda for a meeting. As part of this task, ask your boss questions such as, “What is your goal for the meeting?” or “What result do you want to have at the end?” Then ask other questions such as, “What do you think is the best way to accomplish that result?”.

8)    Ask your boss to use a facilitator for a meeting.

9)    Ask your boss to send everyone to a workshop on holding effective meetings (because everyone else needs it). And of course, your boss should attend, just to find out what everyone else will be learning.

10)    Wait until your boss complains about bad meetings. Then ask gentle guiding questions such as, “What makes you upset with that?” Perhaps, such questions can lead your boss to accepting a new idea.

11)    Complain about someone else’s meeting. For example, you could say, “Wow, what a waste to time. No agenda and no one know what to do. We just sat around and talked about everything except anything that mattered.” - - Caution. This can backfire if the boss reacts by defending the other person.

If none of these ideas work, then you might consider:

12)    Wait until your boss retires, moves on, or quits.

13)    Ask for a transfer to a different department (to enrich your career, for example). Management: Shipping

Shipping - Important Information You Need To Know.


When it comes to shipping large quantities worldwide, there is no better option than shipping freight-liner. You can ship in a full container or half container, depending on your needs. There is, however, some important information you need to know about shipping in containers.

When deciding whether you need a 20’ container or a 40’ container to meet your shipping needs you simply need to evaluate the quantity and size of items you need shipped. For instance, a 20’ container is generally used to ship a vehicle and some small household appliances and other goods or a two bedroom household without a vehicle. A 40’ container can generally hold a vehicle and a two bedroom household or a house with three or more bedrooms. These are generalizations, but if you have a small amount of things to ship the smaller container will probably work for you. However, if you need to ship a lot of furniture and even your vehicle then you will definitely need the larger container.

When packing your items to be shipped you should keep in mind there are a list of items that should not be packed for the container. These items include alcohol, any jewelry, food items or fruit, plants or seeds, open bottles of liquids or anything flammable, spray cans, and any important papers or documents that include birth certificates, passports, banking records, or any other important personal document. Make sure all of these items are either not transported to your new location or else you carry them on your person.

Once you decide that it is time to ship your belongings you should contact the shipping company with your name and address in the United States as well as the address where you will be living overseas. You will also be asked to provide your social security number for verification purposes and will need to provide a date when the shipment should be delivered to your overseas address. Your belongings will not be approved for shipping until you have this information, so if you are in a hurry you should get this information immediately to your shipping carrier. Also, most shipping companies need at least a week to a week in a half advance notice before you ship your container. So, if you are working with a schedule keep this in mind.

When it comes to paying for your container shipping you will be required to pay a deposit and then pay the balance when your container is packed and ready to be shipped. Most shipping companies accept a wide variety of payment options from personal or cashier check to credit cards, so more than likely you will be able to pay for the shipping with what is most convenient for you.

Management: Successful Documentation Projects

Successful Documentation Projects - Part 1 of 3 - ‘Understanding’

The creation of user documentation is a big component of any software project. Unfortunately, it’s often undervalued and left to the last minute. But that doesn’t mean it should be without a good management plan.

This is the first in a series of three articles outlining the key elements of a good user


documentation process. It’s kind of an “ideal” process; very few projects will be able to implement every step, and some will require additional steps. Nonetheless, it should provide you with a good foundation (especially if you’re new to user documentation management).

Here’s an overview of the three articles.

Article 1 - Understand

—    Identify your scope

—    Familiarize yourself with the work environment

—    Familiarize yourself with the product

—    Identify the audience for the documentation

—    Specify perceived audience requirements

—    Roughly estimate doc project duration and resources

—    Research audience requirements

Article 2 - Specify

—    State your goals

—    Write your concept specifications

—    Design some possible implementations

—    Conduct usability testing on your prototypes

—    Write your requirements specifications

—    Estimate project duration & resources

—    Conduct usability testing on your writing sample

—    Write your work pracs & design specs

Article 3 - Write

—    Write the doc

—    Manage production

So here goes...

Understand Your Project Identify Your Scope

The first step in any project is to identify exactly what you’re expected to do. Generally this will happen before you take on the job, but it should still be the first thing that you document. Identifying your scope involves figuring out where you fit in the overall development process and where you fit within the company. No documentation project is ever just documentation, so it’s important to know exactly what else is involved. Some of the other areas that documentation people are/should be commonly be involved in include:


—    Spec review

—    GUI review

—    Product user requirements research

—    Documentation audience requirements research

—    Usability testing

All of these things are integral to the development process, and should be scheduled properly. Familiarize Yourself with the Work Environment

Get to know everyone involved in the product. For a software project, this will mean the project manager, the designers, and the guys that will be doing the low-level coding. Try to have a really good relationship with them. They have to respect you, otherwise they’re not going to listen to much of what you have to say.

Familiarize Yourself with the Product

Find out what’s going to be involved in the product. You must know:

—    what are the goals of the development

—    what user requirements they are trying to meet

—    how the product will be used

—    who will be using it

—    what the features of the product are

—    how the product will look and feel

—    will it require a specific doc design? For instance, it may only run on the latest version of Windows, it may have a particular look and feel, a particular environment (that the help may have to be integrated into), etc.

These are all things that you may have input into, either through simple critique, or through input into user research requirements. Try to read as much documentation as you can find, and interview as many people stakeholders as possible. As you go, note down any issues you identify, any questions you have, or anything you think needs to be different.

Some (non-human) sources that you can utilize to achieve this include:

—    Feature and product specifications

—    Project plans

—    Funding application documentation if applicable Identify the Audience for the Documentation

Discuss with the project manager (and other stakeholders esp. marketing) the perceived user/audience.


Specify Perceived Audience Requirements

Make some educated guesses about audience requirements so you’ll be able to provide a rough estimate of product duration and resource requirements.

Discuss with the project manager (and other stakeholders esp. marketing) the perceived user requirements that the help must satisfy. See if someone has researched user goals, tasks, and the mental models users employ when using the product (or similar products). If they haven’t, interview in-house experts to identify perceived goals, tasks, mental models, etc.

Secondly, you should identify what the theory says about user documentation (i.e. documentation approach, visual considerations, indexing considerations, etc.). I recommend Minimalism Beyond the Nurnberg Funnel, (1998) edited by John M. Carroll.

Roughly estimate doc project duration and resources

Although, by this stage, you don’t really know enough about the product or your audience requirements to know how long the documentation will take to complete, management will nonetheless like a rough estimate. This is OK, as long as everyone is aware that it is a VERY rough estimate, and subject to change pending further knowledge and research.

This initial estimate must incorporate all of the time you’ll spend on the stages that occur before and after the writing stage. Remember, these stages are important, and should not be short-changed. (TIP: In a well managed project, planning should take approx 30% of your time, writing 50%, production 19%, and evaluation 1%.)

Estimating pre-writing stages

Allowing for the pre-writing stages is trickier than allowing for writing. If you’re having trouble, estimate the writing stage, then base all other estimates on that, using the above figures as a guide.

Estimating writing and post-writing stages

Because you probably still don’t know a great deal about the product or the users, your estimate here will be based primarily on a combination of past records, experience, intuition (gut feel), and industry standards in combination with the goals and tasks you’ve already specified. Start with the following steps.

1. Estimate the quantity of work required to document the tasks the user will need to perform to achieve their goals.

2. Track down any previous doc records. See if you can cross reference the time taken to produce similar doc in the past with the current quantity estimate. Derive a figure based on this method.

3.See how this compares with the estimate derived from industry standard figures (e.g., I think


the current industry standard is to allow 1 day per page of documentation - this covers all drafts and reviews).

4. Compare the two figures and determine a good compromise based on your experience and intuition.

5. Figure out how long you actually have to do it, then how many writers you’ll need to get it done during this time.

6. Draw up a project schedule using something like Microsoft Project. Don’t forget to allow time for recruiting, training, and writing work practices.

TIP: At this stage, you should write the first draft of the Documentation Project Plan. It should include or refer to all of the steps outlined in this document. Basically, it should reflect the process advocated here, but be specific to the project you’re working on. It should also include a time-line.

Research Audience Requirements

Research on the users of the product and the audience of the documentation is one of the most important parts of any successful product. Unfortunately, it is also one of the most often overlooked aspects of any project. This generally occurs because decision makers feel they already know pretty much everything there is to know about the users and audience.

When managing a documentation project, you should investigate the chance of conducting research. If you’re employed late in the product life cycle, you should ask if user research has already been conducted for the product itself. If it hasn’t, there’s a good chance you won’t get support for audience research.

Audience research should seek to identify:

—    user goals (what the user hopes to achieve with the product)

—    user expectations of the doc (Manuals? Online help? Tutorials?, usability requirements, localization requirements, etc.)

—    user mental models (how they already see online help, what impressions they have of it, etc.)

—    user tasks (how the user uses the product to achieve their goals)

—    which users perform what tasks (user/task matrix)

—    how long have users been doing these tasks?

—    which tasks are one-off and which are repeated?

—    did they ever do them differently?

—    do they do a variety of tasks, or just a few?

—    do they hate doing it? (is it tedious, repetitive?)

—    do they find it difficult?

—    which tasks are considered essential?

—    are they normally under pressure when they do the task?

—    are there other distractions (environmental, social, etc.)?


Some research methods to consider are:


—    Observation of users doing their work in their work environment

—    Focus groups and interviews with users

—    Questionnaires

Successful Documentation Projects - Part 2 of 3 - ‘Specifying’

So you’re responsible for managing a documentation project. You know who your audience is, what they’re trying to achieve, how the product enables them to achieve it, and what the audience requires of the help. Now it’s time to spec out your intentions.

State your goals

Generically speaking, your goal statement should indicate that you hope to create a suite of documentation products that will satisfy audience requirements. Specifically, you’ll have a number of sub-goals. (TIP: It may help to remember that the goals you set here will need to be used to measure the success of your product through your own in-house testing as well as through evaluative user research.) Such sub-goals may include:

—    Ease of use

—    Accessibility

—    Helpfulness

—    Accuracy

—    Relevance

—    Comprehensiveness

—    Adherence to style guidelines

—    Correct spelling and punctuation

Write your Concept Specifications

Your goals set, you can start to contemplate what you’re going to produce. The first step is to create some concept specifications. Simply put, concepts specs are very high level overviews of what you’re proposing to produce. For example, your concept spec for the online help might state that you will be producing a product that allows the user to access information using a TOC, an Index, and a Find. It might suggest some possible GUI features of these elements, but it will not lay down requirements; just possibilities. The concept spec for your manuals might state that they will be professional looking, will contain many professionally drawn pictures, will have adequate white space, will be stylish, will be divided into chapters to match the task oriented nature of the online help, etc.

Generally, the product you’re proposing could be implemented in a number of different ways. You should write one or more concept spec(s) for:

—    what components the documentation suite will consist of (online help, printed manuals,


tutorials, overviews, etc.) - “Documentation Products Concept Specification”

—    the types of information your documentation will contain (e.g., the structure of the TOC, are you going to follow minimalism practices?) - “Documentation Content Concept Specification”

—    the functionality and user interface of your documentation suite (e.g., how it will work and how the audience will interact with it) - “Online Help User Interface Concept Specification”, “Printed Documentation User Interface Concept Specification”, etc.

—    the delivery method (how you will deliver the help to users and how you’ll update it)

—    what languages the documentation will be produced in

Design some possible implementations

Now that you’ve decided roughly what you’d like to produce, you can design some possible implementations of it. Your designs will be very high level and they may not actually work (they may actually be just paper prototypes).

With most other considerations already finalized through your user requirements research, these implementations should only differ as a result of:

—    the technologies behind them

—    the tools used to create them

—    the overall look and feel

You need to learn as much as possible about these things, in order to determine what is actually possible, successful, effective, etc. You should be aware of current trends, literature, white papers, etc. This information can be obtained from a variety of sources. Some good places to start include:

—    List servers

—    Conferences

—    Books

—    Other publications

—    Other writers

—    Other products

Conduct usability testing on your prototypes

Model (prototype) your designs for the decision makers and audience samples. This allows you to pick the best features from each design (and to determine priorities for them). Select a design (or merge multiple designs) that you believe best satisfies user requirements. This process may be iterative. At the end of this stage, you should know enough to detail exactly what you’ll be producing (including what help platform and tool you’ll be using).

Write your Requirements Specifications

Requirements specifications detail exactly what you must end up with. These specifications


should contain as much detail as possible about the features and functionality of the documentation product (not how you’ll go about building it).

Requirements specs are basically an evolution of your concept specs. Once you begin work on your requirements specs, the concept specs are effectively frozen. You should write one or more concept spec(s) for:

—    what components the documentation suite will consist of (online help, printed manuals, tutorials, overviews, etc.) - “Documentation Products Requirements Specification”

—    the types of information your documentation will contain (e.g., the structure of the TOC, are you going to follow minimalism practices?) - “Documentation Content Requirements Specification”

—    the functionality and user interface of your documentation suite (e.g., how it will work and how the audience will interact with it) - “Online Help User Interface Requirements Specification”, “Printed Documentation User Interface Requirements Specification”, etc.

—    the delivery method (how you will deliver the help to users and how you’ll update it)

—    what languages the documentation will be produced in

Estimate Project Duration & Resources

Once you’ve completed the requirements spec stage, you should know enough to accurately estimate the duration and resource requirements for the remainder of the project. You should also update the “Documentation Project Plan” document with this information.

Estimating is always a difficult process, and there’s not really any sure-fire way of getting it right. Mostly it depends on the job and your experience. However, following are some guidelines that might help you.

If you have records from previous projects, you might simply be able to estimate project duration based on these. You should try to compare the old subject material and topics with the new to make sure that the old times will be applicable to the new project. On p.174 of Managing Your Documentation Projects (1994), Hackos provides some potentially useful guidelines for comparing the complexity of various documentation projects.

If, on the other hand, the project is entirely new, you will have no records to use as a guide (unless you have managed a similar project in the past). In this situation, project estimates will be very difficult to make.

One possible method for estimating is:

1. Compile a list of tasks, and record how many there are in your list.

2. Compile a list of concepts that must be documented, and record how many there are in your list.


3. From your list of tasks, select 10 that are representative of the rest (in terms of complexity, expected length, status of the relevant development, etc.), and of the same granularity (e.g., you can write a single topic for each).

4. From your list of concepts, select 3 that are representative of the rest, and of the same granularity (e.g., you can write a single topic for each).

5. Estimate the number of pages per topic.

6. Document these tasks and concepts as a trial, ensuring that you track:

—    the total time taken to complete each topic.

—    the portion of this time that was due to product change or indecision.

—    the number of pages per topic.

—    the number of extra, unexpected, but necessary, topics you became aware of as a result of the documentation. Keep a separate record of the number for both task and conceptual topics.

TIP: Make the most of your trial doc. Even though you’ve chosen a design through design prototyping, you can use your documentation sample to test the usability of your documentation approach. By presenting the sample to an audience sample, you can determine whether you’re heading in the right direction with your doc (i.e. whether you have interpreted and implemented your user research results correctly).

7. Determine the average time taken per page for task and for conceptual topics.

8. Apply this average to the rest of the topics in the project. (Topics written early in the project normally take longer due to lack of information and a higher number of technical issues. This means topics written later in the process will probably take less than the average calculated here. Flowever, this will normally be offset by the extra time product changes will incur during the project life-cycle.)

9. Estimate the time per subject area based on the average time per topic.

10. Estimate the number of extra, unexpected, topics that will likely become necessary during the course of the rest of the project.

11. Allow for training, work prac maintenance, holidays, sick days, meetings, usability testing, production (approx 6 weeks turnaround time for printing a 1000 page manual, including proofing), evaluation, and evaluative testing. Each of these elements will vary according to the nature of the project, and they will tend to take far less time than the actual writing. That is why specific guidelines are not provided as they are for writing.

Figure out how long you actually have to do it, then how many writers you’ll need to get it done during this time. Draw up a project schedule using something like Microsoft Project,


identifying useful milestones and project deadlines. Some of your milestones might include:

—    Prototype Testing Complete

—    Work Pracs Written

—    Design Specs Written

—    First Draft Complete

—    Second Draft Complete

—    Localization of Second Draft Complete

—    Final Draft Complete

—    Localization Complete

—    Documentation Ready for Release

—    Production Complete

—    Project Evaluation Complete

—    Post-release Usability Testing Complete

It is important to note that you will have milestones before this point, but because they occur prior to the formal scheduling stage, they don’t need to be included in this schedule.

Write Work Pracs & Design Specs

Along with user research, work pracs and design specs are perhaps the easiest project elements to overlook, especially for a small team. However, even within small teams, it is helpful to maintain both.

Work pracs are for ongoing things, that affect the day to day working environment of the team (e.g., How to use your documentation tool, How to release your help, a style guide, etc.). Design specs are for documenting one-off things like how we actually plan to go about this thing. This will include such information as what tools we’ll be using, what each will do, and the mechanics of how it all fits together, e.g., How the VSS project will work, how everything should be managed, multi-user issues, how it will be localized, etc.

Successful Documentation Projects - Part 3 of 3 - ‘Writing’

So you understand your user documentation project and you’ve specced it out. Now you’re ready to write. Here’s some tips to help you on your way. This article isn’t about the actual writing itself; it’s about the things which go along with the writing.

Indexing

Index keywords should be defined while the topic is being written. At this time, the subject matter is clear in the author’s mind, and they are very conversant with all of the intricate details. Indexing during the writing stage also means that your keywords are reviewed as part of the draft process.

Some authoring tools don’t really facilitate this kind of approach particularly well (e.g., some don’t allow multiple author access to the files needed for indexing), but at least the keywords


should be listed at the end of each draft. (Depending on the authoring tool, this may actually be easier for the reviewers, anyway.)

User documentation reviews

To ensure that your user documentation is technically correct and readable, you need to get it reviewed by an intelligent selection of people. For a software project, your review list should include a subject matter expert (generally the programmer), the software architect, perhaps the project manager, and another writer. The review requirements will vary with each draft, so your reviewers and review procedures should be documented in your work pracs.

Testing your user documentation

Testing can be performed at a number of levels:

—    Each writer should test their own user documentation by following it to use the product. But remember, this kind of testing isn’t very powerful, because there’s a tendency for writers to follow instructions as they think they’ve written them, not as they’ve actually written them.

—    The second level is for the testing to be performed by other writers... as part of the peer review.

—    The third level is for the testing department to do formal testing on the user documentation. This type of testing doesn’t often happen, but it’s good to try to get it happening.

—    The fourth level is/should be conducted as part of Beta testing (see Managing Your Documentation Projects by Hackos (1994), pp.452-453).

No matter what level of testing you use, it should be designed to ensure that the tasks documented are true to the product, and that any online help functions correctly. For the user documentation to pass testing, it needs to satisfy the goals you specified in the earlier stages of the project.

Localizing your user documentation

Although localization is often considered a post-writing activity, it’s best to do it as part of the writing stage. The exact timing may vary project to project, but a good rule of thumb is to get the translators working on the second drafts (but only if you’re not expecting many changes to the draft). TIP: Most translators will probably prefer to work on a sizable piece of user documentation, rather than individual topics sent to them piece-meal, so you should wait ‘til you have something of a respectable size to send them - perhaps a whole subject area, as opposed to a single topic.

With localization, you’re performing a balancing act. If you send the user documentation to the translators too soon, you’ll spend a lot of money on changes to the translations. If you send it too late, it won’t be ready in time for the release of the product.


Managing change


It’s important that you minimize the impact of changes to the product and/or development schedule. To do this, you need to develop a technique which:

1.    Identifies the change

2. Estimates the impact in time and/or resources *

3.Informs the project manager

* You can use the same estimating techniques as you used earlier in the project.

Tracking writing progress

It is important to note that the writing stage is not simply about writing. If you track your progress at every step along the way, you’ll be able to see whether you will meet your milestones and deadlines, and you’ll also be able to use this project as a learning experience... to better plan the next one. (You should ensure that all project records are easily accessible for ongoing maintenance and future project reference.)

You should track the time taken to perform every step outlined in this procedure as well as each draft stage, review times, total turnaround times, etc.

Conducting regular team meetings

In order to keep all team members informed of writing progress, you should conduct regular team meetings. These meetings should be a forum for taking a look at your tracking metrics and discussing the estimated percentage complete for the various topics currently under way. If the estimated percentage complete is lower than it should be given the time already spent, then you can act on it. These meetings allow you to identify hitches in the writing progress.

Writing progress reports

Your management also need to be kept informed of the status of the project. You should write periodic progress reports outlining:

—    Where the project is at

—    What you’ve done over the last month

—    What you plan to do over the next month

—    Any issues you’ve encountered

Manage Production

The meaning of “production” varies depending on what kind of documentation you’re working on and who the audience is. It can encompass such things as:


— Printing


—    Binding

—    Product build (when the help is compiled into the product)

Although the production stage generally only requires management, you still need to spend a fair bit of time on proofing and liaising with production people.

Evaluate the Project

The purpose of the evaluation stage is to consider:

—    Did the project go according to plan?

—    Why? / Why not?

—    How individual team members contributed to the overall project.

—    How the project manager performed.

—    Whether the documentation achieved its goals.

Your tracking metrics will come in handy during this stage; if there were any flaws in the project progress, they should go some way towards identifying them. You might also use the sample evaluation report provided by Hackos in Managing Your Documentation Projects by Hackos (1994), pp.514-518.

Is your documentation successful?

Now that you’ve written and released the documentation, you need to determine whether it has achieved your goals. The only way to accurately do this is to conduct further user research.

And that’s it! Remember, this process is an ‘ideal’ process. Take the bits that suit you and your project, and leave the bits that don’t.

Good luck!

Management: Critical Components Human Resources Training The Critical Components of Human Resources Training

There are a few ways human resources training is conducted. For many large companies, a well-trained human resources department is key to running a successful business. Employees of these companies need a place where they can go when a payroll discrepancy occurs, a complaint needs to be filed, or when management needs a report on productivity and or labor management. The human resources department becomes a voice for the employee who is not always heard in a large company. This is why training is so important. Human resources training occurs in all cities in most major companies.

Most colleges offer degree programs in human resources. Usually two year degrees, many schools now offer four-year degrees which also incorporate business management and


dispute resolution. These degrees can be taken to any company in search of a trained human resources person. There are many areas in human resources training one can specialize in from payroll, benefits, workman’s compensation, to running a human resources office. There are many career opportunities for those who want to help those who work in factories, and other large industries.

Online training has become popular in recent years. With schools like the University of Phoenix and others, a person can receive human resources training from the comfort of home. If a person wants to take many classes or just on or two, online programs offer flexible schedules. Many people who take classes online have jobs and other commitments. They might be looking for additional human resources training or are trying to find a new career path. Either way, these schools offer the same classes as traditional classes at a university.

Sometimes companies will sponsor seminars for their staff. This is another way human resources training is offered. Through these seminars, people learn about conflict resolution, which are ways to handle arguments between two or more people. Conflict can occur at any time during the workday. It is important how a person handles it. With proper human resources training, a person can diffuse a situation which could have resulted in physical or verbal violence. These seminars, taught by private consulting companies are one or two days. People leave these seminars feeling better about their jobs and able to implement new skills.

Human resources training is on-going. There is something new to learn whether it is a new payroll program, a new labor tracking program, or how to handle employees who are angry and need someone to talk to. It is important to remember that people have concerns and need to have someone who will listen and take the proper measures to ensure their complaint does not go unnoticed.

Management: Sickness Absence Among Workforce The Impact of Sickness Absence Among Workforce

Studies have revealed that sickness absence, from short-term and longer-term sickness, is one of the major reasons for employee absences. Stress is also emerging as a major factor with its impact higher compared to earlier periods.

Any absence management program would hence require special focus on sickness absence. Different Kinds of Sickness Reported for Sickness Absence

Minor illness such as colds, flu, stomach upset and headaches are the most frequently reported kinds of sickness, among both manual and non-manual employees. Employees might just call in sick reporting such problems.

Manual workers engaged in physically demanding work tend to suffer more from physical ailments like back pain and musculo-skeletal injuries. For non-manual employees stress is a


major problem, with one study reporting it as the second most frequent type of sickness, after minor illnesses.

Recurring medical conditions is another major contributor to sickness absence.

Stress-Related Sickness Absences

Excessive and sustained pressure of work can lead to stress when it goes beyond acceptable levels of pressure. In such cases, employers can be held liable for compensation payments for stress-related injuries.

Even psychiatric disorders can result where employees have to work in a confusing, nonrewarding and non-empowered manner, without support and understanding from their managers.

Stress adversely affects health, happiness and performance at work. Even without compensation payments, stress can cost the employer in the form of lower level of employee performance.

Stress is not a single illness, but a range of health problems arising from varied kinds of work pressures.

Under law, employers are obliged to assess stress risks in workplace and manage things in a way to reduce incidence of stress.

Impact of Stress Assessment on Sickness Absence

Even without the compulsion of law, enlightened employers would recognize the impact of stress risk assessment and remedial workplace measures. Stress is estimated to cause the highest level of sickness absence in this century.

Interacting with employees through questions, attitude surveys and job satisfaction surveys are the typical ways for stress-risks assessment. The assessment seeks to assess whether:

Employees find jobs too demanding

Employees are able to control how the work is done

They receive adequate support from colleagues and managers

They are clearly aware of their roles and responsibilities

They have to suffer unacceptable kinds of behavior from others

Organizational changes are affecting them unduly

Reducing Sickness Absence

The stress risk assessment factors mentioned above would give an idea of how stress can be reduced. Develop policies and job specifications that help employees understand their roles and responsibilities clearly. Give them some leeway in how the work is done. Create a


workplace atmosphere where workers seek to help each other instead of find faults with each other. Educate the employees so that they are better able to cope with problems.

For sickness absence in general, it is important to let employees know the procedures involved in availing sickness absence. Some kinds of short-term sickness might need only self-certification while others would need a doctor’s certificate or even an examination by the company doctor. Employees need to inform their supervisors about their absence and the reasons for it.

A return-to-work interview after a sickness absence, particularly short-term sickness, can help the organization identify real problems and take suitable measures. Managers can discuss the situation with the employee and help the latter with the problem.

Managers are trained to conduct return-to-work interviews and to help employees with health-related problems. Sick pay is often restricted to discourage availing sick leave to the extent possible.

With the help of occupational health specialists, organizations can take steps to reduce the incidence of occupational health risks at the workplace.

Measures such as the above could have a significant impact on sickness absence.

Conclusion

Minor illnesses and stress are emerging as the major contributors to sickness absence. In certain industries, occupational health risks can contribute to increased sickness and absence. All organizations could benefit from carrying out a stress risks assessment survey of their workplaces, and adopting policies and job practices that reduce stress. A return-to-work interview by properly trained managers can help identify problems early, and help employees handle them.

Management: The Lie About Leads The Lie About Leads

I get a dozen e-mails a week offering me “free leads.” Most of these advertisements are bait to get agents to sign on with a particular insurance wholesaler or product provider as they grovel to add value by providing agents tools that will help make sales. But let’s take a closer look at what the industry calls a “lead” as this word is used inconsistently. The agent needs to know what’s being offered.

Cold lead—this is worthless—it’s a name form a mailing list broker. The person may meet certain criteria—e.g., age, income or household value. Above that, it’s just a name. Like a name from a phone book. When I was a young stockbroker, the mutual fund wholesalers brought me 1,000 “leads” like this. When they left the office, I threw these in the trash. Right— I’m going to waste my time cold-calling strangers.


Warm lead—the person has requested information by completing a card, an Internet form or expressed interest with no coaxing. Your best prospects will always be the ones that take action on their own, with no one convincing, no coaxing, no call from a telemarketer. This lead has value as the prospect has made a request and expressed interest.

Telemarketed lead. This is supposedly a warm lead with interest in meeting—they tell you that the prospect is waiting for your call. I doubt it.

It’s poor people have time and inclination to talk to telemarketers on the phone and sales people. Rich people, the people you want to talk to, put their name on the “do not call list,” hang up on telemarketers and run away from sales people. Telemarketed prospects did not take action on their own. Someone called and pitched them and convinced them to take the next step. By the time you contact this prospect, the “convincing” has worn off and you basically have a cold lead.

These are weak leads as opposed quality prospects who see an advertisement, a piece of direct mail or other offer and act on their own.

Set appointment—this can be a very valuable lead but ask how the appointment was made. Did the prospect first call from an ad or direct mail offer and then a telemarketer set an appointment? That’s good, because this prospect took the initiative.

Or, did the lead company call this person cold and talk them into an appointment? This is like the “tin man” lead—the firm that calls people at random stating that a representative will be in their neighborhood installing aluminum siding on a neighbor’s home and could stop by and show them how they too can increase their home’s value. This type of lead is weak and usually is not at home 30% of the time when you arrive for the appointment.

When you consider a lead of any type, ask the critical questions:

1.    How is this person qualified for my product or service—what criteria do they meet?

2.    Were they cold called and convinced to be a “lead?”

3.    Or did they act on their own, essentially raising their own hand to say “I’m interested!”

It’s this third type of lead that you desire. At minimum, 10% of these people will become clients. This allows you to quantify the value of your lead as follows.

If you earn $2500 from a client and are content with paying 10% to get that client ($250), then you would be willing to pay $25 per lead for 10 leads that resulted in at least one new client.

To maximize the value of leads, make sure you have the sales skills. Sales skills do not come through experience—they come through training. So before you spend significant time and resources to buy leads and make presentations, gain the ability to close prospects. Get professional sales training from schools like Dale Carnegie, Sandler Institute or Huthwaite. If


you don’t, you’ll waste your career earning a mediocre living and working harder than necessary.

Management: Hiring Mistakes The Top Ten Hiring Mistakes

What are the most common mistakes managers make when hiring new employees? How can they avoid these mistakes? Here is a list of ten mistakes and tips to avoid them.

Hiring a new employee is something that professionals often postpone as long as possible. It is important to find the right person to fill the vacancy. The hiring process takes time and effort. There is a big temptation to add someone who is available at that moment and looks like they have the skills to do it. This is often a mistake. Here is a list of other hiring mistakes that professionals frequently make:

1.    No job description - By writing down in detail the tasks that this employee will be required to do the hiring manager will be able to see clearly the qualifications a person will need to do this job.

2. Hiring someone without the necessary skills - It will be clear from the job description what skills are necessary for the job. Testing the candidate to be sure that his or her skills are current is also important. (Use a Proof reading, filing, or grammar skills assessment.)

3. Hiring someone without having the person take a behavioral assessment - The assessment will help you see if this person will fit into the office and compliment the skills of the other people. It will also help you to communicate with the person in a way that that person will hear. Most managers tend to hire people like themselves when in fact they may need someone who can do some of the things that the manager doesn’t enjoy.

4. Hiring someone whose temperament or personality is wrong for the job - Some positions require people who are talkative and friendly and others require people who enjoy working by themselves. Certain tasks require a detail oriented person while others need some one who sees the big picture. Knowing the personality type and temperament that is best for the particular position will help the manager find the right person.

5. Hiring friends and/or relatives - Often people hire friends or relatives to be kind or to do a favor for someone. If the decision turns out to be a bad one, the situation can get really uncomfortable. It is often difficult to give feedback to friends or relatives and they often resent being put in a position where they have to be grateful for the opportunity but are really angry with you for the criticism.

6. Not interviewing the candidate - To really get to know if you can work with someone you need to speak with him/her directly either face to face or by phone.


7. Not preparing for the interview by creating a set of questions that you ask everyone -Spending time preparing a set of probing questions for the candidates will help you to determine which candidate most closely fits your job description.

8. Not posting the job, advertising it in the paper and/or using a recruiter so that you get multiple candidates giving you a choice - Some are tempted to hire the first applicant. If you advertise for candidates in multiple ways and use a recruiter too, you should have a variety of candidates to interview and select from.

9. Not screening the candidates so you interview everyone - Once you have a group of candidates it is easiest to have screening interviews to weed out those who are definitely inappropriate. Often screening interviews are done by phone but also could be done by email.

10. Not checking references and background. - It is tempting once you have settled on a candidate to hire him/her on the spot. It is worth taking the time to check references and background to be sure that this candidate has honestly presented him/herself.

Management: Career Enhancement Tools

Using Career Enhancement Tools To Become More Successful In Business

Every career can use a boost from time to time. Salaries can increase and job outlooks look better when career enhancement tools are used to benefit the person who needs several things working in their favor in the workplace. Career enhancement tools vary but one thing is clear and that’s the success you can realize by using career enhancement tools.

There are many career enhancement tools you can use to help you become more successful in your job or self guided business. Home business owners often use these tools too. Take a look at the list below and see which tools for career enhancement will help you most.

—    The Occupational Outlook Handbook which is placed online by the US Bureau of Labor offers career guidance in many different areas. You can find out salary reports as well as educational requirements for certain careers and the general outlook for certain careers.

—    Aptitude tests are wonderful job enhancement tools for employers and help employers determine who is suited for certain positions within a company.

—    How-to books are great tools career minded individuals will use from time to time. These books include everything from financial guides to skill training in many different areas.

—    Books on particular careers which offer real life biographies and case studies are also great in enhancing careers. Individuals use these studies and life stories to relate their experiences on the job with others who have been there and done that!

—    Video media is a great way to train and enhance careers of multiple individuals and proves very successful for the training in larger call centers and facilities which train numerous


employees.


—    Books such as Jeffery Gitomer’s Little Red Book of Selling and Dale Carnegie’s Lifetime Plan for Success which includes How to Win Friends and Influence People are both great career enhancement tools for people who want to get ahead in their workplace.

—    Going to see live speakers such as the speakers seen at sales conferences can greatly enhance career opportunities. Speakers trained to help you generate sales or build self esteem are highly productive in helping career minded individuals get ahead in their respective careers.

—    Listening to self-empowerment tapes and CDs can greatly boost your job productivity.

—    Attending on-the-job training classes as well as technical classes to help you cross train in many different aspects of your work place is great too.

—    Being well informed is one of the greatest things you can do for yourself and being a cross-trained employee is one of the best ways to enhance your career through salary increases and better career opportunities.

—    Talk to others in your field. Put yourself in the company of others who are not only successful but know they are successful. In doing so, you’ll learn how they are able to be a success and you’ll have the opportunity to rub shoulders with people in your industry who can offer you some sound advice when you need it which can certainly enhance your career!

How to become more successful in business is determined by what you are able to do to self empower yourself in your career choices and career training. You have to know not only how to empower yourself but you also need to know where to find the career enhancement tools to give you the competitive edge.

Locating classes, training and other tools is very simple using the keyword search feature on AOL as well as Google searches. You’ll find the difficult part of finding tools to enhance your career is not in finding the career enhancement tools but in being dedicated enough to do something with them once you locate the tools to give you a career boost!

Management: Time Management

Time Management Tips for Graduate Students

During the first months in the graduate school, you feel so excited about the level of your studies. But later on, you seem to be discouraged and very much stressed. Graduate Students will always complain that they have plenty of things to do but very little time to accomplish them. How are you going to keep your sanity if you are full of course requirements, teaching, researches and the demands of your life?


In order to be free from being burned out and drained from your energies, you should do something in managing your time, that is, you will have to note down your days and make a progress report of your goals. It has been said that time is gold. Time is one of the most valuable resources of man. You are supposed to use it wisely. When you lose it, it will never come back again. Make the most of it. This is where time management will apply.

Time management will have a key role for your success in the graduate school. When you use time management, it does not mean you will be able to slow down or speed up the time. The success of time management lies on you. It is actually how you manage yourself.

Moreover, you will be using techniques of time management in order to be organized. If you are not organized, then everything will be in disarray. It is then necessary to put things in order so as to achieve efficient and effective performance. And this will encourage you to be more productive and contented. Time management simply pertains to your responsibilities and the choices you have made in using your time.

We have the following time management tips for graduate students.

1.    You will have to make use of a calendar and school planner. Put some space where you will record your appointments, lists to do and assignments. Make use of a yearly, monthly, and weekly calendar.

You are required by the graduate school on long term perspective of time. Formulate a plan at least two years ahead with a yearly calendar which will be divided into months.

2.    Take your time in planning and organizing. Everyday make it a point to check your calendar, take note of your future assignments, and your lists must be updated.

3.    Divide the tasks and assignments into smaller parts. It will be manageable and easier to accomplish.

4.    You should be able to identify your set of goals and the deadlines to achieve them. An example for this is when you set deadlines which are realistic for every phase of finishing a large assignment like the term paper.

5.    You must classify your tasks and lists according to priority. The total picture must be taken into account. You decide which is the most important among your tasks and lists. Which assignment will be due this week? Which assignment is not easy?

6.    You must be flexible all the time. Be aware that there will always be distractions and interruptions which will hinder your daily schedule. Make room for necessary adjustments of your time.

7.    You should be able to know the time wherein you are very productive. Identify your biological highs and lows. Are you at your best in the morning? Or are you an afternoon


person? Plan your whole day properly. You must reserve the most difficult task during the time when you are at your best to do something.

8.    Do not be ashamed to say no to a person if you unable to do it. It is something that you are honest with him. There are occasions wherein you will be given additional courses, responsibilities of job, activities which outside your schedule. Try to examine carefully how relevant they are to you, before you decide to accept them.

9.    The time wasted must be used properly for productive purposes. Are you aware that you spend so much time while commuting, standing in lines waiting for your turn, and waiting for your doctor, adviser or a friend.

Always bring a pocketbook so as to utilize the time which will be wasted. Take with you a minor assignment which could be done easily. You could use the time to make some changes in your planner and for self organization. With the additional number of minutes, you will be able to achieve more.

Ten Time Management Tips to Keep a Smooth-Running Household

Remember when your mom always told you to stay organized and you would have more time? Of course you do. How often have you misplaced something and thought if you don’t find it you would fall apart? If you find yourself still losing items it’s time to stop!

Stop putting yourself through useless hours of frustration and emotional outburst. Get organized and stay that way. Look how much easier life can be if you do. Your household will run so much smoother, and everyone from husband to the smallest tike in the house will not be waiting for misplaced items to be found.

Look at some of these useful household tips to help your life run much smoother and more efficiently.

Remember what mother said, and use your common sense. Schedule more time for things that you’re going to do around the house. It doesn’t matter if it’s vacuuming; block more time out to do it. If you hear yourself saying it shouldn’t take any more time than a certain amount of time to do something then re-think that statement. You know in your heart it often does, so learn to deal with blocking time.

Once you’ve decided to do something, keep doing it until you’re done. That doesn’t mean running your self into exhaustion. Taking a break is permissible, but don’t get off on another tangent until you complete what you’re doing. Complete it!

Use time by applying it to your advantage and use it proficiently. For example, when you’re unexpectedly interrupted by a noisy chatty neighbor, or a well meaning but lonely friend, it’s okay to tell them you’re busy. Go ahead and continue to do little things that take up the minutes of the day such as pick up toys, clothes or whatever else you were doing when


interrupted. If they love you and care they understand.

Use the house cleaning one-week principal. Give your home a deep cleaning at least once a week. Getting the grime out every week or two weeks will keep the kitchen sink from building up with grime around the edges until you would have to sand blast it to get it clean. This wastes time. It’s not healthy either.

Keep lots of lists. Don’t depend on remembering everything, you can’t. By keeping you’re to-do list everyday, you won’t have your phone cut off right in the middle of a very important business call or more importantly an emergency. Keep your paper work up daily; even if that means just straightening it back into its organized pile.

If possible use the principle of lets get it done in one stop idea. Instead of wasting time and going here or there everyday, it is best to plan all outings to do at one time. For instance, go to pay a bill, pay as many as possible, then stop by the oil changing place, then before you go home, get groceries. On average, and depending on if you live around a larger traffic area, you’ll spend 15 minutes each way driving somewhere, that’s a lot of time to be wasting everyday. It’s not fuel efficient either.

Get rid of junky clutter in your house and garage. Have you heard people say that everyone has a junk drawer or a junk area in their house or apartment? Do you have one? That’s doesn’t need to be. If you’ve got junk, get rid of it. Let go of the painting that hasn’t hung on the wall for twenty years, unless of course it’s a family heirloom. If it doesn’t fit, get rid of it. If it’s beyond repair take it to the garbage heap.

Take the time to buy or make your own proper storage containers. If you’re still cramped after cleaning out, consider saving for a storage building, either rented or for your own yard.

Enlist the help of others and encourage them to help you rid of the clutter. You might have to do some real cajoling for the younger members of the family, that still want to keep a broken toy. Be persistent, but gentle with them. Ask them to donate used but well kept toys and clothing.

Prioritizing every day is what really needs to be done. If the clutter bothers you excessively or is not healthy then get rid of it

Time Management for Nursing Students

Being a nursing student is also a hard task. Nursing students deals with study of care to the people who need it. Nursing is the care for the sick and healthy people as well. It deals with activities such as feeding and caring for infants, promoting growth and development.

Are you one among the people who have trouble in dealing with all your daily activities? Are you tired because you fail to manage all these activities?


Keep that frown away. You can manage your time in ways that are more useful in many ways. Read this article and learn how to deal with time management

Typical person got many activities to do everyday. These things should be done to facilitate living. People however need to work to survive life. Earning for living is one among the major task of every individual. It is never easy to gain money; everyone should work hard for it.

It is not only the working people who experience busy lives, but almost all people including the ones that lives at home, they are the ones who do all the house hold shores. Students as well, they also live busy lives. You, as a student, know how busy a student life is. Schools have so many activities and task to be done.

Sometimes these activities are even brought home. Students are pre-occupied with these activities almost everyday of their lives. If they will not manage it well, they may neglect some of their activities that also need attention.

These activities are also worthy to our life, like bonding with family members, spending time with friends and mingling with other people. A student may need to know how to handle all their tasks well to be able to manage it properly. How are they going to manage all these task well?

Being a nursing student is also a hard task. Nursing students deals with study of care to the people who need it. Nursing is the care for the sick and healthy people as well. It deals with activities such as feeding and caring for infants, promoting growth and development, promoting prevention to all the diseases, to preserve injuries and promote health faster wound healing and promoting good health to the entire citizen.

A student nurse should learn these tasks. These students are learning how to deal with diseases that are not easy to learn. As you know, science is never an easy subject but most of the subjects in nursing course are under the curriculum.

In nursing course, students need to learn many skills that are important for practicing the nurse profession. With all these activities, student nurses are not able to do some of their tasks other than learning nursing alone.

Student nurses may need to prioritize all their activities to provide more room for other activities that are important as well. Time management maybe the best tool for student nurses.

Time managements are one of the most important techniques that everyone needs to learn. This is a technique used by many people to facilitate better management of time. Activities are done in an organized manner. With the use of time management, these nursing students will be given the chance to perform other useful activities other than the nursing course itself.

These are the suggested techniques that should be followed by the student nurses to manage


time in a systematize manner.

First thing to do is to organize all the activities to do. Make a checklist of the tasks with proper prioritization. After the end of the day, check off the completed or accomplished tasks. This is a great help in the identification of the tasks not yet done over a day.

Begin to focus on the activities giving less priority to the things you do not need to do. Before venturing in to the activities that are not included in the list, your priority tasks must be done first. Avoid interruptions such as chatting with classmates and doing unnecessary activities. You can entertain these activities after your tasks are done.

Avoid the activities that will suck all your time. There are many activities that needs so much attention but with less productive outcome. Things like watching televisions, sending emails, chat on internet and telephone conversations are just some of the less important things you need to do for a day. Never give so much time on these activities.

With proper time management, student nurses will be able to do other activities that also enhance their personality. Things like dealing with other people and establishing rapport during meeting other people.

It is also healthy that people like student nurses give themselves a break from all of their activities for the day. This will be a great help to manage the precious time.

The advantages of time management include reducing stress, gaining time, reducing avoidance, while promoting reviews and eliminating cramming. Another advantage is that managing time helps us to stay motivated while we avoid procrastination.

The trick to successful time management is setting up goals that work, while having an awareness of those goals and prioritizing your list of goals. When you set up an effective time management plan, you are growing and upholding a personal commitment to yourself, with the ability to be more flexible.

When you have a great time management plan, you are giving yourself an individual chance to, to generate a timetable that works to suit your busy caseload. When you create a good plan, you will soon find time to do all the things that matter most to you in life. In addition, when you have a good time management plan, you are saving your health.

Plans have a schedule timed, which includes all the activities you are responsible to handle. Your Master Timetable should include all the most important activities you are responsible to handle. It is important that you modify this schedule according to your time changes. When you set up a Master Timetable, you will need to list the priorities first, and work your way down to the least important tasks.

It is important that you follow as you write the tasks first listed. In other words, if you state on your Master Timetable that you need to write up some documents for your business, then do


this task first and proceed to the next task. Try to avoid handling multitasking at once, unless it is your job and you are sufficient, and have laid out a time management plan.

You will also need to include meals, sleep, family, friends, yourself, and other tasks if you they are a part of your time management. By setting up a Master Timetable, you can work out your time scheme by working through the list on the time chart. Try to avoid skipping a scheduled task, or procrastinating, since this will only delay your plan.

It is important to keep in mind, that time is essential. When we waste time, we are wasting money. After you have laid out a suitable Schedule Timetable, you will soon learn that your motivation has increased, while your progress is moving ahead. In addition, you will soon find that your stress level is at a normal state. When you are not focused, or do not have a time management plan, you are only hurting yourself in the long run.

Most people without a time management plan often suffer with poor health, insomnia, and other discomforting issues. Some people even find themselves in court waiting for the judge to say “You are now divorced.” So you can see that time management is important since it affects everyone around you, but most of all, it affects you.

A final tip: Exercise and eating right plays an essential role to time management, since when you feel good, you work well under a management plan.

SME owners have to manage everything: from the hiring and managing of employees to seeking clients to planning the business strategies for the company. Is there a more efficient way out?”

“I just haven’t got the time”

Does that sound familiar?

Well, it sure does to the majority of SME owners. What probably once started out as a “One person operation” has now grown into a real business and in some cases has turned into an uncontrollable monster that has got out of hand.

The problem?

From juggling the accounts and doing all of the hiring and firing through to creating more business and forming the company strategy, the SME owner usually finds it hard to let go. After all, they were responsible for the initial growth of the business, indeed they still are, but there must be a more efficient way of getting everything done and still having a life too!

The notion of us not having enough time is not new. However, time cannot be managed.

Time cannot actually be controlled! We can only manage ourselves and our use of our time.


So what can the SME owner do to make the most efficient use of their time?

In order to do this, the SME owner needs to identify two critical areas:

1. What they should be doing on a daily basis to add the maximum amount of value to their business;

2. What are their current time stealers? The tasks and the occurrences that get in the way of them achieving No 1 above.

Many SME owners get so bogged down with “The doing” that they fail to identify what it is they should be doing and what actually gets in the way of them doing it!

Know what you are worth!

An old mentor of mine once said:

“If you could take the tasks that you are currently doing that have the biggest impact upon your business in terms of profit and turnover and just do them all day, every day, what would they be and what would the impact be?”

These were wise words!

As soon as I started to only do the tasks that were on a par with or above my hourly rate and gave the rest out to others, my business soared.

The same can be said with SME owners.

Many SME owners think that by “letting go” of certain tasks or hiring others to do them, it adds to their cost base. Yes, it does add to the cost base but what does an additional 80 per cent of you doing what you are best at generate for your business in terms of turnover and profits?

Identify the time stealers and put a plan in place to arrest them!

Where does your time go?

Many SME owners get so caught up in the day-to-day running of their businesses that they just don’t realize where their time goes. Before they know it, it’s 6:00pm and if you ask them what they have achieved they probably couldn’t tell you.

The first step in sorting out your time management problems is to identify where your time goes A- keep a log of what you do and when you do it.

Complete that for a week or two.


After you have compiled your log, take a look at it and identify the most frequent time stealers that reduce your effectiveness in the workplace.

These could include:

—    Doing work that others should be completing

—    Answering emails/too many emails coming in

—    Telephone interruptions that should not have got through

—    Interruptions from staff that could have gone elsewhere

—    Unnecessary meetings

—    Tasks that you should have delegated

—    Tasks and decisions that you have been putting off

—    Getting involved in the “doing” too much

—    Putting out fires

—    Poor communication

—    Duplication of work

—    Lack of skills or knowledge

—    Lack of planning

—    Tiredness

—    Can’t say NO

—    No system to organize your day

All is not lost, however. You can reclaim your time!

Here are 10 techniques and strategies that you can use to manage your time more effectively. Top 10 time management tips

1. COMPLETE A BUSINESS AUDIT EACH MONTH

Take a look at your business and make a note of your top priorities for each day/week/month. Make a decision on where you want to focus your energy and then look at everything else you have been doing and decide what to do with it.

2.    DON’T SWEAT THE SMALL STUFF

Work out what areas you add the most value to the business and make a decision that at least 80 per cent of your time will be spent on these activities.

3.    DELEGATE

Let go of the reins and delegate your work more often. Whatever task you do from now on ask yourself “Should I really be doing this?” and “Can someone else do this instead?”

4.    OUTSOURCE

You and your staff do not need to do everything you know! Nike doesn’t actually make shoes! Could you outsource some of your tasks and operation to a third party outsider?

5.    PERSONAL ORGANISATION

Make proper use of TO DO lists and your diary A- make using them a habit. Can you


automate any tasks like getting email on your mobile phone?

6.    PROCESS IMPROVEMENT

By simplifying your business and your processes you can make it a lot easier to run and this in turn will lead to saving you a lot of time.

7.    IMPROVE YOUR COMMUNICATION SKILLS

You will get the most out of your staff and save yourself a lot of time in the process if you can communicate what you want in a clear, concise manner. Assertiveness skills will also allow you to say “NO” in the right way to requests and will allow you to manage the frequent interruptions that you get on a daily basis.

8.    FOCUS ON STRATEGY

Know where you are heading and why you want to get there. This will keep you focused on what is important. Continually revisit your strategy to make sure you keep on track and away from all of the distractions.

9.    IMPORTANT AND URGENT TASKS ARE NOT THE SAME

As soon as you can make this distinction you will be able to categorize your tasks accordingly and know what to do with each one.

10.    KEEP ON IT!

Keep analyzing where you are spending your time on a monthly basis and make adjustments to what you should be doing and how you are doing it. We all stray off track from time to time so don’t beat yourself up about it, just take stock and move forward.

Management: Positive Communication Achieve Success with Positive Communication

Positive, effective communication is the key to success in every part of your life. That includes at work, at play, and at home. Here’s how to do it.

Use these six strategies to communicate effectively.

1) You can accept anything without agreeing with it. Thus, acknowledge amazing requests and outrageous statements with responses such as:

“That’s an interesting idea.”

“That’s a novel request.”

“What an intriguing question.”

Use this as an opportunity to understand what the other person is saying. And then move on to other topics without attempting to argue.


2)    People judge others by their actions. This means you are being judged by the perceptions you create with your words and actions. For example, if you act angry, even though you feel otherwise, you will be judged as being hostile. If you sound helpless, even though you feel otherwise, you will be judged as being ineffective. Thus, choose actions and words that convey the impression you want to make.

3)    People judge themselves by their intentions. Thus, acknowledge that the other person’s actions or words are correct and proper (as seen by that other person). Even when someone’s behavior appears completely absurd, that person most likely believes it is justified.

4)    Everyone deserves courtesy and respect. Diplomacy gains more than hostility. It is always the best way to begin a dialogue. After all, no one has ever had to apologize for being courteous. When you treat others with respect, you set the standard for how you want to be treated.

5)    Everyone has valuable ideas. Everyone is an expert in some area. Everyone has unique talents. Effective leaders helps other people excel at expressing their ideas. They ask questions. They show interest. They make the other person a star in their conversation.

6)    Realize that you can always learn more about the other person’s needs, priorities, and situation. Ask questions. Seek solutions. Think positive. Quick reactions often lead to apologies. Start by being thoughtful and seeking to understand fully.

Management: Good Supervision Good Supervision is a Good Defense

Lots of companies spend lots of time worrying about legal strategies when they should be paying attention to the quality of supervision in their company. Here’s a better strategy.

“Judges and juries are linking musculoskeletal disorders, cardiovascular disease, psychological disorders, suicide, cancer, ulcers, impaired immune function and workplace injuries to a wide spectrum of emotional workplace stressors.”

Ultimately, in our litigious society, there’s no way to assure that you won’t get sued or that you’ll win if you do. The good news, though, is that there are some basic things you can do to improve your odds.

The best defense against a claim that you were an unfair boss is to be a fair one. Sounds simple, huh? But lots of companies spend lots of time worrying about legal strategies when they should be paying attention to the quality of supervision in their company.

Bottom line: it’s the immediate boss that matters. If you doubt that, try this test.

Find someone who works outside the home and who has kids. Ask the kids if they know their


parent’s boss’s name. They almost certainly will.

Ask them if their parent’s boss ever makes a difference in their mom or dad’s mood. They’ll almost certainly say, “Yes.”

Or, don’t try that experiment. Just read this quote from GE’s CEO, Jeff Immelt. Immelt’s father worked on the line at GE for more than twenty years.

“I always tell our leaders that they’re GE to the people in this company. When I would sit around the kitchen table with my dad, I never knew who the CEO of GE was. I knew my dad’s boss.... when he had a good boss, he was pumped. The front-line folks are critical to how the company does.”

The immediate boss, not the one at the top of the organizational chart is the one that makes the most difference. When a work team is productive and morale is high, it’s usually tied to the behavior of the boss. When a worker claims to have been abused, or ridiculed, or treated unfairly, those charges are usually tied to the behavior of their immediate supervisor, too.

So, the problem for your company is to improve the quality of supervision at every level. The solution has three parts.

First, promote folks who will do a good job of supervision. Not every good worker will make a good supervisor. Not everyone who wants to be a supervisor will be good at it. When in doubt, try a person in short-term leadership assignments to see what happens.

Next, help newly promoted supervisors make the transition. That starts with basic training.

Next, provide training and support in key areas that new supervisors will have to know. That includes company policies and procedures as well as basic supervision and communications skills.

Help them identify role models and mentors. Most new managers learn the ropes more from watching and talking to others and not from classroom work.

Provide just-in-time help. That can be job aids, reference materials or a more experienced manager that the new manager can go to for advice.

Give them a way to talk to other supervisors about supervisory work. In my book Performance Talk, I tell the story of Karen, a newly promoted manager. She learns about the real world of supervision by participating in a roundtable. You can organize these locally.

Make sure that training becomes a lifetime proposition. The thing about leading others is that you will never learn all there is to know.

Finally, hold leaders at all levels accountable for their leadership. The leader, whatever the


level, has two key objectives: accomplish the mission and care for the people.

Make sure your performance evaluations for bosses measure their performance as bosses. Reward good performance. Correct poor performance.

That’s not easy, and in most companies it won’t be quick. But doing a good job in the first place is a whole lot better than defending a bad job later. And there’s a bonus. In addition to not getting sued, you’ll probably be more profitable.

Management: Goodwill Partner Or Perish Goodwill Builds Partnership: A Constructive Dialogue

The value of business goodwill is in the throws of a major revival under the tent of mutual interest and partnership. Amid a global partnering boom, the future value of your business is at stake.

Go-it-alone competitive practices are for the scrapbook.

Partnering opportunities created by the communications and distribution revolution along with a global explosion in consumption and production are reshaping the ability of companies to reach larger audiences and acquire value creating resources.

A growing number of countries are announcing international business alliances. Small to large enterprises are discovering partners across the global Internet. Nearly any business conference you attend this year is sure to feature passionate evangelists espousing the virtues of strategic alliances and economic goodwill.

Shake here.

Partner or Perish

This fast-growing business climate is focused on collaboration and reciprocation. You can feel it building momentum. To survive in today’s worldwide growth and innovation game your company must seek alliances based on compatible differences.

How do you get into the partnering game? Grow, shape and leverage your goodwill. Grow your goodwill by instituting best practices. Prepare your company for future alliances by using your goodwill to shape a receptive mindset within your organization. Leverage your goodwill to team up with allies and the allies of your allies.

Are you involved in a constructive dialog with one or more potential partners? If not, what’s holding you back? The days of viewing your competitors with distant suspicion and enmity are over. Few enterprises can operate competitively working out of a cocoon.

Today, it’s not unusual to find one division of a company signing on to an alliance with a direct


competitor of another of its divisions. The first rule of this game is: “we work together, any chance we get, because working together is nearly always mutually advantageous.”

Concerned about resistance from inside your organization? Some stakeholders will support your partnering aims and others will not depending on how they may be affected.

Unsupportive stakeholders can kill an alliance before it comes together or slowly eat away at it over time. It no longer makes sense to let internal differences slow you down. If you’re future is not in play, be warned. Sooner or later, it’ll be partner or perish.

Your goodwill can make a big difference in dealing with resistance and the prevention of sabotage. It’s not just a paper asset. It is meant to be actionable.

Look for silos in your organization. Appeal to those individuals using your goodwill Directly address their contribution to goodwill. Be determined to navigate such situations toward a positive outcome. Use the power of your goodwill as a change management tool to win over as many of your stakeholders as possible.

Goodwill has profound impact on your equity value

How does your business acquire goodwill? It cultivates it through best practices, such as good governance, customer service, efficiency, branding, pricing fairness, innovation, authenticity, consideration, cooperation, collaboration, thoughtfulness, decency, understanding, trust and community.

The result is reflected in the valuation of your business reputation as measured by the loyalty of your customer base and the reliability, stability and good practices of your management and its employees. The dollar amount of your goodwill represents the excess price over fair market value that you’d expect to get at a takeover of your company.

Alliance minded executives use their goodwill on a daily basis in communicating with stakeholders. Without the consistent expression of goodwill, they know, it is virtually impossible to sustain a partnering synergy that builds goodwill and benefits all stakeholders. The alternative course may in time result in stagnation and eventual decline.

Fostering goodwill among your stakeholders prepares your organization for partnering. Your commitment to goodwill drives change and builds value. Apply goodwill on a daily basis. It may be your most powerful strategy in preparing for, processing and succeeding in the formation of alliances.

Get them ready

Here are three ways goodwill can be used to increase your organization’s alliance receptivity: First, use your business goodwill as a sign of strength.


To achieve a successful transition in a merger, joint venture or other alliance types, quickly identify and address potential stakeholder resistance...and treat it with respect. Approaching others with respect is not a sign of compromise or weakness. It is a sign of strength. No matter how it may be characterized by opponents, your willingness to extend a hand of friendship can never be leveraged to your detriment, nor can it be used to silence your views. Express your goodwill to create an interpersonal zone where the exchange of common interests can be presented for the benefit of all concerned. Finding common ground on the basis of mutual respect allows partnerships to take shape.

Second, use your goodwill to diffuse resistance.

Your goodwill is the most common and effective way to diffuse negative perceptions. Reach out to those who are concerned about who will go or how their job will get done or done well:

“I respect your views. We’ll face it and get through it together. We have the same goals.” Goodwill gives you permission to articulate the needs and goals of your alliance. Keep in mind that your business goodwill may be damaged if this step is not handled well. Avoid this step altogether and it may return to bite you later. Use your current goodwill assets to protect your future goodwill.

Third, use your goodwill to invigorate your partnering strategy.

Your next partnership will build its own goodwill. At the starting gate its goodwill is inherited from its partners. Good or bad, this asset has a limited shelf life. Your collaborative enterprise — an innovation development strategy, sales and distribution alliance, or marketing partnership initiative — will soon forge its own goodwill as it builds a bridge to its own identity.

On the other side of the goodwill bridge is profit, innovation, synergy, productivity, mutual understanding and constructive relationships. Walk across it every day. Look for ways to express it.

Aretha Franklin sang R-E-S-P-E-C-T in 1967 — an anthem for respect and recognition between men and women. At the time her call was a plea. Today, it’s a requirement. Individually and collectively the path of mutual respect promotes goodwill. Use it to embrace compatible differences and reduce incompatible ones.

Develop a goodwill practice for building alliances, near and far, for today and tomorrow.

Shake here.

Management: Project Management For Dummies

A project is an assignment or task taken up to achieve a specific goal. The development and introduction of new services or of a management information system are instances of a project. A project is different from the continuous or day-to-day processes of a company. It is confined within cost, time, and quality constraints. As a consequence to it a special team of expertise is appointed to manage a project.


Project management as the name suggests is all about nurturing or handling a project. This is done with the aid of requisite knowledge about the project, skills and techniques to complete the project within fixed tenure and resources. Project management involves step-by-step procedure along with a prudent approach towards the project.

At first the concerned organization prepares an outline of the project. This includes knowing and writing down what the project is all about, the cost involved in the project, the amount of resources needed. A thought is also given to the tentatively earliest possible time within which the project can be completed. Once the budget and other nitty-gritty’s about the project are known the organization looks for sponsors and a project manager. If the individual sponsoring the project is skilled and efficient enough, he too can be its manager.

The project manager then appoints a team of people to work under him. Together with the team the manager of the project prepares a project plan. This plan is not just about the cost and time factors but also regarding the manner in which the project is to be initiated and covered up later. This requires lot of discussions and settlements between the project manager and the team of employees.

The implementation stage of a project is where the project is put to execution as decided. While executing a project its progress and managing changes need to be carefully monitored. At this point in order to harness the resources well the project manager might feel the need to expand his team. For instance marketing of the product may be suffering due to more heed being paid to its manufacturing or due to lack of good marketing executives. This may also involve contacting new companies and organizations. Thus a set of people needs to be readily appointed to take charge of this. However then it is always at the onus of the manager to equip the new members with a proper and complete knowledge of the project. In some cases training may also be imparted.

After all these stages are over, the project comes at its stage of completion. This is known as the close down stage. Here the project manager safely handles the completed work in the hand of the client or the customer. Once a project is finished and handed over, a project review meeting should be held to study the work done, encourage if something good was discovered during the project and also learn from the mistakes made. These should also be documented and later published in warts and all. This acts as a great help in future assignments

Management: Do Not Ignore Health & Safety Health & Safety - Ignoring It Will Close Your Business

Occupational health and safety and public health and safety are two areas that have become increasingly important, but also easier to manage, in recent years. There has been an increase in awareness of Health and Safety concerns in the general public and employees.

The increasingly litigious cultural atmosphere has brought health and safety to the forefront of


most public and business decisions. This has been paralleled, however, by a growth in the availability of health and safety professionals, and also in better and more detailed health and safety information on the Internet.

Occupational health and safety measures can take many forms - from the management of physical risk in your place of work, to employee health and safety concerns about noise or stress levels.

The important thing for businesses is to have a plan for every possible health and safety situation that could arise, or that all could be feasibly predicted anyway.

Depending on your business area, there may be an organization that monitors the health and safety in your workplace - this particularly applies to dangerous locations such as railways, nuclear installations and mines, and to workplaces involved with vulnerable people, such as nursery schools, care homes and hospitals.

The occupational health and safety of these businesses will probably be monitored and checked regularly by an independent organization.

If such a group does not cover your place of work, it is recommended that you invest in a professional health and safety inspection. Alternatively you could appoint a permanent group of occupational health and safety experts, depending on the size and needs of your enterprise.

Public health and safety may be monitored by a government agency, or independent health and safety professionals may be employed to judge the health and safety of a prospective project or place of work.

Public health and safety should take into account both the health and safety of the public sector employees and of members of the general population whose health and safety may be affected by a project.

I guess nobody likes thinking about what can go wrong with the recruitment process. We all like to think we are reasonable employers, offering a fair package in return for a professional job. Yet, we do operate in a market that is prone to certain complications. Think about it. We recruit mainly young teachers who travel a long way from their home and friends, perhaps to a country they don’t know anything about. There you are: already you can see how emotionally vulnerable they are. And if all this causes them stress, they could more easily fall prey to physical illness, infection, be more accident prone.

Look, I’m not trying to be the pessimist here but I think we have to face the fact that the health of teachers is an important issue. At least, I believe a responsible employer should have health-protection measures in place as part of the recruitment package. Ideally, we should offer full health insurance together with provision to repatriate a teacher who needs to be back home for treatment and support.


Now I know that for some small schools this could prove expensive but that’s no reason to duck the issue. If you genuinely can’t offer this kind of protection as part of the deal, think of the alternatives. First make sure you explain to the teacher the kind of healthcare they will be entitled to from any national scheme that protects those working in your country. Secondly, advise them to look at insurances that are available in their own country. Maybe they can find inexpensive insurance to cover them while they are working abroad. But please don’t ignore the issue. It is deeply unpleasant to find oneself sick or injured in a foreign country and if, on top of that, inadequate provisions exist for treatment and care. The whole situation can become a nightmare. We owe it to our teachers to ensure that they are fully aware of the risks they run and the protection that they can expect or should obtain.

Management: Cost Of Meetings

The cost of management meetings and avoiding wastage of man hours unnecessarily

Do you waste a lot of your working day in boring, mindless meetings? If so, read on to find out how you can make your meetings into productive and worthwhile events. Honestly!

In today’s office environment, meetings with top leadership, management, colleagues, customers, partners or subordinates may necessitate you to go to the next cabin, another building or even to some other state or another corner of the world. All these trips, if unnecessary, cause a huge blow to the company’s finance and employees’ crucial man hours.

If the corporate meetings are important for business, they also kill crucial man hours. Even though you know the skills of good time management, it can be difficult during office hours, especially when one has to work around other people’s meeting schedules. Therefore, just for the reason that some one has to organize a face to face meeting, not only does a horde of the company’s pounds get spent, the meaningful work hours get wasted.

How meeting cause wastage of man hours?

Attending the meetings which are not necessary for you is a classic example of wasting time unnecessarily at office. Statistics showing the number of meetings that are organized with the people who are not required to be there are astonishing. They make one wonder, how much time people waste like this? How much crucial time and the planning for that goes wasted with these unnecessary meetings?

Here arises the problem that one cannot express his or her desire to avoid a meeting or get it canceled on the whole because it may offend the boss or a colleague. It may also upset the whole work schedule of the person who is attempting to schedule the meeting?

In the present times, when everyone is suffering from the problem of overwork, the meetings which last too long and are actually unnecessary prove to be the wastage of time and money. According to a recent survey held by New York Times, some companies are finding out ways to reduce their meetings in size. The survey encompassed about 613 workers of an office


team, about more than one-fourth of respondents choosing to reduce the number of meetings.

The computer software company IBM became so focused about how to avoid the unnecessary meetings that they made it mandatory for the top leadership not to approve any unscheduled meetings. The decision came after their estimation that about more than thirty thousand members of the sales force were spending six hours a week on an average, while preparing for or attending meetings. The sales persons were given directions that they just needed to have one meeting a week with their manager for coaching.

Ways to avoid meetings that waste money and man hours

Online meetings

Today the advancement in technology has helped organize online meetings. This has proved to be a boon for all those who have to travel extensively to attend meeting which do not matter to them. It provides the organization’s team an ability to not only meet the bosses or colleagues online, but also to share documents, applications, display web pages and organize polls. The ability to facilitate meetings online, with the same effectiveness of speaking and getting replies immediately at a fraction of the otherwise cost, has made online meetings a huge hit.

You can make your choice out of several online meeting solutions, such as e-mail chat software, video conferencing, web conferencing, tel conferencing and other online collaboration tool. Selecting the right solution that fits your needs is based upon several different factors, such as the number of participants in the meeting, or on the multimedia materials that you desire to have. Also, for the online meetings you need to plan everything in advance. The success of meetings also depends on the technology resources present for the participants of meetings.

You can also rely on complete software of online meetings, such as, Microsoft. Such software provides whole technology solutions for web conferencing that one can use in the office to organize meetings with both large and small groups, sitting at any corner of the world.

The Microsoft Windows Messenger can connect the team members directly with their colleagues all over the world through text chat, voice and video. This messenger also comes with other features that make your virtual meeting even more comfortable. You can auto select Microsoft Office Outlook 2003 to display more than one time zone to have the ability of scheduling the meetings accurately with your global colleagues.

However, one has to be completely careful while opting for online meetings. A web meeting is not a substitute for other kinds of meeting, particularly the face to face meetings. The main blunder that the small businesses usually make is assuming that the new online fast and affordable technology can actually reduce their travel expenses.

After you have had a web meeting, you may realize at the end that probably you should have


had a face to face meeting. It is also not so easy to have high quality web conferencing software. You may make mistakes in selecting one or your other office may not have the same features that your messenger has. An unsuccessful web meeting can cause you severe losses in business and sales. For example, a sales presentation may not be so efficient online as it can be face to face. Also, if you are addressing your staff in an online meeting, its failure may cause lost productivity to the organization.

Management: Evolution Of Employee Motivation The Evolution Of Employee Motivation

The concept of employee motivation is not at all a new idea. It has been around as long as there have been employees and employers. While the concept itself is not new, new research and awareness have made new aspects of employee motivation not only a possibility, but a reality in the world today.

It was not at all uncommon in the past for an employer to offer some system of rewards and privileges as a means of employee motivation. Recent thinking however has given way to the fact that this process may actually alienate other workers who, for whatever reason, may not be as capable in a particular field or endeavor. Ultimately, the belief was that this was actually contrary to effective employee motivation and in reality, decreased employee productivity. Since the main idea behind employee motivation is to increase worker productivity, this was seen as very limited in scope and detrimental in the long run regarding employer-employee relations.

Recent beliefs and ideas have introduced new concepts to the field of employee motivation. One of the most common “new” areas of growth in the area of employee motivation is through the use of work teams.

This concept of employee motivation had its major start in the aerospace industry. It allowed a group of dedicated employees to focus together as a team on any given project. This idea of employee motivation worked especially well since it allowed for creative input from a number of employees without restricting the thought of any single person or alienating any one employee in particular. When the projects went well, the employees were celebrated as a group or as a team, offering employee motivation to the whole group instead of to any one individual.

This concept of employee motivation has since evolved and become common in many fields of study. There are a number of seminars offered which are specifically designed and promoted as a means to offer not only employee motivation, but to create an atmosphere of team work that is surprisingly beneficial to worker productivity. By allowing the people to work together as teams, and as is often the case in these seminars, making any one employee’s success dependent on the ability of the team as a whole, the workers are unified and become more closely knit and function much better together. This has had profound and far reaching effects in the area of employee motivation.


Management: Interim Management Lifestyle The Interim Management Lifestyle

Interim management isn’t the career for you if you don’t like challenge and change. But for those of us who love both, it brings a rich variety of enhancing and intensive experiences: exposure to different industries, products and processes, and a variety of organizational structures, and cultural styles and the opportunity to establish an outstanding “track record for delivery”, added to which interim managers love not having to go through rounds of appraisals only to be told that: “unfortunately budgets for salary increases are limited”.

Show Me The Money

In fact, performance can probably never be more directly linked to pay. Even new interim managers can raise their fees for the next assignment as much as they like - providing the market thinks they’re worth it. Enough said you might think, but operating through a limited company also reduces tax costs if more remuneration is taken through shareholder dividends. And don’t forget that the cost of IT, office furniture, consumables, some utilities, vehicle running costs, and indeed VAT, can be borne by the business.

No Such Thing As Job Security Even in a “Permanent” Role Whilst even the best executive interim managers can be hit hard by an economic downturn, arguably there’s no such thing as a “permanent” line management role any more. Anyway, even in downturns can’t interim managers just drop their fees to become more salable? Well the truth is, it doesn’t always work that way. Nevertheless, many interims feel more (not less) secure, in the knowledge that their career has more longevity than the corporate alternative.

Interim Management Lifestyle - More Choice

It’s true that an interim management lifestyle means greater choice: flexibility between part-time or full-time work, working at home or on site, the frequency and duration of holidays. It also means that because of the objectivity that comes with not being a permanent employee, during assignments organizational politics are less of a grind.

Interim management also means that a great career doesn’t have to come at the expense of unsettling the family by relocating every three years or so. But it sometimes means working away from home perhaps for four or five nights over a long period, which isn’t easy for young families. And don’t forget to start pulling your weight around the home and talking to your spouse over dinner after spending nine months on your own in a hotel!

Yes executive interim managers have more flexibility to spend quality time and extended holidays with the family between assignments, but realistically it isn’t always spent on a beach somewhere. Between interim management assignments the role morphs into “Sales Director” and interims become relentless networkers. So if you’re not good at self-promotion or not keen to become good at it fast - give it some thought. And then there’s the tedious administration: paying bills, filling in VAT returns.


There is however a somewhat perverse upside to invoicing!

Management: Employee Recognition The Power of Employee Recognition

What does it take to truly motivate an employee? What breaks an employee’s resistance to showing up on time and lets them work with joy? What makes employees brag about the company that pays them?

How do successful corporations succeed in keeping loyal employees? Not by fear or intimidation. Once pressure is applied ‘to perform or produce,’ either more or better, the average employee becomes less effective.

Many employees are completely self-motivated and never need any outside impetus. They are content with fulfilling their own inward goals. Others need some inspiring, positive feedback in order to apply their most creative and heartfelt energies to a job. They need an incentive to feel they belong, to have a sense of identity with the corporation they work for. The desire for recognition resides in all of us and having this need acknowledged is an important part of one’s work life.

Although an employee is an individual and works as an individual, there is always a need to be aware that the employee is also a part of the whole group, the total corporation, and that each individual is important. When the corporation treats the employees as someone important, the employees will also feel the corporation is important and will feel proud to be a part of its success and growth.

The secret of employee performance comes from the awareness by management or peers that a person is doing a great job and then outwardly recognizing that performance. One proven technique is giving corporate awards that recognize the unique contribution that an employee provides. To be powerful, this award needs to be of a lasting nature and something that others will be able to see and recognize. A sincere compliment is always welcome, but material objects such as rings make the difference in employee loyalty. The inspiration received from a corporate gift can transform an entire department. Motivation to do an even better job enlivens the atmosphere.

Employees aren’t usually going to blatantly ask for recognition. Actually, when singled out for a special award they will appear shy and mutter something about not really deserving it. However, inside they are glowing and are probably having a hard time holding back tears of appreciation — making acceptance speeches isn’t part of one’s everyday activity in ordinary corporate life. When an employee receives a reward in the form of a pay raise, the reaction is usually one of relief. “Whew! I actually got it!” When one receives a Safety Award Ring or a Company Ring with a special inscription on it, awkwardness can be expected. The implication, silently stated, is, “You are unique and special! We truly appreciate you.” Acceptance of this appreciation is often best expressed with eyes meeting in trust and a nod


of the head.


The power represented by an award of this type goes beyond the dollar value in a corporation. Without loyal, fantastic employees a corporation doesn’t exist. Those who are the life blood of the corporation truly deserve all the awards and recognition that are bestowed upon them.

Management: Virtual Assistants

Virtual Staffing For Your Small Business

Virtual assistants are independent contractors or entrepreneurs who provide administrative assistance to multiple clients. Unlike regular assistants, they work out of their homes rather than at your business’ physical location.

There are numerous advantages to using a virtual assistant:

•    Location. If you work from home, you don’t have to find a place to put an employee.

•    No Overhead. They provide their own office supplies, desk, computer, software, and phone lines.

•    No Benefits. They’re not your employee, so you aren’t responsible for paying social security or income taxes, holidays, insurance, vacation or sick pay.

•    Lots of Flexibility. It’s significantly easier to find a virtual assistant who can work evening hours or weekends—after all, they’re working from home. And you can give them more or less hours as your needs change.

There are virtual staffing companies that match virtual assistants with small and home-based businesses who need help running things.

How Do I Know What I’m Getting?

Her clients are often concerned about hiring someone without ever seeing their face. She reassures them that because the agencies don’t get to meet the people they send to their clients—often they’re in different states—their hiring processes are a great deal more stringent. In fact Buske admits, “We turn away about 70% of the people that we interview.” Those who make the grade go through a 9-part interviewing process and then are trained and certified.

Virtual agencies try to match each client with an assistant who is a good fit for their needs. They look at qualifications, personality and work style, and hours of availability—both number and times. Whatever your unique requirements, they’ll work to find someone who’s a good fit.

Common Client Concerns

•    How do I know that my assistant is actually working the hours I’m paying them for?


To allow you to track their progress, many agencies have their staff send daily reports of their activities. They may say how many inbound calls they received, how many outbound calls they made, how many appointments they set, what documents they worked on, as well as how many hours they put in for the day and their cumulative hours for the week. This can help you stay on budget—if you see they’ve already worked the total hours you planned to pay them for, you can push back other projects until next week.

• How hard is it to work with someone from a remote location?

Buske points out, “There’s so much technology now that really facilitates working virtually.” She contends it’s as simple as hitting the speed dial instead of the intercom or attaching files to an email rather than walking them to the next room. Most of your communication will be via phone, fax, and email.

And their skills run the gamut—everything from accounting to marketing to graphic design. Whether you need someone to answer incoming calls and do mailers or someone who can manage your entire business when you’re away, you can find staff with all levels of skills.

VAs - Your Secret Weapon

Want to know how you can grow your business without growing your expenses? Here’s a hint - it’s easier then you think.

Probably the biggest problem with being a small business owner is right there in that phrase. Small.

Small means few or no employees. Small means you end up doing most, if not all, business tasks yourself.

Whether or not you’re any good at them.

But even if you ARE perfectly capable at completing those tasks, is doing them really a wise use of your time? (Just because you CAN do something, doesn’t necessarily mean you SHOULD.)

As a business owner, you should be focused on the big things - a vision for your business, putting together a plan to reach that vision, developing new products, spending time with your clients and marketing. In other words, those “big picture” tasks that grow your business.

What you should NOT be doing is worrying about getting your invoices out, mailing products, providing troubleshooting help, scheduling your time and all those other administrative duties.

In fact, the more time you spend on all the minutia of running a business, the less time you’ll spend on tasks that can actually grow your business.


It’s a vicious cycle. Maybe you feel like you don’t have enough income to hire help. So you do the work yourself. Because you do the work yourself, you don’t have the time to work on growing your business. So then you don’t feel like you have the income to hire help. And so on.

The same cycle exists if you feel you don’t have enough time to locate and train help. You end up doing the work yourself because there isn’t anyone who can help. And because you’re so busy doing things you truly have no business doing, you’ll never have the time to locate and train someone to help you out.

In either cycle, you’re probably discovering you feel overwhelmed, drained and with zero creative energy. Instead of jumping out of bed excited at being in business, you wake up each morning facing a to-do list longer then War and Peace and wanting to crawl back into bed and put your pillow over your head.

So what’s the solution? Hire a virtual assistant.

Virtual assistants, also known as VAs, are freelancers who specialize in taking care of the “busy work,” freeing you up so you can focus on why you started your business in the first place.

Because they’re freelancers, you pay them for the hours they work. And you don’t pay for overhead, vacation, taxes, office supplies, a desk, etc. It’s a perfect win-win for everyone.

VAs can break you out of both those cycles and put you on the path to building a successful business. They can help you with just about every business task imaginable (with the sole exception of filing - you’re probably stuck doing that yourself). Some examples include:

*    Bookkeeping, including invoicing, paying bills and following up with unpaid invoices

*    Product fulfillment

*    Customer service

*    Answering e-mails and phone calls

*    Scheduling business and personal appointments

*    Maintaining databases

*    Updating Web sites

*    Submitting articles to article databases

And much more.

These organizations can also help you find the right VA for your business. VAs specialize in different business services, such as marketing or bookkeeping, so make sure you find a VA who focuses on what you actually need.

I can tell you from experience that once you take the plunge and hire a VA, you’ll kick yourself for waiting so long. You’ll have more time to devote to the tasks you most enjoy (rather then


struggling with the ones you hate), you’ll be less stressed and have much more creative energy. Plus you’ll probably find yourself making even more money.

Creativity Exercise — Hire a VA

Ready to try a VA but not sure how to begin? I suggest starting small. Like five hours a month.

Make a list of everything you do in your business each day. If you get stuck, keep a notebook on your desk and write down things as you do it.

Now look at the list. Pick something you could delegate to a virtual assistant and would take around five hours a month.

Once you find the right VA and have freed up those five hours, make sure you use those hours to do something to grow your business. Maybe do some more marketing or develop a new product line.

Now after you’ve started seeing more income, take some of that extra money and add to your V’s tasks. Again, use the time you’ve freed up to continue to grow your business. Before you know it, you’ll have a built a thriving, successful business with less stress and have more energy and income then ever before.

Virtual Assistance Price List: A Basic Guideline To Setting Rates For Your Virtual Assistant Business

I’ve seen Virtual Assistants’ prices range from $15 to $70/hr depending on the V’s experience, specialty, and the project. One of the most common concerns with a new Virtual Business is what to charge for their services.

A common mistake made by new Virtual Assistant businesses is underestimating the value of their services. The more specialized your service is the more you may be able to charge for those services. Here are some guidelines:

Peek in on your competitors

Visit other Virtual Assistants’ websites to see what they are charging for similar or the same services. Look for areas you can improve and perhaps provide a service that they don’t. Find your USP (Unique Selling Proposition or Point). In other words, what sets your business apart from others like it.

Calculate your expenses

Your price should at least cover your expenses. Expenses can include but not limited to:

1. Your Time (Yes, I said your time)


2.    Office supplies, Equipment, and Software

3.    Marketing (Online and Offline)

4.    Rent/Mortgage

5.    Utilities (Electricity, Gas, Telephone, Water, etc)

6.    Taxes

7.    Insurance (Business, Health, etc.)

8.    Web Hosting and Web Maintenance

9.    Travel and Transportation

10.    Continuing Education

These are just a few that I can think of off the top of my head. Once you have calculated your expenses you will have a general idea of what you need to at least cover your expenses. Of course you don’t want to just cover your expenses, but make a profit as well.

Price your services according to your target market

Your target market is another factor to consider before setting your virtual assistance price list. If your target market is business executives or college students then naturally you could charge the business executives more than you could college students. Why? Well...college students may be on tight budgets, work part-time, and/or may still be depending on their parents for financial assistance. Business executives are pretty much established and tend to have bigger budgets. Do you catch my drift?

Price your services according to supply and demand

If you provide specialized services and the demand is high but the supply is low, not many VAs offering the same services, you can charge more for those services. However; if the supply is high you may want to consider being more competitive with your prices. If you want to lower your prices and still make a profit you will want to cut your expenses also.

After considering all of the above it should give you a general idea of how to set your virtual assistance price list. This is just a basic and general guideline so nothing is set in stone :)

Management: Workplace Discrimination And Harassment Workplace Discrimination And Harassment

Australian Federal and State legislation states unlawful discrimination occurs when a group of people, individuals are treated less favorably than any other person or group of people because of their ethnicity, race, color, sex, marital status, age or disability, religion and sexual reference, whether your a member of a trade union and any other characteristic specified under anti-discrimination or human rights legislation.

Workplace discrimination and harassment can occur in:

— Employment and selection of staff.


—    Training and type of training being offered.

—    Being considered for a transfer, promotion or sacking.

—    Work place conditions.

What is defined as unlawful harassment?

Under Australian state and federal legislation unlawful harassment can occur when a person humiliated because of their race, or intimidated and insulted because of there color, ethnicity, or any other specified characteristic under anti-discrimination or human rights legislation.

Workplace harassment can include behavior such as:

—    Mailing or submitting sexually explicit or suggestive letters, notes or emails.

—    The making of derogatory taunts or comments about a persons religion or race, telling insulting The making of jokes about particular racial groups.

—    Nude or pornographic posters displayed.

—    The asking of questions about a persons sex life or personal life.

The nature of harassment and or discrimination.

No matter the seriousness of an incident, whether it be a one-off or prolonged and long termed, it will still be judged as harassment or discrimination. If left unchecked the continued harassment will erode the drive and ability of the individual or group to eventually effect the overall performance of their work performance.

However the absence of any formal or verbal complaints is not necessarily any indication that harassment or discrimination is not occurring. In a lot of cases the person or group being harassed or discriminated against will not complain or report the incident in the belief that they will be deemed as wingers or the incident is too trivial. In most cases the victim of the workplace harassment or discrimination is lacking confidence in their own ability and has fear of retribution or even worse, being dismissed.

Hostile working environment

As an employer you will also need to be aware of your responsibilities in making the work environment a safe place from a culture of sexual or racial harassment. Both are deemed as HOSTILE. An example of a potential hostile working environment would include the display of nude or pornographic material, swearing and crude conversations, racially or sex specific jokes.

What can not be classed as harassment or discrimination.

However it must be remembered that comments and advice given by supervisors, work colleagues and managers on the work performance or work related behavior of an individual or group should not be confused with workplace harassment or discrimination.


Feedback during normal performance appraisals and work performance meetings will always be deemed as stressful and will in some cases effect the well being of the person or group being appraised. However, managers and supervisors should always keep these concerns in mind and perform any necessary appraisal with sensitivity without avoiding the need to provide full and frank feedback to their staff.

What is workplace bullying?

Sourced the from ACTUQ/QCCI/Old Govt Dept of Workplace Health and Safety , they claim that workplace bullying is “the repeated less favorable treatment of a person by another or others in the workplace, which may be considered unreasonable and inappropriate workplace practice. It includes behavior that intimidates, offends, degrades or humiliates a worker”.

Bullies will use their status or power of position in a company or business to target both men and women with their bullying practices. Bullying behavior can range from obvious verbal or physical assault to very subtle psychological abuse.

This behavior would include:

—    Psychological harassment, (mind games)

—    Excluding or isolating targeted employees.

—    Assigning impossible tasks or jobs to targeted employees.

—    Physical or verbal abuse.

—    Inconvenience selected employees by deliberately changed work rosters and shifts.

—    Yell and scream offensive language.

—    Intimidation

—    Undermine work performance deliberately by withholding vital job information.

Management: Request For Proposal Writing an Request for Proposal (RFP)

RFPs are a stepping stone to getting business. So it’s good to know what they are and what goes in a well-written one.

A while back, a potential client provided me with some general details of the writing work he wanted me to do for his company. Then he asked me to send him a proposal.

Proposal?! I panicked as I tried to confirm with him what he meant by that since I had never done one before, at least not as a freelancer.

I must’ve not really wanted to pursue this opportunity since I didn’t bother to do research or follow up with the company after submitting a contract instead of a proposal. A little time passed, I came across an article on writing RFPs (Request for Proposal). Ding! The light bulb went on. This guy verbally gave me his RFP and wanted a written response.


When a company needs a project to be completed by a contractor or outside source, they write a RFP. This is a formal document describing the project, how the contract companies should respond, how the proposals will be reviewed, and contact information. Often, the company documents the submission guidelines to make it easier for them to compare responses. There are no specific standards or guidelines for creating the RFP, but government agencies usually strict standards they follow when conducting the proposal process.

Outside companies read the RFP and write a proposal (a bid) explaining how they can best provide and meet those needs. When writing the proposal, the company should closely follow the guidelines established in the RFP to avoid being removed from consideration for the potential project.

A typical proposal contains:

Executive summary - summary of the entire proposal

Statement of need - why project is necessary

Project description - Flow project will be implemented and evaluated

Organization information

Project schedule

Budget

Conclusion

My situation was an informal version of all this. The client gave me a high level overview of what I might do for him. If I knew then what I know now, I would’ve written up a description of the client’s needs and how I would complete the work in meeting those needs.

Small businesses would likely do a proposal in between the one I got and the complex government required ones. Most small businesses will be prompted to write a proposal when approaching a client. The client may ask you to submit a proposal outlining what you can do for them. In this case, write a proposal including the elements of a typical proposal and keep it short and to the point especially if the client is not a large company.

There are examples of RFPs and responses peppered throughout the Web, but which one you can learn from depends on the type of work involved. A proposal can be two pages or as big as a book. Rely on your favorite search engine and do the research to create an unbeatable proposal.

Management: About Coaching

In this article we’ll look at the two main types of coaching: life (personal) coaching and business (corporate) coaching.

What is Coaching?


Coaching is a fairly young discipline, so there are a lot of definitions of the term “coaching”. Let’s take a look at various descriptions offered on the World Wide Web.

Coaching can be defined as:

*    A process providing an individual with feedback, insight and guidance on achieving their full potential in their business or personal life.

*    A strategy used to help individuals reach their fullest potential and achieve their goals.

*    A set of practical skills and a style of relating that develop the potential of both the individual being coached and the coach.

*    A professional relationship in which you work together with your coach to clarify your options, set goals and develop action plans to achieve these goals.

The notion of coaching originated from sports, but nowadays there are lots of different coaching types. However, in this article we’ll look at the two main types of coaching: life (personal) coaching and business (corporate) coaching.

Benefits of Corporate Coaching: Organizational Development.

1.    Increase of performance. This is perhaps the main advantage without which coaching literally would have no sense. Coaching develops the best qualities of people and teams and enables the usage of these qualities at work for the benefit of organization. Thus using coaching in management significantly increases staff productivity.

2.    Improvement of relationships at work. Questions asked during the coaching process add value both to the person being asked and his/her answers. Thus an atmosphere of mutual respect and trust is being established. Good relationships at work provide the fertile ground for staff productivity, while the instructions and directions typical for the directive style of management aren’t likely to bring such positive changes.

3.    Staff development. Staff development means not only educational seminars and trainings, but also unlocking the inner potential of the company’s employees. Whether the employees are going to develop themselves or not depends mainly on the company’s management style. Initially, all of us have a great potential which can be revealed through coaching. Coaching allows the employees to develop themselves directly in the workplace, thus increasing their efficiency.

4.    Flexibility and adaptability. Improving competitiveness on the market requires such skills as flexibility and adaptability. Coaching aids in quickly adapting to every kind of change, which is quite important in today’s business world.


5. Staff motivation. Nowadays people work under their own will, not under constraint.

Coaching helps people to fully develop their potential, increase their self-esteem and thus raise the quality of their work. Of course at the same time people become motivated to be productive and work efficiently.

Benefits of Personal Coaching: Personal Development.

1.    Life quality improvement. The most important constituent of a person’s quality of life is emotional satisfaction. This factor must be taken into account in regard to HR management. When using coaching, apart from improving relationships, every employee gets higher emotional satisfaction from their work, which cannot but motivate them to perform at their best.

2.    Creativity. Coaching itself and the working environment created by it encourages employees to make creative suggestions. At the same time employees aren’t afraid of being laughed at or rejected. Moreover, they are motivated to put forward their suggestions to improve business processes. And one creative idea, when properly evaluated and accepted, generates lots of new ideas.

3.    Fast and effective response to critical situations. If people feel an atmosphere of respect and recognition, they’re always ready to stand for the company’s interests in critical situations. Working overtime and temporary changes to the working environment won’t be a great problem for them and will be accepted with understanding. Moreover, the employees will do their best to avoid such a situation, and will handle it themselves, without any direction from management.

4.    Unlocking hidden resources and potentials. Coaching creates an atmosphere of trust and confidence, where a person discovers inner resources that they didn’t know about earlier. The coach’s questions help the coachee to see the ways of achieving their goals. Coaching helps a person to find their inner ‘assembly point’, from which the way of approaching goals becomes clear.

Conclusion.

We can talk about the benefits of coaching for a long time. Today it’s indeed the most effective personnel management style, a powerful tool, which allows achieving amazing results. Coaching is not a theory, first of all it’s a practice, not difficult to master, but at the same time extremely efficient. To make sure it works, all you have to do is try to use coaching at work, and the results could well be positive, even the first time.

Management: Effective Meetings

Tips for Effective Meetings

1) Ask everyone to arrive five to ten minutes early. This gives everyone time to socialize,


obtain coffee, or organize materials before the meeting. It also ensures that everyone is present at the scheduled starting time. Make this part of the agenda.

2)    Discuss sensitive issues with the key participants before the meeting. Use this as an opportunity to listen and gather information on the issues. From this you will understand the different views, needs, and histories. This information can help you prepare the agenda and conduct the meeting. In addition, you may be able to facilitate solutions or strategies for solutions before the meeting. In either case, the result will be a more efficient meeting.

3)    Plan small meetings that focus on a single issue. People work more effectively over short periods of time (such as 45 minutes). This also allows you to match experts with issues for more productive meetings.

4)    Only invite those who can contribute to at least 50% of the items on the agenda. For meetings lasting more than 30 minutes, invite special participants only to the part of the meeting that deals with their contribution.

5)    Send copies of the minutes to everyone who could have been invited for informational purposes. They can read the minutes in a small fraction of the time that they would have been spent in the meeting.

6)    When invited to a meeting with a vague (or missing) agenda, ask: what role will I have? Why do you need me? If your impact is minor, refuse to attend and use the time for other work. Meeting planners often attempt to add importance to a meeting by inviting prominent members of the organization.

7)    If the chairperson seems to have allowed the meeting’s intent to drift, ask: What do you want to achieve? or Flow can we help you? or Flow will we know when we are done working on this? These questions can help focus the meeting on a goal.

8)    If a meeting seems out of control, suggest adjourning and reconvening at a later time. This will allow you to clarify goals, prepare strategies, and better understand the issues.

9)    Reflect the content of key points. This ensures that everyone has the same understanding of the key point. Although this is one of the chairperson’s responsibilities, it can be filled by anyone else in the meeting.

10)    Prepare a list of questions, ideas, suggestions before the meeting. Then you can focus your attention on the discussion in the meeting.

11)    Watch the listeners instead of the speaker. Their faces and body language will tell you whether they agree or disagree, which can help guide you participation in the discussion.

12)    Work with a sense of appropriate urgency. Life is finite, and the discussions in meetings should be the same. Plan a time budget and then use it to guide your meeting. Spend extra


time only when an issue warrants it.

Management: Identity Theft

Employers, Protect Your Employees Against Identity Theft

As more and more Americans are becoming victims of identity theft, many employers are increasing their level of security to protect their employees. A recent General Accounting Office report estimates that as many as 750,000 Americans are victims of identity theft every year. So, what can you do to protect your employees? Here are some ideas.

Employee files

HR (Human Resources) professionals will generally have a set of standard operating procedures when dealing with employee information. Make sure employee files, both active and terminated, are under lock and key. More importantly, make sure that only the Human Resources office has access to this key. In normal cases, the Human Resources office will be the only department who has any reason to access the employee files.

Information Release

Unless an officer of the court provides you with a subpoena, your company should have a strict policy not to ever release employee information to any individual except the employee him/herself.

Clean Desk Rule

Does your company have a clean desk rule? If not, you’d better make sure one is instituted. This rule ensures that any employee who deals with any type of sensitive employee data clears their desk and files and that this information is under lock and key whenever they leave their workstation. Many financial and housing institutions already practice this rule.

Social Security Masking

In the past, entire social security numbers were used to identify an employee. With the increase in identity theft, (and the methods by which thieves acquire this information), employers are now using number masks. In other words, instead of identifying John Doe as 123-00-4567, he is now identified as Doe XXX-XX-4567. This is what is used when sending information via mail or email and has dramatically helped employers reduce identity theft.

Use It Then Lose It

After an employee processes data containing sensitive information, and if it is not required to be refilled, information should be destroyed. A common paper shredder can be purchased for about $50.00 at any office supply store and can be another weapon in your arsenal to protect your employees. Documents should be shredded either immediately after use or at the very


least, the same day before the end of the work day. This avoids storing hundreds of documents that can cause your employees’ information to be stolen.

Identity theft causes months of grief and potentially thousands of dollars to fix. It’s up to employers to do their part in protecting them at the workplace.

Employee Time Tracking

Time tracking is the act of tracing out the time spent on each activity in a particular period of time. With so much pressure on time these days, time tracking and management has become absolutely necessary. Though time tracking was initially just a method for keeping track of the way employees use their time, today it is a major program that is used for several other things like: payroll processing, employee productivity, revenue management, client management, invoicing, database management and project management.

Employee time tracking was first done using simple time cards or punch cards. Employees had to punch in their cards, when they came in or out, into a machine that would record the time. The timings were later copied onto spreadsheets and analyzed manually to determine how much time an employee spent in the office. This simple mechanism was sufficient in the days when there was not too much stress on the productivity of employees. However, with technological diversions like the Internet, e-mails, and phones, it has become very important to track the exact time the employee spends working. Besides, some enterprises have thousands of employees located at different locations across the world, working in different time zones, which make employee time tracking even more important. There are several advantages of employee time tracking: it makes payroll processing easier by tracking the exact hours an employee worked, increases revenues by correct invoicing, and makes database management easier. There are also some disadvantages: employees do not appreciate it they feel too much pressure for showing results for every minute; or the information may not be used properly.

Today, there are hundreds of employee time tracking programs and software packages available. These not only make tracking, but also billing, payroll, project costing and estimation easier. Besides, they can track the employee’s use of time in the absence of the supervisor. Employees located even thousands of miles away can be tracked using this software. These software programs can be downloaded easily onto any platform and used either offline or online. They can also be customized to suit exact requirements. Information about this software can be obtained over the internet.

Employee Time Clock System

Employee time clocks are time systems used by organizations to accurately record the number of hours worked by each employee every week. The clocks have evolved with time and the companies still need some sort of system that they can use to generate payroll and ensure that the employees are paid for each hour they worked. Today, employees use swipe cards with a magnetic stripe through a slot that reads their name and records the time every


time they clock in or out, much like the old punch clock system of long ago.

At the end of a work week, the main computer computes the total hours worked for every employee and prints it out on a spread sheet. This rids the payroll system of human error, making it much more efficient. The employee time clock has been linked to a factory’s employee productivity. It is commonly placed near the main entrance or break room. An employee who is not paid for break time must clock out for a break and must also remember to clock in before resuming work after the break.

Sometimes, it is found that employees try to use the time clock to gain an advantage. For instance, employees may clock in or out for each other. This is why company rules and time clock technology keep changing in order to keep employee misdeeds in check. Company policy forbids employees from punching or swiping for each other and both employees stand a chance of losing their jobs if caught. Again, with the advent of new technology, like clocking in and out using nothing but fingerprints, such employee behavior is now a thing of the past.

The manual time clock system, though time saving and error-free, is not entirely perfect. Sometimes, the magnetic strip on the back of a card may get damaged. When the employee swipes the card, the machine may not register it. Such inadequacies are corrected in the computer time clock system. Even with the advent of computer software and advanced time keeping techniques, the principal of the employee time clock remains the same. Hourly employees will always need a way to keep track of their time and organizations will need logical ways to monitor and record an employee’s time to ensure productivity.

Employee time clocks are available in all various forms such as biometric time clocks, punch time clocks, computer based time clocks, etc. Today, there is wide array of employee time clock systems on the market, from yesterday’s free standing polling, memory based clocks to today’s advanced PC based time keeping solutions, from standard mechanical clocks to electronic time clock systems. This is why choosing a system that suits your needs is a daunting task.

Small employee time clock systems can cost you anything from to $5 to $50. And for bigger and more advanced time clock systems, you will have to pay in the range of $250 to $550.

Management: Executive Career Coaching

Executive Career Coaching: Providing Solutions To Succession Planning Challenges

Organizations today are facing several challenges and talent management is one of the greatest. According to a poll conducted by 01 Partners, Inc., the number one challenge facing the HR profession is leadership development and succession planning. Attracting, developing, and retaining quality talent is more costly and has a greater impact on the bottom-line than ever before. Retiring baby-boomers, the expectations of Gen X and Gen Y employees, and the new definition of “long-term” employment add up to a drastic shift in the way organizations are managing their talent.


One effective way to overcome these challenges is to implement a succession planning initiative. This proactive approach to ensuring future leadership talent offers many benefits. Studies have shown that organizations with succession planning programs have a higher retention rate of human capital and a reduction in recruitment and compensation costs.

Succession planning has to be more than matching employees with forecasted vacancies. Consideration must be made for the future direction of the organization as well as the direction of the employees intended career path. This ensures that the employee is engaged in the process, committed to the organization, and has a vested interest in the company’s success.

Obstacles to Implementing a Succession Plan

While there are numerous benefits to succession planning, there are also challenges such as limited resources and expertise within the company. Without the assistance of external consultants and coaches, implementing a succession planning initiative can drain an organization’s resources. The most effective programs capitalize on the talent available throughout the company during the implementation phase, however, companies often lack the resources needed for ongoing management. In addition, utilizing external resources provides expertise in succession planning and offers an objective perspective.

Coaching as a Resource

Executive Career Coaching can provide assistance with career management and employee development at the individual level. Using individual coaching and assessments, the coach will guide the employees through the selection of the career path within the organization that best matches their interests and abilities. Once a career path has been chosen, the coach will help the employee prepare for their next promotion.

The career coach can administer assessments such as the DISC, PVQ, and the Enneagram to help the employee gain clarity in the areas of motivators, interests, values and strengths. The feedback obtained from the assessments is essential in creating a career management plan. During the coaching engagement, employees will compare this information along with their experience and education to key leadership positions and determine the strongest fit. This process ensures that employees are matched with the correct positions, reducing the possibility of employee disengagement and turnover at the executive level.

In addition to career pathing, an executive career coach will assist in the creation of development plans. The steps outlined in the development plan will be based on the information gathered during a gap analysis. Comparing the employee’s current level to the experience, skills, and education needed for the next promotion will give the coach and executive a clear picture of where to focus their coaching sessions. Execution of the development plan during the coaching engagement results in promotion readiness.


Benefits of Succession Planning


Identifying and developing strong leaders for future roles is critical to the ongoing success of an organization. Without an effective succession planning program in place, companies will face greater challenges than those incurred during the implementation of a program, including:

A* Waging the “War on Talent”

A* Fewer leaders prepared to take on new roles A* Obstacles to achieving strategic goals

Attracting and retaining high-potential employees is costly. However, it is not as costly as the turnover of high-potential employees. Studies have shown that superior performers are 50% to 100% more effective than the average performer.

Using these statistics, if an average performer generates $250,000 in new business each year; a superior performer will generate between $375,000 and $500,000 in new business. By developing and promoting the superior performer to a leadership role, they have the potential to increase the productivity of the team. As an example, this leader can increase the revenues of a team generating $2.5M to $5M.

Given the possibility of increased profits, meeting the employee’s desire for career growth is both a financial and strategic advantage.

Because growth and development are benefits highly sought after in a potential employer, organizations with highly publicized succession planning initiatives and career management programs become “employers of choice”, thereby making it easier to attract top talent and reduce turnover.

Most employers are unaware of how much turnover costs them each year or how to reduce this number. Assuming a fifteen percent turnover rate and turnover costs of twenty-five percent of an employee’s annual compensation, an organization with one thousand employees and an average compensation of $50,000 will incur $1,875,000 in costs each year. Given that half of all turnover is avoidable, this organization could save $937,500 each year by investing in employee retention strategies.

The Added Benefits of Using Career Coaching as a Resource for Succession Planning Programs

Utilizing a Career Coach in your succession plan initiative allows leaders and Human Resources to focus on effectively managing and evaluating the program. An external career coach provides a confidential environment where the employees are free to discuss the challenges and opportunities they face in their careers and establish plans to overcome them.

One of the greatest benefits the coach offers is preparing the organization’s existing talent for future leadership roles. They take the organization’s human capital to the next level through


the use of assessments, powerful questions, and individual development plans. Promoting from within provides benefits, such as:

A* Reduced recruitment costs. The need for external recruiting is lessened for executive level position, which reduces headhunter fees (between 25% and 33% of the candidate’s total compensation) Ex. An executive placed by a headhunter with an annual compensation package of $200,000 would incur fees between $50,000 and $66,666.

A* Reduction of executive compensation. According to Towers Perrin, external candidates are generally paid 20% to 30% more than internals that are promoted because externals needs a financial reason to make a career change.

A* Promoting internal candidates offers the employer the benefit of knowing their track record, strengths, and their development needs. External candidates, unless personally known, only reveal as much or as little information as they deem appropriate, leaving the organization to rely on the interview process, assessments, and references to complete the picture.

Thriving succession planning initiatives balance the strategic direction of the organization with the career aspirations of its high potential employees. They also rely on external consultants and coaches to provide expertise, an objective perspective and additional resources.

Executives who engage in coaching during the succession program have a clear direction of where they are going and how they are going to get there. In contrast, executives that are not offered coaching are not as well prepared to map out their career path or develop the skills they need for future promotions. Executive career coaching facilitates the process of creating successful careers and developing future leaders.

Executive Team Building

Effective executive team building is essential if your company is going to achieve its full potential. A team is much more than the sum of its parts and even a group of great minds is not destined for success unless they can really learn to work together toward common goals. Although your desired outcome may be to function like a well-oiled machine, the fact is that people are not machine parts. Personality clashes, egos, differences in opinion, simple misunderstandings, and so on make it necessary and worthwhile to spend some time developing the teamwork aspects of working together, and helping everyone understand their important role within the team structure.

While the rules that govern working together may seem like common sense, and very often are, it is nonetheless too easy for a group of people to fall into patterns of behavior that are not conducive to the common goal. Individuals may feel like they are working at odds against one another, or simply not know how to coordinate their efforts. Communication breaks down, and with it, the company’s productivity. Very often the best solution is to bring in someone from the outside, which can provide an objective point of view and help get everyone back on track. This is precisely why there are so many consulting firms today specializing in executive


team building, organizational assessments, corporate culture, and the many related issues.

If your team needs a little assistance getting refocused and made more cohesive as a unit, there are many consultative products and services available, and many of them emphasize an atmosphere of fun and creativity. There are lots of entertaining ways to practice the fundamentals of good teamwork, and strengthen your team’s abilities to communicate and work together effectively. Conflict management, critical thinking, problem solving, and other items can be covered to address or improve any problem areas your group is encountering, as well as generally revitalize and motivate your team.

Executive team building is one way to make the most of your most valuable resources A- your people. Reducing staff turnover and job related stress, and improving productivity and job satisfaction are just a small sample of the rewards you will reap by putting the necessary time into building your team. Explore some of the services available in your area, and look forward to having some fun together. Remember, team building is an investment in your future, as well as a method of dealing with problems from the past. A good consultant should have a range of activities and exercises that can be tailored to meet your unique needs, and have you and your team back on the road to new levels of success in no time

Management: Forming A Team

Five Questions to Ask Before Forming a Team

A project or challenge comes up and many people, without thinking, immediately form a team to research, solve the problem and implement the solution. Teams can be a very powerful way to solve problems and implement massive improvements. But teams aren’t the right answer to every situation.

To get the best possible results from the resources available, it is important that a leader answer a question they typically don’t ask - “Is a team the best way to address this situation?”

Unfortunately when they assume the answer to that first question they jump to “Who should I put on the team?” When they start there, they may have already doomed the organization to less than the perfect solution, before they even get started.

This article poses five questions designed to help you answer this important first question.

Is the goal clear? If the goal isn’t crystal clear yet, don’t form a team. A team can develop a problem statement and solve a problem, but they can’t work successfully (at least not quickly and efficiently) with a goal that isn’t clearly articulated. Once the goal is clear (you might want to meet with a couple of people in a one time meeting to get this clarity), you can continue on with the rest of the questions. Until then, don’t form a team!

Will the team have the resources they need to succeed? You may be the person who needs to provide those resources, or you may need to negotiate for them. Teams need to know what


resources they have in terms of skills, budget, time, support and more. While a lack of resources will challenge people and teams to be creative, there is a limit to this! Teams will falter and struggle without the necessary resources to succeed. Proceed with out them and you risk massive frustration and low productivity.

Does this really require a team? This is perhaps the biggest of the questions. We all value collaboration and teamwork but they don’t have to go together. Collaboration can be achieved without a team. Perhaps what you need to do is assign or find a person to run a project, and encourage others with valuable input and experience to collaborate and help as needed. Remember there is a big difference between putting people on a team and asking them to help on an as-needed basis. When you remember that you can foster collaboration without a team you allow yourself to really answer this question successfully.

What is the relative importance? Not all projects or problems are created equal. It is important to consider the relative importance of a situation before dedicating lots of resources to it.

Think about your overall plan and your people resources. See where this fits into your big picture before you decide to form a team, versus assigning it to a single person to manage.

Is there time? It takes time to schedule, form, acclimate and help a team get a good start. Is there time for all that, relative to the need for a solution or answer? If not, get someone, get and decision and move on.

If you get yes answers to all of the questions above, congratulations! Form your team and help them succeed.

But if you get one or more no answers - do yourself and those you might put on a team a favor. Think a bit longer before automatically forming a team.

Management: Performance Appraisal Discussions

Gather your materials in advance, make a list of the key points you need to cover, and pick an appropriate place for the discussion. Here are four more suggestions that will make the performance appraisal discussion more relaxed.

Choose a Convenient Time

When is the best time to hold a performance appraisal discussion? There isn’t any one particular time that is ideal — mornings or afternoons, early or late in the week, it doesn’t matter.

What does matter is having enough time. Wise managers set a specific time for a performance review — perhaps 60 minutes — and announce at the beginning of the meeting just how long they have budgeted for the discussion. But they also make sure that the next activity scheduled for after the appraisal discussion is one that is either a low-priority (so that it can be re-scheduled) or highly flexible (like working on a long-range plan). It may turn out that more time is needed to discuss some sensitive items that arise during the discussion. It


may also be that the performance appraisal discussion turns into a highly creative brainstorming session that needs to continue beyond the one-hour schedule. Make sure there’s enough time for unexpected events to play out.

Determine the Agenda

How are you going to kick off the performance appraisal discussion? What are the first words you plan to say? Will you review the performance appraisal sheet section by section, or do you want to start with the final rating and move backwards from there? When are you going to go over the employee’s self-appraisal?

Too often these questions are answered simply as “it just happened that way” — the manager gave no thought to the sequence of events that he wanted to follow.

A better approach is to have an agenda for the meeting. The agenda need not be written down (although that’s not a bad idea) but the manager needs to decide in advance how he wants to structure the discussion.

Arrange for Work Coverage

If you don’t have someone to answer your phone and you can’t switch the phone to send all calls directly into voicemail, then make a firm decision to simply ignore any phone calls that come in during the meeting. Steal a “Do Not Disturb” sign from the next hotel room you stay in and put it on the door handle of the room where you’re meeting. Tell your staff and colleagues to follow the “thousand-mile rule” — don’t disturb you with anything unless it’s of the same urgency that they would track you down and interrupt you if you were a thousand miles away.

Give the Individual a Copy of the Performance Appraisal to Read in Advance of the Meeting

Before I became a consultant, I spent fifteen years working for three large corporations: General Electric, United Airlines, and Pepsi Co. Each one of those companies had a rigorous performance appraisal system; every one of my bosses took the process seriously.

But each one followed the same clumsy procedure when the day came for my performance appraisal discussion. At the time we had set for the meeting I would walk into his office and he would hand me the appraisal. I would try to read through the multi-page document just as fast as I could while my boss sat behind his desk trying to gauge from my reactions how I was taking it.

What a bumbling way to start the meeting! How can an employee take everything in from 2 minutes of speed reading?

Here’s a far better way to get the meeting off to an efficient, business-like start. An hour or two before the appraisal meeting is scheduled, give the employee the performance appraisal. Say, “Sam, at 3:00 this afternoon we’re going to get together for your performance review. I’d like


you to read through the performance appraisal ahead of time so that you’re prepared for our meeting. Feel free to write any questions you have directly on the form, or highlight anything that you want to be sure we talk about. See you then.”

Sam now has some time to read carefully what you have written, at his own pace. He can reflect on the things you’ve said without having to immediately defend or explain himself. He can jot down notes and think of questions he’d like to ask.

If you ask people to complete a self-appraisal, ask for it at the same time that you give them a copy of their appraisal (if you haven’t asked them to send it to you earlier so you can use it as an information-source in completing the official performance appraisal.) You too will be more relaxed and better prepared by being able to read, in an unpressured way, what the individual has written about herself.

One caution, however. If the person you’re reviewing is a marginal performer with a bad rating, wait until the beginning of the meeting to hand over the performance appraisal. This increases your control of the situation.

Must performance appraisal discussions be uncomfortable exchanges? No. Following these small suggestions will help produce appraisal discussions that turn out to be productive learning events and true team-building experiences.

Too often, participants in performance appraisal meetings seem awkward and uncomfortable. To some extent, that’s unavoidable — it’s always a bit awkward for one person to deliver a formal assessment of the quality of work performed by another.

But following some simple suggestions can eliminate a lot of the awkwardness in performance appraisal meetings. Here are a couple of tips that will help put both players at ease. (In Part 2 of this article, I’ll provide some addition.

Too often, participants in performance appraisal meetings seem awkward and uncomfortable. To some extent, that’s unavoidable — it’s always a bit awkward for one person to deliver a formal assessment of the quality of work performed by another.

But following some simple suggestions can eliminate a lot of the awkwardness in performance appraisal meetings. Here are a couple of tips that will help put both players at ease. (In Part 2 of this article, I’ll provide some additional suggestions.)

Gather Your Appraisal Information and Materials in Advance

The most important item you need to have is a copy of the individual’s performance appraisal. That’s obvious. But that’s not all.

At the beginning of the year you and the individual probably had a performance planning meeting. Ideally, the individual would have taken notes on a blank copy of the appraisal form


and made a copy for you. That document should have all of the key items that you discussed during the meeting. Be sure you have a copy of that planning document in case a question about the original goals comes up.

You’ll also need information about the individual’s performance, particularly if there are some areas where the performance varied significantly from your expectations. Whether the variation was in a positive or negative direction, you’ll need to be able to demonstrate why you assigned the rating that you did. If the assessment is that the individual’s performance was less than you desired, then it’s critically important that you have all of the evidence you used in order to come to that “Unsatisfactory” or “Need Improvement” performance appraisal rating. There’s a magic phrase to use here. That phrase is, “For example ...” Make sure you’ve got plenty of examples that support a less-than-satisfactory evaluation.

You may want to have a copy of the individual’s development plan. You may want to have copies of weekly reports that the individual submitted that described progress against the goals that were set. You can’t make a mistake by having too much support material. It will prevent the embarrassment of being unable to find anything of substance to justify the rating you gave.

Make a List

What are the key points that you want to cover during the discussion? In addition to having a copy of the performance appraisal, write down a list of the most important items you want to discuss. It’s easy to refer to them during the meeting to make sure that everything that needs to be discussed gets covered.

Pick an Appropriate Place

Probably most performance appraisal discussions take place in the manager’s office, with the manager behind the desk and the appraisee sitting directly in front of it.

Is that the best place to hold the discussion? It may well be, particularly if the performance appraisal is not very good and the manager wants to trot out all of the power and authority available to make the subordinate understand that immediate change is necessary. But too often the authoritarian, boss-behind-the-desk arrangement serves to emphasize the power relationship at a time when a more collegial approach might be more effective.

More important than the actual location where the discussion ends up taking place is the decision-making process the manager engages in to determine that location. Too often, managers conduct the performance appraisal discussion behind their desks by default — they haven’t given any thought to the matter and just let it happen in the place where they are most comfortable.

There are several other alternatives possible. The manager’s office might not offer complete privacy, particularly if walls are thin or it’s a cubicle arrangement. In this case a conference


room or the temporarily vacant office of an out-of town senior manager might be pressed into service. If the performance appraisal contains good news and the two participants in the appraisal drama are old colleagues, it might best be conducted over a cup of coffee in the cafeteria. And if it is conducted in the manager’s office, just a little furniture rearrangement might reduce the hierarchical nature of the discussion.

If the performance appraisal does indeed contain bad news, and particularly if the manager believes that it will take a dramatic gesture to bring home the message of “Change or else!”, the appraiser’s boss’s office might be a good location. Having your boss give you your performance appraisal in her boss’s office — with her boss sitting in as an observer / reinforcer — certainly communicates the seriousness of the message being delivered.

But beware the unusual location. The district sales manager who gives one of her sales reps his annual performance appraisal while the two of them are in the car, driving down the highway on route to a new prospect’s office, is exercising bad judgment. So too is any manager who selects a location significantly away from a business setting, unless the necessity for conducting the performance review at that time, in that location, is obvious to both players.

These are some small suggestions that will help to reduce the awkwardness that always seems to surround the performance appraisal discussion. In Part 2, I’ll provide a couple more tips that will help put both players at ease.

Management: Critical People

Getting Along with Critical People

We all have to deal with critical people at times. You know the type - the person who can spot a flaw from across the room, gives unsolicited advice, frequently complains and passes judgment, is negative and seems impossible to please.

We can all be critical. Every day, we literally critique everything that goes on around us consciously and unconsciously. Unfortunately, some people tend to verbalize the thoughts many of us have learned to keep to ourselves. When things don’t go our way or we’re in a bad mood it is easy to become critical. It’s true, miserable people prefer miserable company. Critical people actually feel better around others who share the same negative attitudes. Before we spend time learning how to cope with other people’s critical traits let’s make sure we have our own well under control.

It can be quite challenging to get along with a critic, especially when we live, work or attend church with them. Here are 10 tips to help you get along better with critical people.

1. Understand what motivates people to be critical

Hurting people hurt people. Most critics were criticized themselves as children and did not


develop the sense of security and healthy identity that can come from positive nurturing. They tend to have a low opinion of themselves and consequently feel best (although often frustrated) when attempting to achieve the unrealistic standards they set for themselves and others. Critics are often motivated by the need to feel better about themselves by putting other people down. Understanding their motivation can help us to develop empathy and compassion - two qualities that will help you get along with critical people.

2.    Don’t throw the baby out with the bath water

Although critical people often lack diplomacy and tact, they also tend to be able to size up people and situations accurately. You may be tempted to discount what you hear, but listen carefully to what they say because there is often valuable information underneath the sharp edges of the message.

3.    Be willing to confront your critic

It is not easy to confront interpersonal problems, but it is typically the best approach. Be willing to tell the critic in your life how you feel about the way they interact with you. This won’t guarantee change, however, by expressing your thoughts and feelings you are in a better position to manage your own emotions and behaviors. Emotional expression will decrease your chances of growing embittered, and consequently, doing or saying something you’ll regret.

4.    Focus on the truth not on the criticism

If someone puts you down, fight the temptation to dwell on the criticism. If there is something you can learn from the message, do so, but then move on. Instead of dwelling on the negative comment focus on the gifts, talents and strengths that you possess.

5.    Be careful about what you share with the critical person

It’s not always wise to share personal or important information with a critic about yourself or anyone else. Providing such information is asking for trouble because critical people often take things out of context, misinterpret or exaggerate information and place a negative spin on ideas or opinions. Learn how to discern what you should and should not reveal. When in doubt, don’t share.

6.    Don’t join in on criticizing others

It can be easy to fall into the trap of criticizing others when you’re around a critical person. Joining in on the criticism only serves to legitimize the behavior in the mind of the critic, and the transition into gossip is close behind. Today the criticism is about someone else -tomorrow it could be directed toward you.

7.    Limit the amount of time you spend with critical people


It may be very appropriate to limit the amount of time you spend with a critic. This, of course, can be difficult if they happen to be your spouse, parent or boss. However, it may be in your best interest to let the person know that your level of interaction with them will be based, in part, on their willingness to communicate with you in a constructive and appropriate manner. If the critic is your spouse you may benefit from consulting with a professional marriage counselor.

8.    Control your response to critical people

Pay close attention to how you respond to criticism. If you tend to react with anger, hurt or intimidation, you will encourage the critical behavior. Critical people are often motivated to behave the way they do because of the response they trigger in others. When you learn to not overreact, the critic will likely move on to someone who will.

9.    Try to understand the needs of the critical person

The emotional “gas tank” of a critical person is often very low. Criticism is sometimes an outward expression of an inward need - usually the need to feel worthwhile and significant. It is surprising how a sincere compliment, congratulations or demonstration of care and concern can improve your relationship. People with full emotional tanks are the least likely to mistreat others.

10.    Maintain realistic expectations

Critical people don’t change overnight. Even if they are making positive progress, they are likely to revert back to their old ways from time to time, especially under stress. Realistic expectations will help guide your interactions and will likely result in a healthier relationship.

Management: Good Ways To Procrastinate

Good ways to Procrastinate and when Procrastination might be good.

I am writing this with the din of jackhammers in background. I am working on the weekend (surprising at that might be); feeling sorry for myself that I cannot get good quiet uninterrupted time in like I had planned.

I thought I would write an article on Procrastination since that is what I am doing now. I have more important things to do (please don’t take offense). I am going into a heavy travel schedule so like to have a few posts written or at least roughed out so I can post quickly while I am on the road. So writing a post is not a terrible use of time.

I started thinking about when procrastination might be good and came up with many types of good procrastination.


The rules of Good Procrastination.


1    - Procrastinate or leave something if it is likely to resolve itself if you take no action. Of course in this case, it likely should not even be on your list and should not be a priority.

2    - Procrastinate if letting something “stew” will lead to a better solution. In this case, I tend to not do nothing on it, rather I spend a while to organize it, think about it, write a few ideas down etc. Ideas tend to incubate better if some thought has gone into it before they are left.

3    - If you must procrastinate, do something else on your list that might be lower priority but still needs doing. This is like asking your child, do you want to wear the red hat or the blue one. Not do you want to wear a hat. Choose from 2 or more tasks - all that need doing.

4    - Procrastinate if you need a break. Sometimes productivity is an order of magnitude better if you are properly in flow and have the right energy, creativity etc.

5    - Sometimes I procrastinate on the big part of the job by doing the smaller parts around it. For example, rather than do my taxes (which I hate), I might just collect and organize things or set up a meeting with my accountant. Choose a part of the job that is not as ugly.

6    - Procrastinate by doing the more important task. This seems counter intuitive since good time management says you always work on the highest priority task (and you should be).

What I often find is I am working on tasks that are causing me stress (so I want to procrastinate) only to realize, there are likely other more important tasks to do that I enjoy doing.

7    - Procrastinate if someone else is likely to do it (or if you can get them to do it). Of course, I never said I was a marriage counselor. Leaving the dishes or cleaning for you spouse might not be such a good idea - now hiring - that’s another idea.

Most of all, if you procrastinate, do not feel guilty. This only detracts from the “good” of it.

Still, working on something that is not your highest priority too often is not a good habit to get into. One of my favorite time management authors, Alan Lakein, says to always ask “What is the best use of my time right now?”.. So back to work.

Management: Statistical Variation In Six Sigma Handling Statistical Variation In Six Sigma

Six-Sigma provides a methodical, disciplined, quantitative approach to continuous process improvement. Through applying statistical thinking, Six Sigma uncovers the nature of business variation and its affect on waste, operating cost, cycle time, profitability, and customer satisfaction.

The term “six sigma” is defined as a statistical measure of quality, specifically, a level of 3.4 defects per million or 99.99966% high-quality. To put into practice the Six Sigma management


philosophy and achieve this high level of quality, an organization implements the Six Sigma methodology. The fundamental objective of the Six Sigma methodology is the implementation of a measurement-based strategy that focuses on process improvement and variation reduction through the application of Six Sigma improvement projects. Projects are selected that support the company’s overall quality improvement goals.

A Six Sigma project begins with the proper metrics. Six Sigma produces a flood of data about your process. These measurements are critical to your success. If you don’t measure it, you can’t manage it. Through those measurements and all of that data, you begin to understand your process and develop methodologies to identify and implement the right solutions to improve your process. Six Sigma’s clear strength is a data-driven analysis and decisionmaking process—not someone’s opinion or gut feeling.

Metrics lie at the heart of Six Sigma. Critical measures that are necessary to evaluate the success of the project are identified and determined. The initial capability and stability of the project is determined in order to establish a statistical baseline. Valid and reliable metrics monitor the progress of the project. Six Sigma discipline begins by clarifying what measures are key to gauging business performance, then it applies data and analysis to build an understanding of key variables and optimize results. Fact driven decisions and solutions are driven by two essential questions: What data/information do I really need? How do we use that data/information to maximize benefit?

Six Sigma metrics are more than a collection of statistics. The intent is to make targeted measurements of performance in an existing process, compare it with statistically valid ideals, and learn how to eliminate any variation. Improving and maintaining product quality requires an understanding of the relationships between critical variables. Better understanding of the underlying relationships in a process often leads to improved performance.

To achieve a consistent understanding of the process, potential key characteristics are identified; the use of control charts may be incorporated to monitor these input variables. Statistical evaluation of the data identifies key areas to focus process improvement efforts on, which can have an adverse effect on product quality if not controlled. Advanced statistical software such as Minitab or Statgraphics, are very useful if not essential for gathering, categorizing, evaluating, and analyzing the data collected throughout a Six Sigma project. Special cause variation can also be documented and analyzed. When examining quality problems, it is useful to determine which of the many types of defects occur most frequently in order to concentrate one’s efforts where potential for improvement is the greatest. A classic method for determining the “vital few” is through a Pareto chart.

Many statistical procedures assume that the data being analyzed come from a bell-shaped normal distribution. When the data to be analyzed does not fit into a normal bell-shaped distribution, the results can be misleading and difficult to discern. When such data distribution is encountered, other statistical techniques can be used to assess whether an observed process can reasonably be modeled by a normal data distribution. In such cases, either a different type of distribution must be selected or the data must be transformed to a metric in


which it is normally distributed. In many cases, the data sample can be transformed so that it is approximately normal. For example, square roots, logarithms, and reciprocals often take a positively skewed distribution and convert it to something close to a bell-shaped curve. This process will uncover significant statistical variation, separating the important data from meaningless data “noise.”

Once the data is crunched and a problem’s root causes are determined, the project team works together to find creative new improvement solutions. The data is used and relied upon —it is the measurements of the realities you face! Yet it is smart measurement and smart analysis of the data—and above all the smart creation of new improvement solutions and their implementation—that create real change. The Six Sigma statistical tools are only the means to an end and should not be construed as the end itself. Using tools properly is critical to getting the desired result. Through a successful use of statistics in uncovering significant data, Six Sigma will drive an organization toward achieving higher levels of customer satisfaction and reducing operational costs.

Management: To Coach Or Not To Coach To Coach, or Not to Coach?

To coach, or not to coach: that is the question.

Whether it's nobler in the mind to suffer The slings and arrows of occasional “time lost,”

Or to take arms against a sea of troubles...

Think you don’t have time to coach? Think again.

It’s easy, almost comforting, to say there simply isn’t enough time in the day to coach and do everything else—reports, admin tasks, hiring, and, of course, selling. From a sales manager’s perspective, coaching is a burden, especially given the pressures to produce.

But, consider the premise that proper coaching is, in fact, not “time lost,” but time saved. That an hour helping prepare a salesperson is time better spent than fighting the “sea of troubles” generated from unprepared, ineffective sales activity.

The answer lies in targeted coaching.

Think about it. Few, if any, fields of human endeavor succeed on mere reaction. Success requires preparation, focus and disciplined execution—especially when time is limited. There is no question that sales managers have one of the hardest jobs in any organization. But it is also true that sales managers are the key to success in both changing behavior and achieving positive results in the field.

Fluthwaite challenges you to find an hour a week to do a pre-call plan or some other coaching exercise with one of your salespeople. Monitor individual progress and measure whether there is a positive net gain. The benefits realized will be far greater than the business


outcomes alone. You will also save hours that otherwise would have been expended objection handling, exception making or playing the super closer. The more proactive you are, the more discretionary time you have to invest in other priorities. How does the old saying go—an ounce of prevention is worth a pound of cure? Or a stitch in time saves nine? Trite perhaps, but true.

To coach, or not to coach: that is the question. The answer is up to you.

Management: Time Management For Entrepreneurs

Why is it that the Bill Gate’s of this world are rich and famous? What secret do they know that the rest of us don’t? If you study their lives closely, you’ll discover the rich and famous have certain habits that attribute to their success. Successful people are very careful about how they spend their time. No matter how you slice it, we all have 24 hours in a day, so the key lies in learning to use our time wisely. Below are some ways you can dramatically increase your productivity through more effective use of your time.

1.    MONITOR HOW YOU CURRENTLY USE YOUR TIME: If it seems like your day slips by all too quickly, try creating a log of your daily activities. Once you see where you are spending your time, you can identify and focus on the activities that provide the greatest returns for you personally and financially. Start your log by writing down what time you wake up, get ready, and begin work. Calculate how much time you spend on individual activities such as email, phone calls, and client work.

2.    CALCULATE HOW MUCH YOUR TIME IS WORTH: Time is money. Knowing how much your time is actually worth can help you make better decisions as to whether you should perform a task or outsource it. For instance, if your time is worth $200 an hour, you are far better off paying someone $30 an hour to edit your newsletter. You can “bank” the other $170 per hour by spending your time on profit making activities. Also take the time to determine how much time a day you need to spend on billable activities to make your desired profit. I try to spend 1.5 hours a day on money making projects.

3.    CREATE A DAILY SCHEDULE: Don’t start your day without a to do list. Make a list of tasks and categorize them into business building activities, client activities, and personal items. Then break bigger unmanageable projects into smaller “doable” chunks so they less intimidating and are easier to accomplish.

4.    PRIORITIZE: Have more to do than hours in the day? By prioritizing your tasks, you’ll make sure that you are tackling the items that matter most. Create a system that works for you. One standard way of prioritizing is to mark items with A, B, and C.

Ask yourself these key questions:

What items MUST be done today?

Which items can be rescheduled?

What can be delegated?


Which tasks most closely match my priorities and goals?

Which items can be eliminated?

5.    LEARN TO SAY NO: Are you adding one more item to your never-ending TO DO list? You are in control of your time. Be strong and uphold your personal boundaries. When you are well rested and treat yourself and your family to the time off you deserve, you’ll feel happier and more productive when it’s time to go back to work. **

Before you say yes, ask yourself these questions:

Do you really have the time or energy to do that extra task?

Do I like this customer? Are they good for me?

Will it be profitable?

Does it invade on your personal time?

Does it involve doing something you enjoy?

Does it fit in with your list of priorities and goals?

6.    REMOVE DISTRACTIONS AND TIME SUCKS: Time sucks are lurking everywhere like viruses. Think about which activities are eating up your time. For me personally, these items include email, social calls, and telemarketers. I “conquer” the email demon by shutting down my Outlook when I am working. When a family member calls during work time, I politely ask if I can call them back during the afternoon and remind them of my work hours. Caller ID valiantly saves me from the “would be” telemarketer time thieves. With one glance, I can quickly differentiate telemarketers from important client calls.

7.    STICK TO THE PLAN: Try not to get sidetracked from your plan. One of my friends has a motto, “A lack of planning on your part does not constitute an emergency for me”. It’s a smart one to live by. Unless it’s a true emergency, or you are being paid “rush” time, you probably don’t need to squeeze a last minute request in today. Also, by assigning yourself project deadlines, you can keep on top of projects and avoid those dreaded last minute emergencies.

8.    CHOOSE AN INSPIRING PLACE AND TIME: We are all “built” differently. Do the tasks which take your most “brain power” when you are at your prime. Are you a morning person or do you work best burning the midnight oils? Create an ultimate work haven that is clean, distraction free, and inspiring. My office overlooks my flower garden and is right in the heart of family activity. As I glance to the right, our Angel fish “Spike” proudly parades across the fish tank. In front of me, Monet has a glorious display of peach poppies in a field. Above me, Monet is painting a vivid portrait of his flower garden. In the living room, my son is softly singing the Spiderman theme to himself - music to my ears!

9.    BUNDLE LIKE TASKS TOGETHER: As you work through your daily list, try to chunk your tasks into like activities. By creating a separate “chunk” of time for answering email, invoicing, making return phone calls, you’ll save time and mental energy.

10.    AVOID INTERRUPTIONS: Trying to do the same thing over and over again with


interruptions can be maddening. Once you start a task, try to finish it to the end. If something comes up that you need to remember or do, unless it’s urgent, simply add it to your list and continue on with your current project.

11. BE ORGANIZED: When things are tidy, it saves you time and frees you to focus on the task at hand. Digging through a pile of papers and finding a squished Twinkie isn’t very conducive to the work experience. Follow your own organizational style. PHONE LISTS: For instance, I arrange my phone lists into groups according to how I use them: friends, family, doctors, my children’s playmates, etc. I also list people in my phone book that I talk to on a first name basis by their first name alphabetically. For instance, I list my mom under “M” and my brother under “T” for Troy. “D” has a list of all my doctors. This works for me, because it’s how I think.

EMAILS: Another time saving idea is to color code your emails. In my personal color scheme I use one color for clients, one for newsletters, and another for my coworkers. You can also group your emails using categories and folders.

ONE CALENDAR MEETS ALL: Keeping track of work appointments, Brownie meetings, and committee meetings can be very difficult. My secret to keeping on top of family and work appointments is to schedule them all on one calendar.

DAYTIMER SPECIAL SECTION: Create a special section of your Daytimer just for special interests, hobbies, or kids. My husband keeps one with all his stock info. I have a special kid section with phone numbers for Brownie leaders, playmates, doctors, school contacts, bus number and other items.

SUMMARY: Why wait for success when you can literally schedule it! By mastering your time, you can accomplish much more with less effort. Be choosey about how you spend your time. Focus on activities which most closely match your goals. By taking time to monitor, measure, and manage your time, you will enjoy an abundance of success and happiness.

Management: Performance Management

A Guide To Performance Management

Nowadays, a great significance is being given to Performance Management, as companies incorporate them in their effective management strategies. However, a lot of people find this process a complicated one, mostly because of the many options that it offers A- on the organization, a specific department/branch, a product or service, and on employees, among others.

In order to minimize this confusion, the items below will give you a general idea of what Performance Management is all about as well as the activities that are involved in this process.


What is Performance Management?

Performance management is a process that provides both the manager and the employee (the person being supervised) the chance to determine the shared goals that relates to the overall goals of the company by looking into employee performance.

Why is it important?

Performance Management establishes an outline for employees and their performance managers to assess and to come to an agreement on certain concerns and aims that are in accordance with the overall structure of the company. This enables both parties to have clear objectives that would help them in their work and in their professional growth.

Who conducts Performance Management?

Performance Management is carried out by those who oversee the performance of other people A- work/team leaders, supervisors, managers, directors, or department chairs.

What are the processes involved?

Below are the phases of the Performance Management process:

1. Planning

This phase of Performance Management process includes establishing job descriptions and identifying the employee’s essential functions as well as defining the strategic plan/s of the department or the company as a whole.

Job Description

A job description is used to advertise a vacant position, which typically specifies the following

-    The specific functions, tasks, and responsibilities of the position

-    The amount of time needed to act upon each function

-    The qualifications needed (skills, knowledge and abilities) to perform the job

-    The physical and mental requirements of the position

-    Salary range for the position

-    To whom the position reports

Job descriptions should be disclosed to the employee as soon as he or she is hired. Note, however, that job descriptions are listed using words that make it difficult to measure the employee’s performance. They are in contrast with competencies, which list the skills needed in performing such tasks and are described using terms that can be measured.

Strategic Plan


In effect, a strategic plan tells you three things:

-    Where the company is heading in the coming year/s.

-    How the company is going to get there.

-    How the company will know if it is already there or not.

Included in a strategic plan are the following:

Mission statement A- the primary reason why your department (or company) exists.

Goals A- associated with the mission statement, they determine the results that will advance said statement/s.

Strategic initiatives A- specifies definite steps that must be taken to accomplish each goal. It is a dynamic process, usually examined during periods such as one or two years.

2.    Developing

This phase of Performance Management process includes developing performance standards, which offers a scale that describes how a specific job should be performed in order to meet (or exceed) expectations. They are explained to newly hired employees and are later used to evaluate work performance.

Performance standards are generally outlined with the help of the employees who actually perform the tasks or functions. There are a number of advantages with this approach:

-    The standards will be suitable to the requirements of the job

-    The standards will be applicable to actual work conditions

-    The standards will be easily understood by the employee (and performance manager as well)

-    The standards will be acknowledged (and received) by the employee and the performance manager

Standards of performance are usually in the form of ratings (1 to 5, A to E) that are used by performance managers to rate the employee’s actual level of performance.

3.    Monitoring

This phase of the Performance Management process includes monitoring employee’s work performances and giving feedback about them.

As the basis of feedback, observations should be verifiable: they should involve noticeable and work-related facts, events, behaviors, actions, statements, and results. Feedback of this type is called behavioral feedback, and they help employees improve and/or sustain good


performance by precisely identifying the areas that the employee needs to improve without judging his or her character or motives.

4.    Rating

This phase includes conducting performance evaluations. This is the critical aspect of the Performance Management process, especially because it is important for performance managers to arrive at an unbiased assessment.

A performance appraisal form has the following features:

-    Employee information

-    Performance standards

-    Rating scale

-    Signatures

-    Employee performance development recommendations

-    Employee comments

-    Employee’s Self-appraisal

Why conduct performance appraisals? It provides an opportunity to improve performance in the future not only for employees, but for managers as well. Performance appraisals enable managers to acquire information from employees that will help them make employee’s jobs more productive.

5.    Development Planning

This phase of the Performance Management process includes establishing plans for improved employee performance and development goals. This advances the overall goal of the company and at the same time increases the quality of work by employees by:

-    Encouraging constant learning and professional growth.

-    Helping employees maintain the level of performance that meets (and exceeds) expectations.

-    Improving job - or career-related skills and experience.

In closing, Performance Management is a process that, when executed fairly and effectively, can improve the quality of the company’s workforce, raise standards, increase job satisfaction, and develop professionalism and expertise that would benefit not only the employees but the entire organization as well.

Management: Team Building

Team Building - What Consultants don’t tell you

Team Building is about character - yours! The plethora of information disseminated throughout the western world provides a smorgasbord of choices for business.


Theories are fine but I have found the practicalities another issue and so will you!

There is a cost to you and we are not talking just money. The real test is if you have the character and perseverance to make the changes and work through the hard issues of business.

Do you have what it takes?

Theories are fine but I have found the practicalities another issue and so will you!

Team building takes work but the results are worth it. The essential ingredient is time and patience.

If you really want to build a team that will achieve outstanding results you can.

The Hype

Over the years team work has been the flavor of the day with many businesses spending considerable money in trying to achieve a positive and harmonious team structure.

Some have found the results they looked for but many have not. Consultants would have you believe that if you follow a set of principles or guidelines then it will all work out. Not so as you cannot put all human beings in a box and expect like-minded consistency.

Why?

Team building has a number of foundation building blocks that are essential for a team to function.

Commitment of the Manager or Owner

Some managers and owners get excited about team possibilities only to weary over time where the pressures of business and day to day life grind them down.

Your commitment by way of your action and time are critical to your team’s success.

Time

It takes time to build teams. Trust and respect need to be earned and there are no short cuts. Make a decision to pay the cost and demonstrate your commitment.

Patience

Life sometimes throws us a curve ball and not all of our plans go according to the script.


Make a commitment to be patient and as long as you see incremental progress realize progress is progress.

Celebrate Success and do not condemn failures

Learn to celebrate your successes as a team as you go along and learn from failure. Failure is a fantastic teacher if you look at it that way. If you own the business or are a manager realize that you are particularly under scrutiny of your team more so when failure occurs.

Your reaction to change and failure will ultimately determine the amount of buy in you achieve from your team.

Learn to Delegate

As business owners we are sometimes afraid to delegate. Start with small things and as your team gets confidence and does the right thing increase the responsibility.

Be quick to learn

Be quick to learn from each other. The most unlikely team member may be sitting on the very solution you have been looking for in your business.

Listen

Many managers and employees are terrible listeners. Learn to hear what people are really saying and don’t devalue their contributions.

Encouragement

It has been reported that children need 7 compliments to counteract 1 negative statement.

How much more important then is it to encourage your team. Anyone can condemn however a good manager and team member knows how to give genuine encouragement. Show genuine interest.

An Example

Before starting Biz Momentum I once took over an organization that was almost beyond repair. By applying these principals by listening and resourcing employees I took the company from a damaging loss to a substantial profit within 1 year. This was a complex business with complex people and serious mistrust issues.

The cost to me was emotional commitment to change and to listen - it worked.


There is a price to pay for success and no short-cuts. The effort you put in will determine the results.


You can do it - apply some of these principles and you will achieve results.

Don’t adopt a herd mentality and be a follower. Pay the price be a pioneer, a trail blazer and show some character - its worth it. Nothing worth having is gained or appreciated by little effort.

Team Building: How to Create a Dynamic and Successful Work Environment

Team building activities are essential if you want employees who know how to effectively and efficiently work together toward a common goal. At first, these activities may seem silly or you might wonder how they can contribute anything to your company. But the fact is, team building activities are set up to challenge a team and to sharpen communication and group skills.

For instance, one such team building activity is called the Artesian Well. In this game each team must maneuver a virus out of a certain area and into a new one, within set boundaries. Teams must plan ahead, communicate clearly and cooperate to be successful.

Team building events can be organized to span a few days or can take place on one scheduled date. Team building activities can also be integrated into other corporate events, such as meetings, training sessions and conferences, workshops and seminars, as a way to warm things up and get the ball rolling. Even at serious project meetings certain types of team building activities can be used to help the team begin the problem-solving process and incorporate new thinking styles into the meeting.

Team building activities that make use of games and quizzes will help spark new ideas and jumpstart any decision-making that needs to occur in order to get the job done, and get it done well.

When choosing a team building activity, select a game or event that will be fun for all involved, help your employees learn new skills or sharpen established ones, and most importantly, improve results.

There are other kinds of team building exercises as well, which differ from the usual choices but should be considered as options, especially if your team requires more than just a team building experience, but more of a team healing experience, so to speak. Sometimes a group of employees are just not working well together, and it may be due to other life stresses. In these cases, activities that a person would normally do after work might be appropriate, such as yoga, scheduled lunchtime relaxation classes, or a group bowling session.

In the end, as long as you examine your company’s particular needs and choose a team


building activity that will work well with your employees you will achieve the results you desire. Team Building Activities

Some of the essentials of team building include: emphasizing a team focus on shared goals, maintaining individual commitment to these goals, identifying problem areas and working together to overcome these, developing clear strategies to achieve goals, and celebrating achievements together.

Although the theme of the activities chosen for your team building purposes may vary depending on the field and particular interests of your organization, activities are generally customizable to any sized group and suit a wide variety of individuals. The main requirements should be active participation by all team members, and a positive attitude.

In order to get the best results, activities should be ones that get everyone out of their chairs, encourage creative thinking and enthusiasm, and require that team members actively work together to solve a problem or achieve a goal. Many professional team building programs integrate humorous props to help create a playful approach to the day’s lessons, and teamwork in general. Timed exercises or a competition between groups may be used to further boost energy levels and prompt a focused, coordinated effort towards achieving the specific goal.

Team building consultants use everything from art, music and cooking to extreme sport simulations, and more to demonstrate the finer principles of effective team work, often with great success. The fun atmosphere and break from the daily routine can help transcend personality issues or other setbacks at work and provide a fresh start for tackling challenges back at the office, with a renewed sense of unity and camaraderie.

Investigate the teambuilding programs and services available in your area, or browse some ideas online to start planning your next team development day. The time you spend nurturing positive working relationships and reaffirming your shared commitment to common goals will have numerous benefits, from a more pleasant daily work atmosphere, to increased productivity. Make the most of your best resources, your people, and find out how much more you can achieve together.

Team Building Ideas

For a wide range of fun and creative team building ideas, one needs only browse the latest trends in organizational consulting approaches, and use your imagination. Virtually any kind of group activity can be geared towards good team building strategies for a refreshing way to get your company back on track and even open up new directions for you to go together.

Art activities can provide a creative way to engage people on a different level, particularly if structured in a way that requires interaction. Consider the value in assigning each person to one color, for example, as just one possibility to promote cooperation in order to co-create a


complete picture. Encourage abstract images and conceptual thinking to help overcome fears about artistic limitations A- people will likely find they are more creative than they originally thought.

Cooking is another popular choice for teambuilding, as a way to have everyone contribute a task towards creating the final product, or dish. This approach offers the added benefit of sitting down to enjoy the fruits of your labor together, literally. Consultants offering cooking activities are generally able to set up everything you require in ordinary boardroom or conference settings, providing a ready-made way to get your people working together on something a little different.

Outdoor activities are another good way to get your team’s energy flowing. Everything from scavenger hunts, to wilderness survival simulations, to team sports can help reinforce the essentials of teamwork in accomplishing more together than we can as individuals. As in the other types of activities, it is generally most helpful to structure the exercises in a very specific way, taking steps to ensure A“an even playing field,A” as the point is to encourage equal participation by all. This can be done by using non-traditional equipment for sports, making up rules, etc. to maintain a focus more on fun and cooperation, rather than all-out competition.

A wide variety of team building ideas are available through business consultants specializing in organizational culture. Using their carefully developed methods, products and services can help streamline your team building process, and provide you with fun ways of improving your team’s cohesion and effectiveness. Good teamwork requires more than just a talented group of people, and investing the necessary time to develop your group as a team will provide countless payoffs in both employee moral and company productivity.

Investigate the possibilities to creatively address any setbacks your team is experiencing, or just generally refresh everyone’s focus and commitment to working together for optimal achievement. A motivated team that is confident in their individual roles and clear on the direction of their combined efforts is the recipe for success that will take your company where it needs to go.

Team Building Training

Team building is the process of bring together individuals who need to work cooperatively and providing activities or exercises that help develop the basic skills required for effective teamwork including good communication, clarification of goals, problem solving skills, and more.

Where training is concerned as a part of team building, this often refers to a more skills-centered approach, rather than the more generalized methods of team development.

However, your team building training will depend both on the needs of your organization, and the style and capabilities of the team building consultant you bring in to facilitate the process. Virtually any team building activities can be made more or less training-oriented to suit your goals and expectations.


Team building is a process of bringing together individuals who need to work cooperatively and providing activities or exercises that help develop the basic skills required for effective teamwork, including:

-good communication skills, including conflict management

-the ability to clarify goals and work cooperatively towards achieving these

-staying focused on the task at hand

-problem solving

-the importance of each individual’s contribution towards the greater goal

These general concepts will carry over in the form of improved interpersonal relationships at the office, improved morale and more effective communication and cooperative efforts during the course of daily work. The ultimate result of a happier, more motivated team is increased productivity for the company as a whole.

As mentioned, these benefits can be augmented by focusing on specific problem areas your team may be encountering, or areas for improvement. It may be helpful to sit down together before choosing an approach to training, to allow each team member to voice any concerns, issues they would like help addressing, suggestions, and so on. The intention behind team building and training is to empower each team member to be as effective as possible, not to point out deficiencies or place blame. The more involved each individual can be at each step of the process, the more helpful the experience is likely to be.

Finding ways to help a group of individuals function effectively as a cohesive team is a process that requires structure and commitment over time, as well as regular review. Like any other relationship, communication, change and growth are all necessary components of the way team members work together, and the working relationship will evolve naturally over time given the attention it needs. Periodic team building training will ensure everyone is on the same page, and going in the right direction.

Take some time to explore the vast range of team development resources available and start to think about methods that may be the most useful for your team. Try to keep an emphasis on the fun side of learning and make the experience an enjoyable one. Remind your team of their many strengths as you explore ways to become more effective together. With a clear, shared focus on goals you maximize your combined ability to reach the desired outcome, and can look forward to celebrating future successes.

Corporate Team Building - Shake ‘Em Up To Wake ‘Em Up

Team building has become somewhat of a buzz word in corporate circles over the past few years. Many corporate event planners toss the term ‘corporate team building’ around willy-nilly as part of their marketing talk - but their events don’t always live up to the team building promise. For an event to actually transform and cement new ways of working together, it has to offer more than just lip service and a group trip to go fly-fishing.


Successful corporate team building events have a number of elements in common:

1.    The opportunity to see the roadblocks to successful communication and teamwork

2.    The chance to see co-workers in unfamiliar roles and situations

3.    The necessity to work together toward a common goal

4.    The support needed to forge productive new ways of working together

Good corporate event planners take those cut-and-dried concepts and turn them into a fun learning experience. The true geniuses in the corporate event world can create amazing and transforming events that will shake up your organization and wake up inspiration that you never knew existed in your company. Experienced planners of team building events know how to bring your coworkers and employees together in new ways that highlight the strengths you know they have, and show them how to use those strengths to build a solid service or production team that simply can’t be beat.

Chillisauce, a UK company that specializes in corporate events and group tours, explains that team building challenges can be beneficial in highlighting how work obstacles are overcome by working together. Among the fun team building activities that they’ve offered are a Limousine Treasure Hunt, a Spy Mission, Dragon Boat Racing and the opportunity to participate in It’s a Knockout!

Other companies plan ‘Service Days’ that may include building a children’s playground for charity or pitching in to completely renovate a home for a local charity. In any case, the value of the day is in the lessons carried home at its end - that the team can overcome anything by getting to know each other and working together - as a team with unique members.

Corporate Team Building Techniques

Corporate Team Building generally refers to the selection and motivation of teams for fulfillment of organizational goals. Our society is increasingly becoming a multi-cultural one and you are required to work with different groups of people and expected to get along with them as a team. This is more in the case of transnational and multi-location conglomerates. Corporate Team Building Techniques are methods to help people adapt to these new requirements. Your corporate team building skills are critical for your effectiveness as a manager. Even if you are not a manager, your understanding of team building makes you an effective member of the corporate team. Corporate Team Building Techniques can make your team accomplish objectives as a team rather than working on their own.

There are certain factors that are critical to Corporate Team Building. You may have a strong fusion of individual contributions. Diversity of skills and personalities are quite effective in Corporate Team Building. When all members of the team contribute to their full strengths, they compensate for each other’s weaknesses also. Different personalities and skills complement


each other. Corporate Team Building Techniques involve good communication between the team members as well as harmony between the members.

Corporate Team Building - Versatile Practical Tools

Putting a group of people together does not automatically equal a team. Corporate Team Building starts with getting the people in the team to know each other. The technique involves in learning to get along with each other, develop interpersonal trust, and communicate well. This helps build team spirit. On a daily basis, members of a corporate team need to develop habits to function as an effective team.

There are a number of ways to Corporate Team Building. Each member of the team could take a course on how to work collaboratively. This is an individualistic approach and may, or may not, help in forming a cohesive unit. One other way could be to employ Corporate Team Building professionals to help train your corporate team in functioning as a cohesive unit. This is a great idea, but may not fit into your budget.

You could find your own techniques for Corporate Team Building. Put your corporate team members into new challenging fun activities that will require contact and communication between them. Organize events where they get together for fun activities, such as fly-fishing, sailing regattas, road rallies, snowboarding, interactive seminars, etc.

These activities go a long way in improving communication and interaction, and help Corporate Team Building.

Creating Successful Team Charters

How many times have you been on, or heard about a team that got frustrated? Or felt like they weren’t making progress? Or weren’t completely clear on what they were expected to do? Or didn’t feel like they had support from those above them?

If you are like me and most people I know, you are nodding yes to one or more of the questions above.

There is one single thing that can alleviate or eliminate these challenges and get the team off to a solid start. That single thing is a team charter.

What is a Team Charter?

A charter is a document that describes the purpose, boundaries and agreements of the team (the details are below). It is co-created by whoever is sponsoring or forming the team and by those who will be on the team. The power of this document comes from the conversation and agreements that are recorded on it.

Because the power comes from the agreements that are reached, the format of the document


itself is less important than the conversation. Whatever the format, the components in the next section should be considered.

What is Included?

Team charters should address the following areas and answer the related questions.

—    Purpose and Alignment. Why is this team being formed? What purpose will it serve? What challenge, problem, issue or opportunity will it address? How is the work of this team in alignment with the larger goals and strategies of the organization?

—    Goals and Expectations. What are the specific goals for this team? When will we know we have completed their work? Who are Customers and Stakeholders of the team’s work? What are their needs and expectations? What are the obstacles or challenges that can be seen at the start? Make sure to state the goals clearly with measurable outcomes and time-lines.

—    Roles. Who is the team leader? What is their role? Who is responsible for facilitation, logistics, and information management? Who will be responsible for communication to stakeholders and the team sponsor? How will each person be involved in decision making?

—    Approach. How and when will the team meet? What are the norms or ground rules that the team will agree to? How we make decisions? How will we hold each other accountable for these things and for task completion? Who will communicate team progress and to whom? Your charter should also include a high level look at the major phases or milestones in the life of the team and outline those.

—    Skills and expertise required. Make a listing of the skills and expertise that will be required for team success. Identify the individual on the team that can provide those skills and perspectives. Identify any gaps in skills and determine a way to attach those skills to the team through other resources. Adding these skills doesn’t mean you have to add people to the team. It means that subject matter experts can best be identified and invited to participate in the beginning and a charter helps make that happen.

—    Resources needed. What budget of time and money will be needed for this project? What other resources will be required?

—    Authority. What level of authority on spending does the team have? What authority do they have for other resources? What approvals will be required and by who?

—    Agreement. Once all of these questions and items have been documented, your charter should be signed by the team sponsor and each team member. This will cement the agreement and make it easier to hold people accountable. It also ensures that every team member understands and is on board with the complete charter.

How do I Implement a Team Charter?


Because there is some structure required, typically a leader who is forming or sponsoring a team would initiate the process. If this doesn’t happen in your organization don’t use that as an excuse! Whatever your role you can gain support for having a conversation that leads you to the clarity and agreements that a charter will provide.

Get the team together along with the leader who formed and/or is sponsoring your team. Have a conversation about the eight items above, documenting your agreements. You may be able to finalize a charter in one meeting, or it might require people to gather more information before finishing - do what makes sense given the size, complexity and importance of the team’s output. Remember all time invested here will be repaid many times. Resist the urge and tendency to “get this done and get on with the work.”

Once the document is created, have all parties sign it as a way to signify commitment to each other. Then keep the document fresh by referring to it in team meetings and making sure that you stay on-track with the boundaries and guidance it provides. Recognize too that as time moves forward you may need to make adjustments, clarifications or changes to the charter. This is perfectly fine as long as all team members and the leader and sponsor are in agreement and “sign on” to the changes.

Be Forewarned

Will creating a team charter take time?

Absolutely.

Will some people want to stop talking and get started?

For sure.

Recognize these facts but remember an even bigger one A- time spent collaboratively building a charter will be repaid in reduced frustration, improved productivity and better results.

Management: CRM Customer Relationship

The catch phrase of the 1990s, Customer Relationship Management, was an instant darling of large and medium business houses, which in theory promised to develop and manage a happy and cordial relationship with customers. Now a decade and more into customer relationship management, organizations are slowly realizing that the unwieldy process is no longer easy to handle easily, as they initially thought, and forging a relationship forever is not gaining ground.

The reasons for the slow progress of this magnificent management tool are not very difficult to


understand, although it has taken years to dawn on the organizations. However, fundamentally, the theory of CRM, customer relationship management, is still the wonderful formula for insuring your customer base. Let us see the two biggest stumbling blocks on the road to successful customer management relationship.

Two of the Biggest Stumbling Blocks to CRM

1. The success of customer relationship management depends on whether each interaction of customers with the organization was satisfying enough.

2. The cumbersome process is cost ineffective and unfriendly to maintain and track product and user data accurately

However, software managed databases are coming close to inject efficiency with advanced features to track have changed the face of CRM vastly. Nevertheless, the recent advent of internet technology has proven to take CRM to an altogether different plane wherein customer can instantaneously interact with automated answer banks and/or a customer support executive.

So, What Is the Basic Structure of Automated CRM?

To make things simple, let’s take the three core structural elements of an automated CRM. These three can be enumerated as: 1) Operational structure, to automate the fundamental business processes like marketing, sales, and service;

2)    Implementing analytical technology to support customer behavior analysis and finally,

3)    Cooperative approach to ensuring customer contact through media such as web, phone, SMS etc.

Software based CRM brings in certain cutting edge advantages.

1.    Round the clock and 365 days information delivery on products/services, usage, problem solving over the web.

2.    Automated scheduling of sales and service calls

3.    Automatic guidance to typical problems

4.    Interactive web tools allow customer define quality and/or problems

5.    Easy tracking of repeat customers facilitate quicker identification

Still There Is Shadow beneath the Lamp

As business world is moving towards ironing out lacunae, there still remains lot of things to attend to. Not all the customers who emailed to customer departments are satisfied. The general complaint is the quality of service remained the same despite interactive websites. Whosoever is answering the emails still has the traditional supportive back office works to do. Another point that could be sighted here is the bane of automated email reply.


The bottom line, however is, come what may, CRM is here to stay.

Customer Relationship Management

Changing consumer attitudes are driving Customer Relationship Management. Fuelled by Internet induced expectations and an even increasing mood of self reliance among customers, companies have to compete in an environment where communication, buying processes, data management, delivery and service are all-important in the battle for longterm, profitable relationships.

Customers now require:

-    Control over the buying process (information, comparison, selection, easy to find, use and respond to)

-    The best possible price (including delivery, and without compromise to brand or product quality)

-    The quickest, slickest delivery system (preferably free)

-    All payment options (secure)

-    Communications designed to suit the particular need (computerized; complex; caring)

The above apply whatever the form of trading:

-    Direct

-    Traditional

-    Retail

-    E-commerce

-    Wholesale

-    Combination

These attitudes combined with the development of new technology and the growing convergence of a number of ‘new - new’ and ‘emerging - new’ communications and distribution technologies such as:

-    ‘Fixed link’ telephony and telemarketing

-    Internet and VOIP

-    Mobile telephony, SMS etc.

-    Digital TV, Cable, Satellite

is leading to an increasing focus on Customer Relationship Management by all types of


organizations, as they realize that technological change allows them to re-organize the way that they manage customer relationships and make them more profitable.

Organizations are searching for something far more holistic, consistent and yet dynamic.

To achieve that and a sustainable competitive advantage in Customer Relationship Management means working with the management team, staff and suppliers of the company, where reasonable and cost effective using technology (e.g. intranet, extranet) to help to deliver the actions necessary to maximize performance.

One must:

-    Define profitable market sectors and customers

-    Understand customers needs and expectations

-    Identify profitable product and service propositions

-    Create effective, efficient, adaptable, cost effective infrastructures

Customer Relationship Management is: the customer focused management of the whole relationship with each customer, in order to measure, create and increase income and reduce costs for each customer and customer segment and thus to generate greater positive lifetime value across the portfolio.

Customer Relationship Management requires the organization to know the answers to questions such as:

-    Which of my customers are profitable or unprofitable?

-    Do I know their lifetime value?

-    Which of my products and services are they buying and not buying?

-    Have I measured customers’ purchase behavior patterns, their loyalty/retention/repeat purchase and multiple product purchases?

-    What channel preferences do customers have?

-    Who are my most profitable customers and what is their ranking/grouping by risk, by product service grouping, by profit, and by revenue?

-    What strategies can I use to improve a customer’s profitability profile?


It also requires the organization to deliver customer value. Customers must feel that the organization:

-    ‘Understands what I want’

-    ‘Communicates with me’

-    ‘Provides me with added value’

-    ‘Gives me reasons not to switch’

-    Treats me as an individual’

To achieve these answers Customer Relationship Management requires focus on both sides of the equation:

-    Customer Communications Management

-    Process Quality Management

and on three key delivery mechanisms, those of:

-    Proposition

-    Processes

-    People

To be fully effective at Customer Relationship Management an organization has to position the business unit or enterprise (proposition, processes and people) so that the customer is as the center of their business. True Customer Relationship Management means that the business has streamlined customer management through the integration of all customer ‘touch points’, such as marketing, customer service and payment in such a way that true customer satisfaction and loyalty appear to occur effortlessly.

Customer Relationship Management is not a ‘fad’ it is a business philosophy that helps to increase revenue, reduce costs and to build and retain a loyal customer base.

Management: Employee Internet Monitoring Effective Employee Internet Monitoring

Many business owners find themselves in the position to confront employees about their Internet use. Non-work related activities including online games, Internet shopping, stock trading, Internet radio, streaming media and MP3 downloads represent the new temptations in the workplace.

When an employee connects to the Internet, your company is exposed to these four threats:

-    Productivity Threats: Just 20 minutes of recreational surfing a day can cost a company with 30 employees over $1000 per week (At $25/hr per employee)

-    Legal Threats: Employees can sue if you don’t provide a work environment free of gender and minority harassment. This means taking reasonable care to block offensive Internet


content.

—    Network Threats: An employee can crash your network just by logging into the wrong website. Other activity like recreational surfing and downloading MP3 files can divert valuable bandwidth from critical business needs.

—    Security Threats: Viruses enter networks through a variety of sources, such as web-based email, Instant Messenger file transfer, email attachments or through other files directly downloaded from a website.

Companies of all sizes must effectively incorporate email, Instant Messages and web traffic logs into their overall records management strategy. Some companies must do this to comply with industry regulations such as Sarbanes-Oxley, Gramm-Leach-Bliley and HIPAA.

The first step is to choose the types of Internet content that will not be allowed in the workplace. Keep in mind that not all employees will have the same privileges, so it is important the network management solution you choose provides a flexible configuration to suit your needs.

There are two basic types of Internet monitoring solutions: Gateway and desktop solutions. Gateway solutions are software or hardware that act as checkpoint for all Internet traffic on the network. Desktop solutions are installed on the local machine to enforce the Internet policies before the request leaves the machine. Desktop solutions work well on smaller networks and gateway solutions work well on both.

The next step is to create an official company policy specifically for Internet use. It should include all Internet activities and not just those you wish to manage. Keep in mind the document cannot account for every possible scenario on the Internet, so it is important to use broad terms with specific examples. For example, instead of stating Political opinions are not to be posted on newsgroups, ” you may wish to use Messages originating from the company network or other company-owned assets may not contain political opinions.” The second clause is much stronger because it doesn’t specify a message type or delivery system. If you have liability insurance, then be sure to get their approval on all documents. In some cases they will have additional provisions that directly relate to your industry.

The most difficult step will be implementing the new policies. In most cases, some or all users will experience a reduction in Internet privileges. Prepare for a temporary increase in support requests as some users will be prevented from accessing some work-related content. Internet policy configuration is an on-going process that must be routinely maintained.

Soon the complaints from users will cease and production will return back to normal. It is important to keep your filtering software updated and to maintain a history of Internet activity.

If the time comes when you must confront an employee about their Internet use, you will have proof of their Internet activity and a detailed comparison to their peers. That is a much stronger case than saying I’ve seen you 10 times looking at...

Management: Employee Performance Employee Performance Management


Fixation of compensation or wage rates for different categories of employees in a company is an important task of management. The employees are not only concerned with the wages received but also concerned with the level wages received by same level of employees in similar organizations. Hence wage structure may be considered very important. The relative wage-rules must be fixed carefully, because they have implications for promotion, transfer, seniority and other important personnel matters.

Wage plan should possess certain fundamental characteristics if the long term interests of the worker, management and the consumer are to be served. The wage plan must be linked with the productivity of the workers. Unless higher pay scales of workers are linked in some way to the productivity of workers, a wage plan will not be fair either to the management or to the consumers.

Basic wage for each job classification should be related to skill job requirements of job. Due consideration should be given to such factors as skill, length of time required in learning, versatility required and working conditions. In all fairness to management, the plan should usually result in a reduction of unit cost of manufacture, making possible lower prices and higher profits.

In all fairness to the consumers a share of higher efficiency should be passed on to them by way of lower price. This will be possible when there is reduction in cost due to higher efficiency. Thus the wage plan must ensure that all participate share the gains of higher productivity. The wage plan should include an incentive system for the efficient workers. The system should ensure higher pay to the workers who perform work at higher level of efficiency. The wage plan should guarantee minimum wage to protect the interest of workers against conditions over which they have no control.

Employee Performance Reviews - Dealing With Disagreements

Most of the time, you have a reasonably good understanding of the areas where disagreements are likely to pop up in the course of the performance review discussion

What do you do when an employee disagrees with something you’ve written on their performance review? How can you prepare for this and deal with it effectively?

Start by listening to figure out the source of the disagreement. Is it an issue of fact (you wrote that the employee received a customer satisfaction score of 79 but the employee says that his score was actually 83), or is a matter of judgment (you wrote that the employee’s customer service skills were unsatisfactory; she feels that her skills are terrific)? If the disagreement involves an issue of fact, get the facts and make any corrections necessary. If it’s a matter of judgment, ask the employee for additional evidence. Then determine whether that evidence is weighty enough to cause you to change your mind, revise your judgment, and amend the rating that you assigned on the employee’s performance review.


Most of the time, you have a reasonably good understanding of the areas where disagreements are likely to pop up in the course of the performance review discussion. Before beginning the discussion, re-read the review you wrote and try to spot the areas where you and the individual may not seem eye-to-eye. Then ask yourself, What am I going to say when George disagrees with my assessment that his performance on the Thompson project just barely met expectations? If you’ve taken to time to review the appraisal you’ve written for potential hot spots, and given some thought to how you’ll respond, you’re much less likely to be caught off guard.

During the employee performance review discussion, start with your higher ratings and move toward the lower ones. Be prepared to give additional examples besides the ones you’ve included on the formal written appraisal. Refer back to the informal conversations you have had with the individual over the course of the year.

Of course, if you haven’t had on-going, informal performance review discussions with the individual over the course of the appraisal period, then it’s much more likely that disagreements will surface during the review. That’s one more reason for scheduling periodic, How’s it going? discussions with each person on your team.

As soon as a disagreement pops up, switch into active listening mode. Active listening involves allowing the other person to clarify both the facts and feelings about an issue so there’s nothing left under the surface. For example, using phrases as simple as, Tell me more ... or, What else can you share with me about that. .. ? or, Really .. . ? can encourage people to talk more about their perceptions. Simply nodding without saying anything encourages people to expand on what they have said. It’s not at all unlikely that the employee, allowed a sufficient chance to think aloud about what you have written, will end up saying, Yeah, I guess I see what you mean.

In dealing effectively with employee performance review disagreements, remember what your objective in the discussion is A— and what it isn’t. Your objective in a performance review discussion is not to gain agreement. It is to gain understanding. If the employee agrees with you, that’s great. But particularly if your appraisal is a tough-minded assessment of the fact the Charlie’s contribution toward achieving your department’s objectives was only mediocre, you’ll probably never get him to agree. That’s OK. What you want is for him to understand why you evaluated his performance the way you did, even if his personal opinion is different.

Finally, if you have several employee performance reviews to deliver, don’t start with the individual whose performance was the worst and where disagreements are the most likely to arise. Start with the easiest A— your best performer A— and move toward the more difficult.

In this way, you’ll build your skills and become more comfortable with the performance review process. Remember the advice that John Dillinger, the 1930’s public-enemy #1, once provided: Before you rob your first bank, knock off a couple of gas stations.

Employee Recognition Awards Create Progress


In difficult situations, when companies are in crisis and can only be saved by major effort, group morale often rises to far higher levels than before. Individual objections and objectives are bypassed in the collective drive to do what must be done. This is where recognition awards take its importance. High group morale can enrich individual motivation and performance remarkably!

I. Planned Awards:

1.    Recognition Awards

On its basic concept, recognition awards are effective ways of increasing and boosting a person’s morale. It encourages them to accept of and have a desire for change at all times. The change they will make is not entirely for the advantage of the company but to his or her own personal achievement as well. Basically, the common recognition awards given to an employee are based on the three categories of recognition. These can be planned, immediate, or formal. If a recognition award is set on a formal approach, the award should focus more on the employee’s exceptional contribution to the organization for a given year. Some of the examples of formal recognition awards are:

2.    Employee Service Award

This may refer to the remarkable service extended out by an employee. This means that he or she had taken responsibility of not only doing their assigned task but were able to complete other work that made the entire organization benefit from it.

3.    Customer Relations Employee Awards

This is to recognize people who constantly make effort in reaching out to the company’s most important asset the customers. And by merely providing them with exceptional customer service is good enough in such a way that the company is too grateful to just take it for granted.

4.    Retiree Recognition Award

This goes out to employees who gave almost half of their life serving the company, providing exceptional service, and undivided loyalty throughout the service period. On the other hand, if the recognition award is planned, meaning giving out these kinds of recognition awards are pre-set and the frequency of conducting them is on a routine basis, then it should be focused on simply recognizing an employees simple yet notable achievements or manifests a good area for advancement.

5.    Employee of the Month

This is given to employees who where noted to have done outstanding performance in a given month. This type of recognition award usually boosts the person’s morale in terms of


emotional satisfaction and personal fulfillment. This, in turn, encourages and motivates them that if their colleague was able to achieve it, so can they.

6.    Best in Attendance

In order to motivate people to come to work on time and avoid habitual absences, this type of recognition award should be given. This, in turn, reflects the company’s value for the employee’s presence, that a day or even a fraction of missed work is detrimental to the entire organization’s development.

7.    Best in Customer Service

This type of recognition award is given to those who have exceptionally rendered customer service to their clients, thereby, motivating more people to opt for their services because of the kind of satisfaction they will get from the organization’s staff. In many cases, it is usually the customer service that keeps people from coming back to the company. And so, if carried out well by an employee, it is just right to acknowledge it. And last, if the recognition is based on immediate recognition, the recognition awards should reflect the urgent need to take note of a person’s commendable completion of a given task, in which, when done by anyone else may not have resulted as well.

II. Unplanned Awards:

1.    Teamwork Effort

This type of recognition award is given to a group whose outstanding performance had contributed to the company’s growth.

2.    A special project award

This refers to the immediate completion of a special project which reaped good results. This recognition award is effective in motivating people that the earlier they complete their work at the same time maintain the quality of output, they will be rewarded.

3.    A simple employee appreciation

This type of recognition award is a simple way of uplifting the confidence and drive of the employee to continue and keep up the good work. The bottom line is that, if a company knows how to take car of its people by giving recognition award, the employees will take good care of the company in return.

Management: Employee Retention & Commitment

A committed employee is extraordinarily valuable. You can gain staff commitment by meeting people’s key needs: paying attention to people at all levels; trusting and being trusted; tolerating individuality; and creating a blame-free, can-do culture. But why go through all


these? What is the importance of gaining trust and commitment? It all goes down to the fact that when a company gains the trust and commitment of their employees they establish employee retention. And employee retention is vital in establishing a firm foundation as the company proliferates and achieves their goals.

1.    What Is Employee Retention?

Basically, employee retention is all about encouraging the people to commit themselves throughout in the company. Through employee retention, the company is able to lessen the additional expenses of hiring and training new people and at the same time build trust and commitment within coworkers, the result of which is happier, harder working employees.

2.    The Basics Of Gaining Trust

The quality and style of leadership are major factors in gaining employees’ trust and commitment, thereby, initiating employee retention in the long run. Clear decision-making should be coupled with a mutual and emphatic approach. This entails taking people into your confidence and clearly and honestly valuing their contributions. In turn, you gain employee retention.

As the boss, you should also

-    Make yourself as visible as possible

-    Show yourself to be approachable

-    Always be willing to listen to others

-    Never ask an employee to do something you would not be willing to do yourself

-    Learn to trust those who work for you - trust is a two-way street

3.    Sense Of Ownership In The Organization

A company can gain trust and commitment and expand their shareholders at the same time by offering employees the opportunity to purchase shares in the company, or better yet, implement a rewards program where shares in the company are offered instead of monies. By letting them feel that they will realize that the success of the company is their success as well, and its downfall is their failure too.

4.    Pride

If your employee takes pride in being a part of the organization or the company, chances are that employee will surely stay for good. Employee retention is achievable when the employee feels good about the work, loves the company, knows that they are in good hands, and takes pride in their work.


3. Willingness To Work Long Hours


If you are able to encourage your employees to work long hours without having to mandate them or push them, chances are you are establishing a good sense of employee retention. This just goes to show that the employee is more than willing to commit longer hours of work not because of the overtime pay but the fulfillment, that he or she wants to achieve.

4.    Holding Personal Values Consistent With The Organization

If your employees continue to take part in the company’s values and moral standards and incorporate these things within their own system, this goes to show that they are committed to the company and that they are willing to be a part of the group for as long as it exists. That is a clear manifestation of employee retention.

5.    Creating A Strong Sense Of Team Spirit

Employee retention can be achieved if you know how to foster a sense of team spirit. If this is achieved, you can be assured that your employees will serve best for the interest of the group and their individual satisfaction as well. Corporate events and challenges between departments (or even between store locations) are examples of how you can foster team spirit.

6.    Commitment

Commitment is the highest form of employee retention. If your employee is already committed to the company by expressing his or her desire to uplift the status of the organization, to boost productivity, and to refurbish mistakes and failures then you can be sure that the employee will stay for good.

Keep in mind that when employee retention is achieved, the company should, in turn, keep that retention as well by remunerating effectively and expressing appreciation through employee recognition. If this is all incorporated, then, a harmonious relationship between the employee and the company is at hand.

Employee Retention: What Employee Turnover Really Costs Your Company

It’s one of the largest costs in all different types of organizations, yet it’s also one of the most unknown costs. It’s employee turnover.

Companies routinely record and report costs such as wages and benefits, Workman’s Compensation Insurance, utilities, materials, and space, yet most companies have no and report the cost of employee turnover. It can be much higher than you think.

How Much is it Costing You?

Several well-regarded studies have recently estimated the cost of losing an employee:


A* SHRM, the Society for Human Resource Management, estimated that it costs $3,500.00 to replace one $8.00 per hour employee when all costs — recruiting, interviewing, hiring, training, reduced productivity, etcetera, were considered. SHRM’s estimate was the lowest of 17 nationally respected companies who calculate this cost!

A* Other sources provide these estimates: It costs you 30-50% of the annual salary of entry-level employees, 150% of middle level employees, and up to 400% for specialized, high level employees!

A* Do a quick calculation: Think of a job in your organization where there has been some turnover, perhaps supervisors. Estimate their annual average pay and the number of supervisors you lose annually. For example, if their average annual pay is $40,000, multiply this by .125% (or 125% of their annual pay, a reasonable cost estimate for supervisors). This means it costs $50,000 to replace just one supervisor. If this company loses ten supervisors a year, then 10 times $50,000 equals $500,000 in replacement costs for just supervisors. This is the bottom line cost. The top line cost? If the company’s profit margin is 10%, then it costs $5,000,000 in revenues to replace these ten supervisors.

Do These Numbers Seem Unbelievable?

Here’s an actual calculation from a well-regarded organization in my community. The HR Manager of this human services organization (housing for disabled persons, sheltered workshops, etc.), estimated that 30 entry level people leave his organization on average every quarter.

This averages out to ten people per month. Let’s be extra conservative and shave SHRM’s estimate (see above) down to $3,000.00 to replace each employee.

This amounts to $30,000 per month, or $1,000.00 in employee turnover costs every day of the month! Annually, this totals $360,000.00.

Actual turnover costs are usually much higher than we think they are — until we estimate them.

You may be thinking, “Some employee turnover is unavoidable, even desirable.” You’re right. Some turnover is necessary, to replace marginal or poor employees with more productive ones and to bring in people with new ideas and expertise. However, high turnover costs are both avoidable and unnecessary.

This is where companies need to focus their efforts. The goal is to retain valued performers while replacing poor ones.

Most companies group both types of performers together when looking at turnover. By doing so, they’re missing the cost and significance of replacing the good performers.


Why Don’t More Companies See This as a Costly Problem?

There are a variety of reasons this is not seen as a problem, all of which cost companies in expertise and dollars. How many of these occur in your organization?

1.    No process is in place to tabulate costs. One survey found that only 44% of its respondents had a process in place to estimate turnover costs; 43% of companies relied on intuition, and 13% had no process at all. (1)

2.    Costs are not reported to top management. It’s a business axiom that one of the best ways to get top management’s attention is to show them what something costs. However, most top management never gets to see turnover cost estimates because most companies don’t measure them — or if they do, they don’t report them to top management.

3.    It’s an inescapable cost of doing business. Except, it’s not! While some turnover is unavoidable and desirable, most turnover, especially among your better and top performers, is largely avoidable. Thinking that turnover is just a normal cost of doing business is the same quality of thinking which says that accidents are just an inescapable part of being in the construction business.

4.    It’s an HR problem. While HR needs to be a key partner in reducing turnover cost, this is a strategic issue requiring top management’s attention and actions, in addition to HR’s efforts, to resolve it.

5.    Costs are underestimated, and so they register less concern. If costs are underestimated because the organization doesn’t agree on or know what to measure, the statistics generated either register less concern than they should, or are disputed and held in disregard.

What Costs Need to be Fully Estimated?

A comprehensive program measures the following costs:

Exit costs

Recruiting

Interviewing

Hiring

Orientation

Training

Compensation & benefits while training

Lost productivity

Customer dissatisfaction

Reduced or lost business

Administrative costs

Lost expertise

Temporary workers


There needs to be advance agreement among Human Resources, Finance, and Operations as to which cost measures will be considered valid. Then, it has to be measured and reported.

6. Waiting until there’s a crisis. I was amazed when the executive director of one organization told me she knew that one of her capable managers was unhappy, but decided it wasn’t necessary to take action because she hadn’t received a letter of resignation yet.

Prevention is what works best. Begin to measure your turnover costs and, very importantly, look at who is leaving so you’ll know if you’re retaining your best people.

The time to do this is now. Waiting until there’s a crisis to take action limits your options and success rate. It also often triggers the common response of offering more money to get someone to stay, instead of fixing the original problem.

Why Do So Many Retention Efforts Fail?

These are among the most common reasons company retention efforts fail, even when they’re implemented by capable people.

1.    No assessment, so ineffective solutions are chosen. In their hurry to correct a costly problem, companies often forgo conducting a relatively brief and cost-efficient assessment in order to correct the situation faster. However, implementing a solution without diagnosing who is leaving, and why they’re leaving often results in solutions that are incapable of solving the root causes behind turnover.

Diagnosing the reasons behind turnover always pays for itself. Don’t start without an assessment.

2.    Implementing too many solutions instead of the most effective solutions. Managers often brainstorm a number of plausible solutions, then implement many of them — especially those favored by top management. However, what is most needed is to select and implement a limited number of solutions which will be most effective at solving the problem. Implementing too many solutions, even good ones, will diffuse your resources and weaken your efforts and success.

3.    No way of measuring success to know what works. How do you know which retention solutions you’ve implemented are working effectively and which aren’t, where you need to make refinements, and what strategies you need to drop if you don’t have a way of measuring your results?

How Do We Do a Better Job of Retaining Employees — Especially Our Most Valuable Ones?

First, rank your employees in three categories: best performers, middle performers, and lowest performers. Your objective is to retain your top performers; develop and retain your middle performers, turning them into near-top or top performers if possible; and potentially


replace your lowest performers.

Second, agree internally on the measures you’ll use to calculate turnover costs. Be certain you’re taking all costs into consideration. Most organizations greatly underestimate them.

Third, report turnover costs to top management on a monthly, quarterly, and annual basis.

When turnover costs are unacceptably high, or higher than your industry’s average, do an assessment. Find out who is leaving and why they’re leaving. Exit interviews can help you find out why.

You need to know if it is your top, middle, or lowest performers who are leaving so you can gauge the expertise level leaving your organization. You’re obviously going to employ (and pay for) different strategies if your top performers are voluntarily leaving, compared to middle or lowest level performers.

Develop solutions capable of solving the problems you uncover, and only implement a limited number of them.

Measure the success of your retention efforts, and refine them.

Two Very Key Strategies to Save a Large Amount of Time and Money.

Very key strategy # 1: Don’t wait until turnover costs become unacceptably high before you implement an ongoing retention program. Put a retention program in place before you have crisis situation. You not only must find out why employees leave your organization, you must also find out why others stay.

Very key strategy # 2: Survey your top performers now in order to find out what keeps them there, why they might leave, what type of competitive offers they may find attractive, and what they need to be happier and more productive in their jobs. You’ll do a better job of keeping them (along with their expertise and value). You’ll also find out highly beneficial information about improvements your organization needs.

This means driving improvements in your organization by what your best people tell you, instead of focusing on taking care of the ever-present complainers in every organization.

Just How Valuable are Retention Efforts? One source estimated that a 10% reduction in employee turnover was worth more money than a 10% increase in productivity, or a 10% increase in sales!

Retain and gain.

Employee Rewards Reap Results


The way you reward people forms an essential foundation for effective people management. Money is by no means the only motivator of people, but too little money demotivates powerfully. Studies have shown that material reward is far more powerful than monetary.

1.    How To Determine Levels Of Reward

To determine how much reward is appropriate, consider the question what level of employee reward will attract, retain, and motivate people of the caliber that you require. If an employee does something that results in a one-time boost for the company, a one-time incentive is most appropriate.

2.    Why Give Employees Added Rewards In Addition To Wages?

Keep in mind that the main reason why you are giving an employee reward is because you want exceptional results, not comparable performance. Exceptional productivity will more than cover extra pay.

-    Employee rewards should be set for noteworthy achievements

-    Rewards must be related to a particular completion of a given task

-    Employees should be encouraged to express their recent achievements

-    Ensure the employee knows they deserve it, it will have a great impression on their personality

3.    Employee reward should never be an alternative for a reasonable remuneration scheme

This type of award should not be set as an enduring option to stable income amendments when, in fact, these changes should be carried out for constant and regular completion of tasks, excellent execution, and notable modifications in conscientiousness, or enhanced assessment of a status. Remember that employee reward is a one-time incentive program; therefore, it should be set out clearly and must be understood well by the employees so that they will know where to stand.

6.    Employee rewards should not reflect the impression that these are changes to one’s basic pay

It must be set out clear to the employees so that they will not expect anything more than what they have to receive. Make it apparent that the extra pay is for special achievement only and nothing else. Generally, employee rewards may be in the form of cash incentives or non-cash fringe benefits. It could even be something of no real financial worth such as a personal letter of commendation.

7.    Reward By Volume

If you have to use a monetary type of employee reward, give reward based on results. This means that the employee gets a fixed amount for a specific amount of results. In theory, this


gives the employee the best incentive to maximize output. In fact, employees tend to put a ceiling on their earnings and thus on their effort. Nevertheless, the key concept here is that the management should only give an employee reward that is tied to an individual achievement. The reward must be reasonably large to have value - no one likes getting an overly small reward as it could have the opposite effect and make the employee view the company as cheap or undervaluing them. Never reward an employee for what has been accepted as a sensible objective. It should be given for extraordinary achievements only.

Management: Keys To Get Out Of A Rut Seven Keys To Get Out Of A Rut

Rut — a routine procedure, situation, or way of life that has become uninteresting and tiresome... And not surprisingly, unprofitable.

They say a rut is a shallow grave with two open ends. The good news (good news?!) is that the ends ARE still open, which means if you act fast, you just might out of it. How do we get into these ruts anyway? Who would voluntarily lie down in that grave, shallow or otherwise?

Dr. Edward Debono suggests that thoughts are pathways literally “etched” in our brain as electrical connections that get strengthened each time we think them — thus limiting our mental options. Just like cow paths. It all begins when one of the cows wanders home from the field along a new path. Being cows, others naturally follow, nicely beating down the grass. The next evening our intrepid cow is a bit less bold, and follows her own freshly trampled path, fellow cows in lockstep behind her. And so on, night after night, widening the path into a footpath, which over time becomes hardened into a dirt road.

More time passes and the road is paved into a street, then an avenue, a two-lane highway, and ultimately an interstate. By the time you come roaring up the onramp in your shiny SUV, your direction is all mapped out in front of you. There’s no way to turn, and no where to go but towards the next exit.

If you want to chart a fresh direction you are going to have to grab the steering wheel and give it a hard, gut-wrenching yank to the right. And so it is with your thoughts and actions. Repeating them a few times all but insures you will comfortably repeat them indefinitely unless you take deliberate - possibly disruptive — action to do otherwise.

Here are 7 rut busters I use with my business coaching clients that you can apply immediately to get yourself and your business out of a rut.

1. Shift your mindset from self to customer. Most business people think of themselves first. They craft product and service offers from their own perspective and consider themselves the beneficiaries of their actions.

While that’s not wrong, to get out of your rut do this: put yourself into the mind of your customer. Who are these people anyway? What are they concerned about? What are they


trying to accomplish?

If you were your customer, what would you think of that new product, marketing campaign, or mail piece? Are you selling your wonderful “stuff”, or are you providing them tangible, meaningful benefits. Ask, “If I were the customer, would I care?” And if not, consider, “What WOULD I get excited about?”

2.    Shift your mindset from customer to client. A customer is someone who buys your goods or services. The original meaning of client is entirely different: someone who is under your care and protection.

Now that’s a switch, isn’t it? If they’re customers, your goal is to get them to buy something. But if you were to think of them as under your care - would you approach your business from another angle? How would you take care of them? How would you “protect” them? What new programs would you want to implement immediately?

3.    Revisit your vision. Whenever I feel like I’m in a rut I return to my vision and I do 2 things. First, I make sure it still inspires me and that it is pointing me in the direction I want to go. Once sure, I put pen to paper and rewrite it. Not just once, but over and over. And I keep writing until I can’t write it anymore because I’m jumping up and down with a new idea I must do something about right away.

4.    Conduct a Survey If you don’t know what to do next, ask your clients. (They are clients, aren’t they?) Conduct a survey about anything that interests you. Ask them what’s bothering them. Ask them what they’re stuck on. Ask them what they like about your company and what they’d like you to do next. Ask them about new features, or new products, or new services.

If you’re not happy with your current customers, conduct a survey among the kind of people you’d like to have as customers. And, if you can’t do that, conduct a survey online. Write an attractive search engine ad, promise something of value, and drive people to a survey page. Ask them anything you like - the answers will almost always provide you with a neat mind-shift.

5.    Focus on building your strengths and dump your weaknesses. From the time we are little children we are taught to better ourselves by working on our weaknesses. This is often both frustrating and fruitless, and certainly not as much fun as practicing our strengths.

Try this on: What if you focused 100 percent of your energy on being world-class in those few things at which you are already very good, and out-tasked or outsourced those things at which you were mediocre. Imagine if you never had to face any of those things again and could spend all your time doing the good stuff. Would that change the way you felt about your business? Would that bust you out of your rut?

6.    Not if, but how. Think of that wild and crazy idea you had recently. The one where you said to yourself, “That would be great, but there’s just no way.” Well, I know there’s no way - you


just said so — but if there was a way, what would it be? Answer that question as if you believed it was possible - probable even — and then get busy making it real. That’s power, you know — turning your vision into reality. Talk about a breakthrough!

7. What are you willing to sacrifice? Some important things are more important than other important things, and trying to keep all those plates spinning in the air saps your vigor for the ones that truly matter. Dissipated energy - lethargy — is one of the reasons we lie down in that rut in the first place, and dropping a few of those plates can really help things break loose.

So let go. Make the sacrifice. Clear your plate and give up some of those precious things you’ve been holding on to. Focus your vitality on plans which will really rock your world. Ruts? Who needs ‘em.
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So let go. Make the sacrifice. Clear your plate and give up some of those precious things you’ve been holding on to. Focus your vitality on plans which will really rock your world. Ruts? Who needs ‘em.

Management: Improve Customer Loyalty Tips to Improve Customer Loyalty

Statistics show that, on average, U.S. companies lose half of their customers every five years.

It’s true that acquiring new customers will help your business grow. However, your current customers are the lifeblood of your business and keeping them happy should be your highest priority. Here are a few ways to make sure your customers keep coming back.

*    Understand lost customers. Many business owners mistakenly believe that customers choose to patronize other companies solely because of better prices. While pricing can be a concern, customers often head to the competition when they don’t feel valued.

A change of lifestyle may have also created a situation where customers no longer need your product. By staying in touch with their needs, you might be able to adjust your offering to continue servicing them.

*    Know your customer’s top priority. Maybe it’s reliability or speed or cost. Your company should know your clientele’s No. 1 priority and consistently deliver it. Remember, customers’ desires change frequently, so ask yourself this question every six months.

*    Acknowledge the lifetime value of customers. The lifetime value of your customers is the income you would gain if a customer stayed with you as long as they could possibly buy your product or service.


For example, the lifetime value of a customer employing a financial adviser could be several decades and could span several generations. Treat the parents well and you could win the children’s business.

*    Create a positive first impression. Good first impressions tend to generate loyal customers, and you get only one chance to make a positive first impression. Appearance is important.

The exterior and interior of your business should be neat and clean.

*    Listen to the customer. Employees should listen actively to customers. Reassure your customers that you genuinely want to help them. Customers will judge your business based on the politeness, empathy, effort and honesty of your staff.

*    Address and resolve complaints quickly and effectively. Inevitably, your employees will encounter unsatisfied customers. Whether they’re returning an item or changing a service, customers expect a fair policy. If you cannot offer a resolution immediately, let the customer know when he or she can expect an answer.

Management: Quickly Register Brand Name

U.S Companies Must Quickly Register Their Brand Name

Trademark experts strongly emphasized the responsibility of American businesses to register immediately their names in China in order to avoid becoming the preys of brand squatters. They said that U.S companies, regardless whether they have future plans for expansion in the Asian country or none, need to enlist their names as quickly as possible. This action is necessary in order for them to avoid losing their business name for other local industries in mainland China.

Stephen Baker who works at Baker & Rannells as a trademark lawyer, stated that international brand name squatting is very similar to domain name squatting. The attorney added that cases of name squatting in the internet have increased as with the growing fame of the web and online businesses. He noted that businesses that did not immediately register the name of their company as their web address usually found out that another online industry was also sharing the same trademark with them. Surprisingly, some of these brand squatters even successfully obtained a huge amount of cash from individuals or big time companies that sought to maintain and fully own their web domain name.

Baker commented that trademark squatting works in similar manner. There are opportunists who think that they could earn plenty of cash by using and registering the brands of popular and successful international or U.S businesses in their own country. China is particularly cited as a place where numerous cases of business name squatting takes place.

In fact, the lawyer mentioned that his law firm currently handles several cases of brand name piracy most of which relate to China. At present, his law firm is involved in a cancellation case wherein a Chinese business attempted to enlist a name that pertained to a liquor company that is popular both in the United States and Europe. The attorney said that the alcohol


industry’s U.K branch went to China in order to enlist the business. But the company was surprised to discover that a local business had already registered a similar trademark.

In order to avoid cases of trademark squatting, which can result to huge losses, large industries in the U.S are advised to quickly file their company brand especially in the regions where cases of business name squatting are prevalent. Owen Smigelski, another trademark legal counsel, commented that in the past few years, their cases of trademark squatting increased and most of which are connected with Asian nations in the southeast region. He commented that while the litigation procedures could amount to thousands of U.S dollars, it only costs barely $1,000 to enlist a brand name.

Management: Ethics Leadership In Business Development Ethics & Leadership in Business Development

In the years of working with some of the best people in Business Development within the power generation industry, we have found some unique characteristics that separate these individuals from the rest. It doesn’t seem to matter what organization they work for, or the services, the client base or the economic climate. We find that these individuals are in fact the top 3% of the professionals in their field. In addition to learning to think as CEO’s, Presidents, entrepreneurial leaders of Business Development units, we’ve discovered they have acquired the behavioral characteristics of a leader. They have learned how to set strategic and operational objectives in putting together plans, how to be visionaries and see opportunities for their organizations that other individuals may miss, and in the role of Business Development, they have mastered the 12 Core Competencies, a benchmark to measure leaders.

One of the most compelling definitions of a leader is an individual whose mere presence inspires the desire to follow. When asked if leaders are born or bred, the general consensus is that leadership can be taught. While few of us have had the opportunity to be formally trained or mentored in leadership, all of us are called to be a leader at different times and circumstances in our lives. Leadership is first about who you are as an individual, not what you do, and the term character best describes the core characteristic of a leader. It is this part of an individual that inspires other to follow, so we see character as the summation of an individual’s principles and values, core beliefs by which one anchors and measures their behavior in all roles in life. Principles and values of a positive leader include loyalty, respect, integrity, courage, fairness, honesty, duty, honor and commitment.

If character is the summation of our principles and values, then ethics is the application of them. To understand more about character development, we can reach back nearly 2500 years to the writings of Aristotle in Nicomachean Ethics. Aristotle taught that moral virtue is acquired by practice. Ethics, according to Aristotle, is moral virtue that comes about as a result of habit. Ethics has as its root ethike, formed by the slight variation of the word ethos (habit). Aristotle explained that moral virtues do not arise in us by nature; we must accept them, embrace them and perfect them by habit. Leadership training emphasizes that understanding leader values and attributes is only the first step in development. A leader must


also embrace values and practice attributes, living them until they become a habit.

In the Business Development role, success requires a fusion of who we are as an individual, along with our principles, values, ethics and their application. It’s a unique combination of what we know, how we apply it and what we do.

Management: Meeting Mastery

Quick Quiz - Measure Your Meeting Mastery

Here’s an easy quiz to check the health of your meetings.

1)    Who leads your meetings? — a) No one, b) Whoever has the loudest voice, c) A facilitator

2)    What happens to the ideas in your meetings? — a) If we had to think of ideas, it would be work, b) We make fun of them, c) A scribe writes them on a chart pad

3)    Are results obtained in your meetings? — a) We eat all the donuts, b) And we drink all of the coffee, c) Yes!

4)    Do your meetings have an agenda? — a) Is that some kind of cabinet?, b) I saw one once in an article, c) Yes!

5)    Who attends your meetings? — a) We have bleachers to hold spectators, b) The entire staff plus any homeless people in the neighborhood, c) Only those who can contribute

6)    How long are your meetings? — a) I’ll let you know when this one ends, b) All day, c) An hour or less

7)    During a meeting do you: — a) Break a foam cup into bits, b) Prepare for the next meeting, c) Focus on the topic

8)    How soon after the meeting do you issue minutes? — a) If you think I want to publicize how much time we wasted, you’re nuts, b) Within a few months or so, c) As soon as possible, if not faster

9)    While someone is speaking, do you: — a) Wonder about the strength of plastic foams, b) Plan a way to change the subject, c) Listen empathetically

10)    What structured activities do you use in your meetings? — a) We sit on chairs, b)

Everyone leaves at the same time, c) Process tools designed to gather information, make decisions, and manage participation.

Score: subtract five points for every (a), mark a zero for every (b), and add five points for every (c).


If your total is:

*    Negative: Go to your boss and ask to be fired

*    Zero to 20: Stay home

*    25 to 35: Attend a workshop

*    40 to 50: Congratulations

Quick Tip - Do Your Meetings Have a Complete Agenda?

Most agendas for a meeting look like this.

*    Budget

*    Payroll

*    Staff

*    Sales

*    Zvoufzxtn

Some people tell me, “That’s a perfectly good agenda. I know what all of those things mean, except, uh, ‘Zvoufzxtn’.” The point is, Zvoufzxtn means as much to you as the other terms mean to the other participants. For example, does budget mean increase the budget? Plan a budget? Report on the budget? Reduce the budget? Complain about the budget? Make fun of the budget? Or zvoufzxtn the budget?

An agenda like the one above could launch a meeting that considers all of the possibilities mentioned above. Instead, you may have wanted to reallocate funds from one department to another.

A proper agenda specifies everything that the participants need to know to make the meeting effective. It should contain:

Goal: A clear description of the results expected by the end of the meeting, such as a decision, agreement, or solution.

Outcome: The reason (or benefit) for achieving the goal.

Activities: A detailed list of the activities that will be used in the meeting. This should be so complete that someone else could use it to lead your meeting.


Logistics: Everything that the participants need to know to contribute to an effective meeting. This can include directions to the meeting room, instructions on how to prepare, and a list of things to bring.

A complete agenda will help you hold effective meetings.

Quick Tip - Effective Meetings Earn a Profit

Most people treat meetings as a free resource that can be used to deal with any issue. As a result, huge amounts of time and money are wasted on trivia.

A meeting is a business activity (not a social event) and should be designed to earn a profit. Here’s how.

Once you’ve prepared the goals for your meetings, use the following analysis to plan the agenda.

1)    Calculate the cost of the meeting by multiplying the number of participants (N), their labor rate (R), and the length of the meeting (t). Then add all other expenses (E), including travel, materials, refreshments, room rental, and other expenses.

Cost = N * R * t + E

2)    Estimate the value of the results expected from the meeting.

For some issues this step will be easy. Resolving a manufacturing inefficiency, for example, could save thousands of dollars. Or developing an effective strategic plan could earn millions.

This step becomes difficult for less tangible results, such as exchanging information in staff meetings or making some policy decisions. In those cases, estimate the value by comparing outcomes with their potential costs. For example, does it make sense to spend ten thousand dollars on exchanging information in a staff meeting or is five hundred dollars more appropriate?

3)    Determine the return on your investment (ROI) by comparing value versus cost.

ROI = Value - Cost

If this analysis predicts a loss, either revise the meeting’s scope or cancel it. After all, a meeting, like any project, must earn a profit.

In addition, a profitable meeting will be an effective meeting.

Quick Tip - How to Set a Goal for Your Meeting


Goals are critically important for the success of a meeting. You must know what you want so you can ask for it. And the participants need to know what you want so they can help you get it. Without goals, a meeting becomes a journey without a destination.

Unfortunately, many meetings are called without goals. So, you hear people start meetings by saying, “Well, what do you want to talk about?” This is similar to walking into a factory and asking, “Well, what do you want to make?” You could end up with anything from ant farms to xylophones.

Thus, your first step is to write out a statement of the results that you want to have by the end of the meeting. I want to emphasize that you must write out the goals for the meeting. This forces you to define exactly what you want. Certainly, if you’re unable to express your goals on paper, you can expect to have difficultly explaining what you want to the attendees.

Writing goals also provides important benefits. It allows you to consider, explore, and discard possibilities. And then you can show the goals to others to obtain their comments and suggestions.

Asking for help preparing goals is especially useful when working on complex or controversial issues. Now you can 1) use their comments to refine the goals, 2) win support for your goals by including others in their development, 3) gain information on issues related to the goals, 4) uncover issues that may conflict with the goals, and 5) develop strategies for achieving the goals.

Once you complete the goals for your meeting, put them on the agenda. That helps everyone focus on your purpose for the meeting. And it significantly increases your chances of ending with the results that you wanted.

Quick Tip - How to Set SMART Goals for Your Meeting

The first step in planning an agenda is to identify the goals for the meeting. Properly done, goals have five SMART characteristics. They are:

>    Specific.

The goal must tell exactly what will be accomplished. For example: During the next hour we will develop a strategy to increase market share by 10%. This states exactly what the group will work on. Vague goals can cause you to lose control of the meeting.

>    Measurable.

This helps you determine if the goal has been completed. It can be stated as a number (5 ideas, 10% gain, one decision) or as an achievement (Did we write a strategy or not?).


> Achievable.


Goals must be realistic for the resources and time available. For example, most groups could identify twenty ways to reduce the budget in a fifteen minute meeting. On the other hand, it is unlikely that a group could develop a comprehensive marketing plan in 30 minutes.

>    Relevant.

To be meaningful, a goal has to relate to the overall mission of your business. Otherwise, you may be wasting time. Challenge each goal with the question, “What happens without it?” If your answer is “nothing,” cancel the meeting.

>    Time.

Specifying a deadline (e.g., by noon) or a rate (e.g., 3 per hour) moves activity toward completing the task and provides a criteria to measure progress. Of course, you want to select realistic times.

As a final check, make sure your goals are so clear that someone else could use them to run your meeting.


Congratulations, you have reached the end of this book. Hey, don't cheat by skipping! I know you may be impatient, but let's set one thing straight: You have to know everything that is in this book. That's why I wrote it. I did not write to just fill-up pages. I wrote each and every word for you.

Now go into the field, that company building, with a new set of super management confidence!
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