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Assertiveness is a philosophy and a technique of communication. It involves

getting a deeper understanding of just what goes on when we interact with

others, particularly when there is an element of conflict present (which

covers, of course, most of human experience). 

Assertive people:

• feel empowered. They do not feel that they are unjustly controlled by others
• have an aura of dignity and calmness in their dealing with other people
• are proactive – that is, they make things happen, and are not reactive, or always

waiting to see how they will respond to the words and actions of others
• know their rights and responsibilities in dealing with others
• avoid apologetic dialogue or submissive language and tone
• are able to resist the aggressive, manipulative and passive ploys of other people.

A good definition of assertiveness in fact is:

“Getting what you want from others without infringing 

upon their rights.”

This booklet will explore the whole subject of assertiveness and see whether this
definition is a useful one. 
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Benchmarking has been around for a long time. It became popular in the late

1980s when organisations using the process demonstrated its benefits by

achieving significant breakthroughs in performance. Benchmarking is based

on a philosophy of continuous improvement where everyone is encouraged to

improve the way things are done. It provides a systematic way of studying

business practices and learning from other organisations. Benchmarking can be

internal (i.e. within the organisation) or external (within the same or different

industries, with competitors or non-competitors).

The main reasons why organisations undertake benchmarking are to: 

• gain a better understanding of processes
• become aware of best practices
• better meet the needs of customers
• improve performance and become more competitive

Process Benchmarking is the focus of this booklet. It involves benchmarking a process (i.e.
a set of linked activities or tasks) with another organisation that has a similar process.
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One of the key “life competencies” required of people in all sorts of different

situations today is the ability to anticipate and respond effectively to any

change that comes along. These skills are often needed even more in

today’s fast paced and competitive work environment where everyone from the

newest recruit through to the most senior management is expected to demonstrate

some “change agent” skills. These skills enable us to lead ourselves, individuals,

groups, and ultimately entire organisations, in implementing actions that enable

a personal or collective vision to be successfully transformed into a positive

reality.

This booklet has been designed to:

• Help individuals to understand change and how they might tackle it more effectively
• promote understanding of the dynamics associated with managing innovation and

change
• provide an introduction to a few of the tools and techniques that contribute to the

successful handling of change (both personally and in helping others through the
change process)

The whole subject of change management is a large and complex affair. To help us to
navigate through this subject therefore this we have used a six-step approach to change
management: IDENTIFY, INVOLVE, INFORM, INITIATE, IMPLEMENT and INSPECT. This
approach can be used as a personal or organisational process, or as a process that can be
used to help steer people through major change in their lives at work or in their home life.
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While the idea of coaching is relatively new in organisations, it’s been

around for a long time. Think of top sports people like golfers, tennis

players and even high jumpers – they all have coaches to help them

improve what they do and strive to be the best. Football teams, basketball teams

and hockey teams have coaches. There are even coaches in the arts, in things like

voice production for singing or drama.

It doesn’t matter in what field the coach operates, their key role is to help someone improve
what they are doing. They do this by giving the person they are coaching feedback about
their performance. They also help them plan their development so that they can improve
their skills and do the best they can. To be a good coach you don’t have to be an expert in
the field, you just need to want to help someone achieve. In sport, many of the best coaches
were only ever average performers and top sportspeople often don’t make it as coaches.

In business, or in any organisation, in the same way as sport, coaching is fundamentally
concerned with helping people to learn to develop themselves. The process usually
involves them identifying areas for improvement and then developing skills or
competencies on the job, undertaking informal or formal “training” sessions or even taking
on higher education. Good coaching is therefore not about developing other people, but
focusing them on their own development goals and helping them to achieve them. 
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Effective communication is a vital element of almost every activity, and for the
integration of different tasks at every level of the organisation. Production,
marketing, selling, servicing, budgeting, managing, employee appraisal—the list can

be endless, but every activity involves communications, both within departments and
individuals and between various departments and individuals. 

Although communication is a familiar term, its meaning is often confused. In recent times,
the broad definition of communication has expanded to reflect the mutual exchange
required in meaningful communications of any sort. 

“Communication can be considered as the sharing of information and

can be said to have taken place when the intended meaning in the mind

of one participant has been constructed in the mind of another

participant(s).”

In this definition, communication is more than the process of simply sending or
transmitting a message—it requires a sharing of meanings with another party or parties,
rather than sending a message at or to them. 

This definition highlights the fact that communication is not a simple matter. Effective
communication requires negotiation, skill and practice on behalf of all parties involved. In
particular, effective communication requires the initiator to carefully consider the position
of other parties (or recipients), including their existing knowledge, needs and interests.
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Although there is some dispute about what constitutes human intelligence or
human emotion (and how it might be successfully measured) this booklet
suggests that the term emotional intelligence draws on two simple

concepts. To be ‘intelligent’ or what we will term “applying knowledge

appropriately” and to be ‘emotionally astute’ or ‘tuned in’, or what we will term
“applying feelings appropriately”. Emotional intelligence is driven by two
major factors. These are people’s basic drive or motivation and the relative
structure or flexibility of their thinking about themselves and others. It is therefore
suggested that ‘applying knowledge appropriately’ is fundamentally about
‘analysis’ and ‘intuition’, and ‘applying feelings appropriately’ is fundamentally
about ‘experience’ and ‘expression’. 

Despite the differences of opinion that prevail, research suggests that our intellect
(or reason) and our emotions work in close harmony to ensure that our responses
are intelligent in a ‘rounded’ or holistic fashion. This means that the more we use
or engage our entire mental faculties to perceive and understand the world around
us (and to look for contextual meaning) the more emotionally intelligent we are
likely to be.
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Advice to make sure that you set and achieve goals and objectives now seems

to come from almost every quarter. The encouragement for individuals to

set goals at school, college, work, in sport and recreation, and even in

retirement means that this is now seen as a ‘life long’ need to be able to be

successful, or at least to achieve progress in some way, shape or form. However,

perhaps ironically, this widespread call for goal setting as a means to achieving

success doesn’t mean that the activity is either widely practiced or to the

satisfaction of those that do engage in the process to some extent. 

Those that do not set goals at all suggest that the process is often a waste of time and energy
(as nothing really gets done). Even those that do set goals, commonly suggest that (like
New Year resolutions) they fall short of new goals and targets very quickly (days or weeks
sometimes). Our aim is to address this ‘gap’ between the generally supported views about
the value of goal setting and the generally very poor opinions that people have about
following and achieving their goals in practice.

Of course, this involves a very specific process to follow if we are to develop our skills in
this critical area. We will therefore explore the steps in this process and focus on a way to
set goals in almost any situation (whether at work or in an individual’s personal life). 
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IM
PR

O
V

IN
G

 H
EA

L
IM

PR
O

V
IN

G
 H

EA
L T

H
 &

 S
A

FE
TY

TH
 &

 S
A

FE
TY

Organisations of all types and sizes can benefit from effective safety
performance. If a place of work is safe, costly accidents are avoided,
insurance cover is less expensive and employee morale is higher—to

name but a few benefits. It is, therefore, well worth the effort to create a safe
working environment or to invest time in improving existing levels of safety
performance.

Unfortunately, existing safety performance levels are not always visible. This is
because many organisations only look for deaths, serious accidents or first aid
cases as a measure of their performance in the safety area. However, it is often
said that fatalities or accidents are only the tip of an iceberg. In this analogy,
the majority of the iceberg cannot be seen, that is, there are literally thousands
of serious incidents or close calls that have the potential for serious injury
(even though, by luck, no serious accidents have yet occurred). Consequently,
unless these many potential safety problems are addressed, it is almost
inevitable that accidents at the tip of the iceberg will continue to occur.
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We influence others every day of our lives, whether it is intentional or not.

Every conversation we have, every interaction with another person is an

influencing opportunity. This could be as simple as asking directions from

a stranger in the street or being interviewed for a new job. Sometimes, ‘influence’

is therefore exerted in seconds and in other situations it can be exerted over

many hours.

Influencing, like every other skill, can be learned. Many people are intuitively good
influencers – they can influence or change the thinking of other people. Changes in
thinking can result in a change in behaviour, which in turn can change attitudes.
Fundamental changes in attitude usually mean that an individual will behave in a new way
in the future without needing to be influenced again to do so-in other words they have
influenced themselves to accept this permanent change.

This booklet provides a broad overview of the whole subject of influencing others at the
conceptual level. It continues to look at how influence is deployed in general and then
specifically according to four style types. These are general style representations of people
that think, act and influence people in a certain way (that are likely to be a little different
to your own).
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Most of us go through some kind of interview process on average ten times

more frequently than our parents or our grandparents. Of course, this

only relates to the working world and to jobs. The same rate of change

applies in other walks of life and there are, therefore, many more situations in

which we will be interviewed.

Of course, the word ‘interview’ is interesting in itself.

“An interview is an open exchange of views between 

two or more parties in order to form an opinion.”

This definition would suggest that an interview is a two way process (rather than the one
way assessment it is often presumed to be by the applicant or candidate for work.

Conducting a successful selection interview is not a matter of good luck or even effective
conversation skills. Neither is it an opportunity to look for personal empathy with the
candidate or guess what their qualifications or experience may/may not mean that they will
be able to do a certain job. Instead, because a typical interview is typically short, we will
look at a rigorous and structured process in six phases. These are Prepare, Evaluate,

Question, Listen, Observe and Decide.
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There seems to be no definitive model of what might constitute leadership excellence
– that is, a widely supported model that only needs to be carefully followed to ensure
success. Happily however, there are many common themes that run through the

writing of many of the best thinkers on the subject. Some of these themes are:

Leadership excellence:

• Is driven from a strong set of values and ‘intelligence’ about peoples’ feelings.
• Sees possibilities and potential that is often invisible to others.
• Describes a vision of the future and illuminates paths to get there.
• Encourages creativity, innovation and lateral thinking.
• Enables individuals and teams or groups of people to manage personal change and

reach for higher goals.
• Starts and ends with the guiding of people’s relationships with one another.
• Continually ‘walks-the-talk’ and listens and learns in their journey.
• Often consists of extraordinary strength and persistence.

Even though this list is by no means exhaustive, it is the discovery of these leadership
excellence themes that helps us most in working out specifically what we should all be
doing to become better leaders. As such, the simple idea is that out of hundreds, if not
thousands, of potential human behaviours, there are a handful that characterise good or
effective leadership when combined together. 
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Performance measurement, or the establishment of useful and relevant

performance indicators, seems to be a topic of significant interest to all

sorts of different enterprises. However different these enterprises may

be, the challenge remains the same-to find the right “yardstick” to ensure that

we are as efficient or as effective as we should or would like to be.

Perhaps the very first thing that should be understood about any performance
measurement system is that the measures are not an end in themselves. In other
words, many organisations publish performance indicators because it is expected of
them, their competitors do it, to support performance measurement as an important
activity or even to just produce any set of statistics to senior management or
stakeholders. Whilst all of these motives may have some limited validity, the most
important reason to develop a performance measurement system is to make available
an on-going assessment process which accurately describes whether or not the goals
of the organisation are or will be achieved. Unfortunately, this is rarely an easy task
and many different measures may be needed to present a full and useful picture.
Nonetheless, if the system is designed carefully, it can be amazingly powerful to every
individual.
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The ability to present well can be a significant benefit in organisational life. It

can help you to present your ideas, gain support for your recommendations,

train or coach others, gain promotion or achieve a pay rise and many other

benefits. Despite the clear advantages, this apparently does little to quell the

fears that are held by the vast majority of people – the fear of formally presenting

to a group. In fact, most people are more comfortable in dealing with death,

bankruptcy, taxes, divorce, imprisonment, snakes, spiders, mice and the dark –

quite a list!

By the time you finish reading this booklet, the fear of presenting or public speaking may
not be much less (only greater confidence born of practice will really help here). However,
the we will aim to focus on two key areas in which improvements can be made. These are:

1. The way in which your presentation is assembled, structured, focused and

contexted.

2. Your style in delivering your message and interacting with your audience.

Of course, there is no one way to do either of the above. However, many ‘ordinary’
presenters have improved the impact of their presentations by 30% or 40% just by following
a few basic ‘best practice’ steps. 
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Problem Solving
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Effective and efficient critical thinking and problem solving is a

prerequisite for individual and organisational performance and success.

If any person or commercial enterprise fails to identify problems

correctly or fail to resolve them properly, sales, market share, expenses,

customer and employee satisfaction, profit and shareholder dividends can all

be adversely affected. Similarly if other organisations like hospitals,

government departments or emergency services fail to identify problems

effectively, the consequences are equally dramatic (sometimes in terms of

human suffering).

People at all levels in an organisation experience work related problems on a regular
basis. Some of these problems may be quite minor such as the constant jamming of the
photocopier, while others will be major such as the decision to invest in new ventures
at home or overseas. Some of these problems may be technical such as a computer
systems problems, others may be people related such as inadequate communication
between two departments. Regardless of the nature and the dimension of the problem,
individuals need to be able to identify and resolve problems, so that organisational
performance can be continuously improved and new innovations developed.
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Process Re-engineering, Process Mapping and Process Improvement are all

terms that have passed quickly into the language of many organisations in

the last few years. However, as is often the case, these simple words and

phrases are frequently used and publicised without much understanding of what is

meant or involved in everyday terms.

A process comprises all the common tasks that individuals or teams of people undertake
to achieve a particular outcome—it is the way that a particular job gets done (broken down
into discrete steps). Process improvement then is aimed simply at discovering ways and
means to change the way that things get done to be more efficient or effective than before.

Processes can be likened to the ‘pipes’ between a source supply of some kind and a
particular outcome. Rather than flowing in a straight line from A to B, these pipes may twist
and turn in many directions. Although this may be necessary in some instances, this often
means that the opportunity for waste, duplication, confusion and inefficiency are
considerably greater. 

In human terms, most people bring a supply of energy to the organisation—a ‘reservoir’ of
the potential contribution. The amount of work output that people actually achieve will
largely depend upon how much of their energy is maintained as their efforts flow through
the processes or organisational pipes they face. If these processes are poorly designed or
‘leak’, people experience a range of frustrations that can manifest themselves in numerous
ways.
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Project management is a broad topic that often describes the co-

ordinated effort of several people. For our purposes here, project

management involves the active leadership of people and resources

to achieve a particular stated end. This project ‘effort’ is likely to be

temporarily collaborative but can apply to a project involving only two or

three people over only a few hours to a project engaging the efforts of

several thousand people in several places at once over a few years.

All projects have a beginning, middle and end, with the job of the project manager
being to ensure that each of these phases follow one another smoothly and to
deliver the expected result. However, project management is not the domain of one
project manager alone. Project management generally involves the co-ordinated
efforts of several people on a project to ensure that their particular parts of it are
successfully performed such that the overall project can deliver it’s expected
outcome. This makes project management quite distinct from ‘operational’
management that tend to be characterised by activities that are generally on-going
and repetitive in their nature.
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Despite the fact that most of us recognize effective complaint handling to be of
great value, surprisingly it is rarely treated as a serious topic that is worthy of
specific focus. The low level of interest and/or focus on these skills usually

arises because of two negative views, which are:

1. Seeing complaint handling as a small and relatively minor part of broader
programs (such as better customer service, negotiation skills, effective
communication, conflict management etc).

2. Considering it to be a “negative” subject area or irritant (or even a necessary
evil) when it occurs and therefore best handled by other more general
management/interpersonal skills or by ignoring, minimizing or eliminating the
complaint or complainant if possible. 

Our aim in this short booklet is to look at the specific skills that effective complaint
handlers need to have in their possession. However, perhaps more importantly, we will
also seek to put this whole topic into a more positive context. This means that we will
present the view that complaints should be seen by the individual and the wider
organization as a whole as a positive benefit to be taken extremely seriously, rather
than an unwanted criticism to be resisted or hidden away. 
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Conflict Resolution
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Conflict is often perceived as being negative, destructive and undesirable.

Many people go to great lengths to deny the existence of conflict, or to

avoid dealing with it, even when they acknowledge its existence. This is

because conflict is conventionally perceived as being synonymous with fighting

and the creation of winners and losers.

In the workplace, for example, managers often deny or gloss over the existence of conflict,
wrongly believing that there is no valid reason for conflict of any sort.

However, conflict is a natural part of everyone’s working and personal life. This is because
individuals and groups within families, organisations and countries have values, needs,
feelings and resources which differ from those held by other individuals and teams. This
inevitably leads to conflict in families, groups and whole societies.

Conflict in itself is not problematic. However it can be destructive if it isn’t

successfully channelled and resolved. If handled properly, conflict can highlight
problems that need to be rectified, lead to new ideas and behaviour, enhance
communication, and foster better long term relationships between individuals and groups.
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Creativity & Innovation
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Human creativity or innovation is a very large and complex subject

area with a considerable amount of debate about what it is, and how

it is practiced. One definition is that to be creative or innovative

can be said to be original, imaginative, expressive, ground breaking,

inventive and idea generative.

The problem with all of the above creativity ‘labels’ is that they are context
sensitive or relative terms. In other words, we can only be truly creative if we have
an alternative or different perspective to everyone else (often in commonplace or
familiar situations where most people think broadly in the same way). 

This booklet suggests that every person has the potential to be creative. We all
therefore, have the opportunity to translate our unique personal perspectives and
views of the world into new ideas and concepts that can be useful not only for
ourselves personally, but also to others. Consequently, we need to recognise our
ability to help other people to think beyond their existing mental boundaries or to
provide fresh insights that can take their thinking to entirely new planes. 
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Customer service has been one of the ‘buzz words’ of recent years. In
organisations of all kinds and sizes, the simple message has been that
the customer is king. Crowning the customer as king is not a new

concept. However, asking every single person to serve the customer – or serve
somebody internally that is doing so – is a significantly different focus on the
subject. In practical terms, this means that every team in the organisation
serves another team who is a customer for its services or outputs. If this
relationship is well understood and well managed, it is argued that the whole
organisation will be ‘aligned’ to the needs of the customer and will, therefore,
be more successful.

To be truly customer-focussed, an organisation needs to ‘invert the pyramid’.
This means that if the supplier-to-customer chain from team to team runs
across the organisation, then those teams which are closest to the customer
should be given as much empowerment and freedom as possible, and be
supported by supervisors as coaches or mentors when problems occur, or the
‘chain’ breaks down. 
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Delegation Skills
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With increasing demands on both our time and resources it’s impossible

to achieve all we set out to do without the help and assistance of

others. Unfortunately, many often make the mistake of seeing

delegation as being something that can be done only by people with direct

authority over those working for them.

In fact, delegation is more often the individual skill to determine the best way to handle
a project or a task, and to discover the most optimal way in which to solicit help from
others, where needed.

In the past, some individuals will have had to ask others to do things for them. This
could vary from taking messages/phone calls to sitting in for you at a meeting, or even
to handle quite a large or complex project. In these circumstances, by asking someone
to help – part of your job has been delegated to others.

So, if you can do it on past occasions (even in a minor way) or when you go on holiday
or are away from work for any reason – why can’t you do it all the time?

This booklet offers some advice on how to make delegation part of your normal work
schedule, and to identify both the need for assistance and at how you can entrust other
people with delegated tasks.
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Cultural Diversity & Awareness
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Depending upon how broadly you define the subject, Diversity

describes all the ways in which people can be classed as different to

one another. While this doesn’t usually mean minor differences (like

physical height or eye colour or particular tastes in housing or the type of

car people drive) relatively similar issues can define a group very quickly

and quite hard or stereotypical attitudes can develop as a result.

A simple if relatively trivial example (but one with which we are all familiar) might
be our affiliation to a particular sporting team. Groups of people may therefore be
different in following not only one chosen sport but one chosen team of
individuals, and therefore, ‘wear’ their allegiance like a ‘badge of honour’. As far as
others are concerned (followers of other teams or non-sports fans alike) specific
team supporters can be viewed collectively – e.g., devoted followers of ‘The
Yankees’, ‘United’ or ‘Thirty-sixers’ and are assigned particular ways of acting or
behaving (both positive and negative). This can lead to very different behaviour in
these alternative affiliations, as well as various levels of intolerance,
misunderstanding and lack of empathy (even significant violence!).

This booklet aims to provide an overview of the whole subject of cultural diversity
and awareness at a broad summary level, or why we tend to focus on difference or
what separates us more than we look at what is common or is similar between us.
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Unfortunately, not everyone agrees on a common definition of

learning styles. Some prefer to see it as part of overall perception

and memory, some see it as part of human cognition and

understanding and some see it as a unique human ‘stream’ or process for

collecting information.

All ‘learners’ are not equal. They come in a variety of sizes, shapes and from many
cultural backgrounds. In addition, their past experience and existing methods of
learning may be very different. Some will like to process information through text,
whilst others will want visual support and images. Some will assimilate
information individually whilst others will prefer to work in groups. Some will
grasp information intuitively and quickly whereas others will prefer to see a strong
sequential path and like time to reflect. In the end, the only thing you can say for
sure is that every individual learns in their own particular way.

This booklet aims to help every ‘learner’ to understand a little bit more about what
might be their own learning style (and the teaching style of those that seek to give
the information). To do this we will draw on much of the prevailing thinking on the
subject. 
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Listening skills are a vital part of the oral communication process. As

an active listener you learn to hear what people are really saying.

Good listening requires energy – we hear the speaker, select

information, interpret information and respond in just a few seconds.

Working at being a good listener is just as important as making your ideas
understandable to others. Most of us think of listening as a passive activity where
we take in information sent by others. But good listeners are good at concentrating
on the communication process (both their own and the other persons). Hence, at

a simple level, good listeners are good concentrators. If this is the case, we
need to teach ourselves how to concentrate more effectively. 

Oral communication is a two way process with a sender (the speaker) and a
receiver (the listener). Unless the message sent is received there is no
communication. As an active listener you help the communication process by
letting the sender know if his or her message is getting across to you. 
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It is imperative to address unacceptable performance as soon as it becomes
apparent, before the situation deteriorates or the opportunity to address the issue
disappears. If left too late, options are often reduced to a range of ‘blunt’ tools

(discipline, transfer or termination), which can prove to be extremely costly to both
the enterprise and the individual in question. 

At work, managing poor performance is really a combination of two things:

• Static poor performance management is about having a clear and fair
framework within which everyone can work. This involves clear and fair
rules on unacceptable behavior, safety, timekeeping etc, as well as agreed
standards of work for all employees. 

• Dynamic poor performance management is about actively ensuring that all
rules and standards are kept and, if they are not, taking action to close the
gap between required and actual performance.

This short booklet provides general guidance on how to handle unacceptable
performance in a positive and constructive manner (wherever possible short of formal
discipline). However, the aim is also to give specific guidance on what steps may need
to be taken when the performance shortfall has become significantly more serious, and
a more formal (and typically written) approach has to be taken. 
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Meetings Management
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Meetings are a commonplace and regular event for most people both in and

out of work. Just as council meetings, community gatherings, sub-

committees and teams of all kinds meet to discuss issues or get things done

about everyday life, so commercial organisations use meetings as a formal

mechanism to help the ‘wheels’ to turn smoothly.

Although meetings can play a very important organisation role, they can also be seen as
extremely boring, confusing and a waste of time by many people. In fact, most of us can
relate stories about frustrating or annoying meetings that we have had to endure. This guide
booklet aims to provide a useful and effective approach to meeting management in order to
reduce the overall levels of frustration and to increase their perceived value. The approach
is to discuss whether a meeting is actually necessary in the first place, how preparation for
a meeting should take place, how it should be conducted and how it can be managed to a
successful conclusion. The primary emphasis is therefore on two main aspects:

1. The ‘structure’ of an effective meeting (dealing with procedural aspects that

should ideally be followed).

2. The effective management of people’s time and input to create a positive

and useful experience.

Ultimately, all meetings will be successful if people feel that they have been of value. Whilst
this booklet will not increase the value of the meetings themselves, it should point to some
of the approaches that can increase value if taken up, and regularly practiced.
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Negotiating Skills
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Like communication or listening, negotiating skills are not a special skill to be 

produced on rare occasions where the circumstances are appropriate. We 

use negotiation skills almost every day of our lives and in many different

ways. People can use negotiating skills to:

• Bargain on the price of a produce or a service
• Settles differences in a dispute situation
• Vary contracts, either formally or informally
• Agree a goal or an outcome to aim for
• Arrive at comfortable terms to work together or to co-operate
• To find a compromise of some sort

All of these negotiating situations have one thing in common. They require two or more
people to communicate with one another to reach a DEAL of some sort (even though we
sometimes fail to do this!). However, negotiation is a special kind of communication
because it uses a number of tactics and methods for communicating that are not usually
part of normal everyday conversation or discussion. It is also a communication method
that applies in every aspect of our lives, not just in the world of work. As a result, as the
cover of this booklet shows, just as we hopefully use good negotiating skills with children
to get them to positively agree a path forward, we can use the same skills in the workplace.
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To some, networking means no more than just meeting or calling someone
new for what might or might not be a once off discussion or event. In this
limited sense, networking is only a trading relationship in which two parties

seek to discover whether they have anything of mutual interest to talk about, and
either make some sort of ‘exchange’ or quickly move on. This makes networking a
highly ‘transactional’ subject, much like buying and selling or negotiating with
someone.

Our very different view will be that networking has a much wider definition and in
fact, can be a major social and life skill to be used in both a business/organisational
and/or a personal setting. 

We will focus on how effective networking can be systematically adopted as an
individual strategy by any person, and how it can play a key part in linking you with
a wider range of people that can help you to achieve more – whatever ‘more’

means for you.
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In an increasingly competitive world, an effective salesperson (no

matter what they may be trying to sell) needs a wide variety of skills

and competencies in order to be successful. Research has indicated that

a number of competencies are common to all four phases of the sales cycle.

Prospecting Positive temperament, organizational skills, active
listening skills, drive and persistence.

Negotiating Active listening skills, communication skills, relationship  
the sale nurturing ability and exceeding customer expectations.

Closing Organizational skills, communication skills, drive and
persistence.

Providing Positive temperament, active listening skills, relationship 
follow-up service nurturingability and exceeding customer expectations.

This short booklet seeks to explore these important competencies and help to
raise every salesperson’s awareness about what they might do to improve their
skills in the future.
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Stress Management
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Without a certain level of stress to motivate and challenge us, life would be boring
and unrewarding (as our motivation levels would be almost non-existent –
something we will discuss later). However, when stress builds to extreme levels
and we are unable to cope, our physical and mental capacity to enjoy life to the full
can be significantly reduced.

Stress can be defined in the following ways:

1. “Stress is the physical, mental and emotional reaction to demands

made upon us as individuals.”

2. “Stress is any demand that requires some kind of physical or

emotional adjustment.”

3. “Stress is just what happens to motivation when there is a bad match

between the person, what they are being asked to do and the way they

are being asked to do it. Stress, if you like, is motivation gone bad.”

This booklet will seek to test whether these definitions are helpful in explaining
stress and to explore what implications this might have for each and every one of us. 
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Teambuilding
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Success in any organisation today rests heavily upon how well we

perform as a team. Most people accept that a champion team will beat

a team of champions – but how do you create a champion team?

Unfortunately, effective teams never just ‘happen’, but have to be ‘built’.

Usually, this building process has to be done extremely carefully and has

to be customised to the particular needs of each team.

Before looking at the ways a particular team can define its own needs, we need to
adopt a specific definition of a team. For our purposes, a team is regarded as no
smaller than three people and no larger than twenty people in the organisation.
Usually the team exists around a common purpose or goal in the way that it works
or performs. The team also has to see itself as a team, either through meeting
regularly or the regular sharing of experiences.

As a result, team building can be applied to an ‘old’ or ‘new’ team, a temporary or
permanent team, or even a team formed specifically to achieve one simple goal in
a very short time frame of a few weeks. In every case the team needs to be built
step-by-step to ensure that it performs to its highest potential.
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Time Management
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If you had a bank that credited your account with $480 every morning

and every evening cancelled whatever part of the amount that you

had failed to use. What would you do? Draw out every dollar and

every cent of course!

Well time is just like such a bank. Every morning we are all credited with 480
minutes in an eight hour working day (and 1,440 in a 24 hour period). Every
night it writes off as lost whatever you have failed to invest in a good purpose.
It carries no balance forward and it allows no overdraft facilities. Each new day
it opens a new account with you and each night it burns the record for the day.

If you fail to use your day’s deposit, the loss is wholly yours. There is no going
back. There is no drawing against tomorrow. You must live in the present, on
today’s deposit. Invest in it to get the utmost in health, happiness, service and
anything else that is worthy. This is how we should manage our personal time
and this booklet will explore how we can do this effectively.
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