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Clrent Leaderstup Tuactics
Knowing how your work supports the orgapization's everall strategy

l.earn abodt the strategic arcas that affect your work. Talk to senior people in the organization.
Find out what is more imporniant.

Review strategic plans bdprcf:d:tmninmg specific anproaches on new situations
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work c«:n\:;?bm:s o thi oviara;} strategy J ’ " onnetanremindae athiw vour
Hold discussicns about the sigategic inten: of the organizaion

Set priorities based on the most important sirategic initiative

Anslvze how well members »f vour work group work together

Set aside time to talk individyally with members of your class group to determine bow they are
assessing the class’ ability to function effectively

Menitor the group's Frogress and achievements

Observe the interaction i t‘ha; group. How do members talk to one another? Watch for signs of
dysfinectional behaviour and ask members for ideas for improving the situation

Knowing the capabilities and motivation of the individuals in the work group

Make a hakit of speculating dbout the impact 07 OUISIAL INTIUBRICE UL VUL UIK@ULANS i reuia
group Be practiced and polished 2t asking. "If ... happens, how wili the group react?”

Lise available personality-and aptitude assessinents to izam mere about the values and skills of
the members of vour group

Take time 10 know each member of vour group L#am what appeals to individuals in their work.
Determine the differences and similarities among members of the group.

Observe how the group functions under pressurz. Be clear shout the limits of the group's ability
i1 the midst of adversity

Orgarize informal events at which members of the 2roup can talk about personal interests. Use
different skills and build rappont

Knowing your own capabilities and motivation

Lok for aporunities to fearn more about what challenges you. In high pressare situations ask,
“What's the hest thung aboutthis?”

Dresignate specific times to personally evaluate your performance, Note what seems difficult and
what §82ms «asy.

Shen vou feel frusrated sbout specific issnes, agk yourself "Why ix Wiy immpottant o me”

Roviete svents in vour career when vou febt particularly suecessful, What were you doing in those
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Seek feedback from others onwhat you do well and where vou could improve,

Involving the cients in dwefiupiug the wnrk group's strategy

. e J
Recognize client's differ=nt 31‘:-;1&5 of thinking and leaming. Use a variety of images, metaphors
and ideas. ‘ h
Explain why something 130 b; done."Why" is as importaat as "what."

Create oppanhmu:% for c.lkent» 1¢ contribute to the vizion of the work group.
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Standing up for what is important.
|
Be willing to take risks to ciaiif\ arwd support what is important 10 you and your work roup.
Help clients see the value of therr work, bevond the immediate task. Emphasize the fuifilling
aspects of work and the positive effect of their work on others
Confront ideas and opinions thet conflict with yowr vatues.
mede supporting informat 101 to substantiste your point of view.
Represent the interests and nele is of others accurately.

Creating a positive picture ot the future for the work group,

Wnte down the Key elements of the vision,
{gke UMe 10 artivuiaw e vq i Outecd ol nsacu sting raart- it aar Tianat tack i on o the end

of 5 busy dav.

Ask, "What would chentswt\#cms want us to do?"

e memorable rmages. Use Hifferent expressions and media to shape the vision.

Encourage client/pupils during difficult parts of the job by discussing the positive aspects of the
work and how it will feel when the work is done.

Cemmunicating clearly thc’i‘resu!ts expected from others,

Suek out individuals special gkills. State how these skills will cenuibute to achieving the cverall
goal. ‘
Re precis abow the anty c1pa;“d results. Describe the expected outcome, and then ¢heck o make

2rre {tis undersiond.
Scheduie sufficien: time to talk abmn what Is to bg done and the rezult vou may want t© achieve.

Ank “How do we want our skudent'clisnis w feel ar the eng of each day™”
Note areas where the communication lacks clarity. and reenact the discugsion by yourselfas a

means of self-development.

Appealing to student/tlients hearts and minds to lead them in a new direction.
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Strucrare meetings (o raise cuestions, congers, and ciarifications.

Talk 1o students about what excites therm about their work. Relate the exciternent 1o current
provects, '

AsK studems questions that help vou understand what is tmportant 1o them. Ther think abous
hons tha infarmatinn relates ta neannzed rhangeg

Take ume to analyze your own concerns about change and be willing 10 sharz vour feelings about
the situation. Use your discussion te idenyi® areas of munal concerns and motivational factors,
Look for better altematives t¢ current situations. Ask, "Whart's the hidden opportunity here?"
bxplain the potential bengfits of new direction.

Demonstrating care for the members of the work group.

Spend several minutes every Moming in one-te-one conversation with clients/students. Take time
t0 jearn more about them: through fonmal conversation.

Ask studems if they need help. Provide it if they do.

Ser a goal for yourself and othery in veur work group to get to know peeple in other paris of the

nrganization.

il nheut tha affert nf vair drr.isiﬂﬂg WS others' work and home lives.
Find ow what level of resourees 1s needed 16 COITIPILLE PIOICCLS O 5PECLIL USRS, L3t Wiilig

overcome obstacles in order Yo provide the tecessary technical rescurces and eguinment
Demonstrating confidepce in the abilities of your client/student.

When selecting studenis for assignments, seek out those with diverse talents, experiences, and
cutrural backgrounds. At the outset. take the cpportunity 1o announce publicly what strengths

they bring to the project.
Allow students space for accomplishing work. Once they are committed, do not meddle.

Negotiate deadlines-do not impose them. |
{iather background data so that vou can defend the decisions of your work group if they are

challenged by others. ‘
Learn the limits of others’ abilitizs and consider what a reasonabie "stretch” would be. so thar

ctudents are challenged but met overwhelmed by assigned responsibilities.
Be available as a resource person

Letting students know how: they are progressing toward the group's goals.

Take both formal end infermal opportunities to provide speafic feedback wowork-groun

members,
Define standards that fead 1o guab™y improvemens ) .
Punlish updales thiat show how (deas have led 10 imornvements and display graphs that illustrate
4
t

the group's performance on speiic targets.
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Bewiliing to jisien t others. Encourage students with less experieace to lead discussions and
BVE présentations.

Recomrmened others for spec uh prejects or assignmenta that will heip them develop new skills.
Rotate reponsibilities so that individuals have the opp artunity to trv new thinge.

Provide training it new skalls so that students can develop competencies that will move them

forward in their Jearning.

Recognizing the contribiitiom of students.
Give credit where credit is dug. Recognize stadents publicly.

Divide huge projects into mil !‘SIO res. Celebrare as each milestone is reached. Say “thank vou'-
publicly and privately

Reflert an unck that has heen dnne Remined students of pagt aecouplishments.

Stimulating othery' tblnuingf,

Trigger new ideas by stating areat thougiie-either vour nouons or Quoies from others,

Do vour homework. Be prepated to raise questions and share information about issues that are
important 1o the group. ‘

Bring in guest speakers from other disciplines wo help

Building enthusiasm about li:rojects and assignment.

.. ,
Review the vision, and show why It is airactive.
Demonstrate high energy. Modle! the behaviour. People will see that you care.
Crrganize early announcements carefully. Build momentum with snergizing and positive

state ments a’“ow the work thal is te foliow,
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the week's acmmphshm"m* and to sustain energy for the \\ zeks o follo
Keep a senge of humor and de:monstrete your ability to laugh in the face of adversity.



HOW GOOD ARE YOUR CUSTOMER-INTERACTION SKILLS?
Complete this self assessment gxercise and chose ans of two skill areas on which to focus
during the next month. Discus this assessment with n cc- worker i order to come up with
a personat as well as an objecﬁwc asscssment,
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| mastery average | @ Need | skiil )
i [ :mpmvementi !
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.8 ah’ 1 other i self | other | self . _other f
- S | e ' ‘
'E ! } i n( 1 Connecting i
! I b {
! f i B Lising verbal on nen verbal technigues to |
j | ; i B ‘ establish a personal bond with the elient |
% i ! ! : ' Eg. Greeting, eye contact or small talk. |
S S j S I N
! T ! i: ; 1 Encouraging :
I o o |
: | ‘ ! Giving verbal or non verbal signals to
; ; ; ; | . encourage the client to keep participating
| , : P i in the interaction. Eg. Nodding, or asking
i | 1 ,i b E | questions such as ‘what else nay Lhelp
j l i ! [ i  you with? f
‘ ; ! i ! | | !
| U AR S r S—— 1
i ] ‘ g T " Questioning :
! : i Do i . !
& ! | ! e | 1
‘ 1 . i - Asking thoughtful, open-ended questions |
; [ ; i ' 10 uncover in —depth, hagh-quaﬁ ity }
| | ! ; ; mfﬂrmauon
A O S SN S SEE—
| . | i i i | Confirming .
! ! ! : , :
! i ' ‘ | ' i
; | [ I ‘ ! } Geining agreement on what the client has |
¢ H \
; : | 5. L { i said by iisting important poirts, pulling !
: ; ; : | " together related issues and checking for ;
| .' 5 . | ciient’s agreement l
i i i
i E ! ' . i R — {
' b T : | Providing !
i ! N ) .
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T T T T T T T Tlsing Capability Statements ;
: | b l e ;
i 1 i
i | : . - . I
: : : ; - Describing the benefits of the organuzation |
! ! { . o
: ! l | oo and relating them o the needs of the '
" : } client i
e OSSN § VN S . |
: = ] I i | Exploring Needs ;
i i i i ; :
. } ’ v : ; o, L !
| | Hi : Geting information about the clien:'s }.
! | | by ] situstion, problem and needs (
' P i H |
S S _lt SIS S N . : : . ]
! ] ; : l Exploring Options i
f 1 ) s .
i | i i | ' . ‘ . ;
; i { i Having conversation about different ways |
! | * | | | 10 mee: the cusiomer’s need. '
: ; " e
» ! | T ; | % Presenting solutions !
i i
i i f : : {
t ' : ) 3 P . . ;
: { § ! i Describiag products and services in & i
; ; ! : I | convincing way and reiating them to the
H i ! ~
| @ ! ! ;_ | needs of the castomer.
’ ] i : ;
' B SIS S , PP, - i
‘ ¥ 3 [ } - Follow up i
, ; 1 [ ; ! C _ ‘
! f | . Giving the client a call o1 note to indicate
'| : ? ; i " the progress made op a request
5 PPN N EES W S :
| T ; l Dut of Office People Skills
, | ; :
, : j ? [ . T b s '
| A ; ; | i M'mplv recognizing individusls in different ,'
. | ' ; ) ' settings. Saving helic on the street or
| i ‘ | ; ; ining room :
. ; . ' N S , ]
; ! 't ' | I - Caine Bevand The Call of Duty .
i | i ‘ Doing all in your power and going bevond |
; : | | ‘ : 1o help a client §
_ ; i | » Awareness of vour Inportance in the
| ‘ : ' i ' Team ;
) ; : ‘ ! i ‘
! i { . T . : P
; : , { ' Understanding that your work station s far |
j ‘ ' | 1ess effective without you . o
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