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Agenda

1) Introduction

2) Planning

3) Delegation & Development

4) Principles of review

5) Time management

6) Dealing with stress in the office

/) Dealing with difficult people O




The manager’s balancing act

The client
The principal
The team

The regulations




: Clients
Technical Personal /
Commercial
® ® ®




Technical Personal




2020

INNOVATION

VISION | GROWTH | SUPPORT

Planning



Failing to plan —
planning to fail

Review last year
Meet with clients

Get access to / copy of client’s data

Discuss with team




Agree scope with the client

Do we give away stuff for free?

Does the client know what is expected of them?
Do you check the records before you start?
What do you do with problems?

Fix then worry about billing, or
Stop and discuss with the client?




Billing
Event billing Is best

 most value before its done and then fades
Annual bills tricky (unless fixed fee)

What are client’s expectations?

Negotiation don't discount
* It could be less if you...




Budgeting

Why?
] | To guide the time
S ma, To link to the plan
To give order / priorities
_— Detail is helpful
a— Per process or per section
= Engage team

—_— Problems highlighted ASAP




File documentation

Usual firm’s schedules

Key reconciliations

NO unnecessary copies

Work done? Invoices checked?

Cross referenced, Lead schedules agreeing to
accounts

If not sure of the purpose - ask




e

Timing is key

Is the client ready?

Are you ready?

Are the right people available?
What is the deadline?

How will the client deal with queries?

If it's a rush job — will they pay a premium?
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Delegation & |
Development Y



Abdication

They pass it across far too late

They make no attempt to provide clear,
concise instructions

They don't check the person they
delegated work to understood

They forget to mention there is a
deadline

They don't check on progress until
deadline missed

They don't delegate appropriate
authority

They don't put it in context
They criticise after the event



Delegation

It Is passed In good time

. Any deadline is made clear at the start

. The person’s other commitments are considered

. The scope of the task is explained clearly

. The person’s understanding is confirmed

. Authority Is delegated alongside the task

. Progress Is checked periodically

o The culture allows the person to ask questions

. They give praise where it is due and constructive criticism



Delegation Tips

It will take time

Think of it as an investment
Context can help

Digestible chunks

Do they need to practise

Mentoring / Shadowing



Develop the team — why people learn

Achievement
Recognition
Possibility of growth
Advancement
Responsibility

The work itself



What happens if...

When it goes wrong:
 Breathe

* Be factual

« Brainstorm solutions
 Make it a learning experience
When it works

A — As soon as you can

S — Sincerely congratulate them
A — As specifically as you can

P — Personal reactions

P — Positive words

P — Proactive praise is best



IS SUCCESSION:

Develop the team

success
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Principles of
review



Principles of review

Not just done at the end

Think about ongoing review — team “stand-
ups” or individual reviews

Be available for them to “ask”




Speeding up completion?

Focus on higher risk areas
Review notes not too long
Conversation V Emall
Write V Type

Positive & Negative

Think about next year

Are standard forms used? Do we need more
standard forms?

Limit copy documents R
If more work needed, confirm scope, deadline etc "l-a.‘
L

Mo

A




Whole file

Think about the order
Does it make sense? Any gaps?

Focus



Review objectives

Does work follow firm’s standard approaches

Did work follow planning
All key issues dealt with, and file updated
Consulted / investigated where necessary

File complete

Think if any delegation could be done in future
Any suggested system improvements for client
Any commercial comments for the client
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Time management



Time Management

Important {Unimportant

Do it now, Delegate, or do
as long as it quickly
takes

Schedule Why bother?!
time




Prepare for meetings

Set times
Set agenda
Set chairman

Fewer people is better
Send out related information in advance

Leave with clear tasks allocated to specific
people

B <



Plan effectively

To do list is not enough
Focus and be real

Be disciplined

Plan for the week not the day
Review daily

Consider matching tasks to times of day




Interruptions

Being accessible V Being focussed

Change location

Be accessible at set times

How do we shorten impromptu meetings?
Put cactus on your chair?

Traffic lights?

Put your different times in the diary (e.g. research,
planning etc)




Paper / Emails

Look at paper / email once

Don’t’ CC everyone in
Use of Teams / WhatsApp etc

“Timebox” your email handling

Use of filters, software (Sanebox.com /
SuperHuman) or people, or have 2 emails?!



Learn to say “no”

Say no sometimes
Do what you do well
A “yes” is a "no” to something else

Tips:

* Find out reasons for request
« Offer alternatives

« Explain why you can’t help

* Be pleasant but firm




Prioritise

Imagine it is the week before you have 3 weeks off — prioritise like that
every week!
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Dealing with |
stress In the office %



Stress In the office

Stress Is a huge drain on productivity
And quality

Culture — can the team talk to you about:
Health issues

Financial pressures

Struggle with the role

Conflict within the team

If not you — perhaps an independent Individual




Sources of stress

Sickness (other people’s) / Bereavement
Relationship problems

Money worries

Childcare issues

Struggling to complete tasks
Deadlines

Boredom

Long hours / burnout
Bullying / harassment

Office politics

Environment




Symptoms of stress

Physical

Headaches (caused by tension in neck and shoulders)
Tiredness / lack of energy

Pins and needles in the fingers / Chest pains

Rapid weight gain or loss

Frequent colds or other, minor, infections

Emotional

Irritable / Unsmiling / Inability to control temper
Mood swings (from gloomy to hyper)
Loss of confidence / Loss of concentration

Behavioural

Unsociable

Poor time management

Forgetful or “head in the sand” complex

Drinking to relax

Low productivity (in extreme cases, hiding work) / Poor quality work




Managing staff suffering
from stress

e Reassure them

e Listen carefully

e Be alert to hidden messages
e Suggest a plan of action

Solution

e Specific training plan

e Mentoring and support

e Disciplinary action

e HR consult? Keep good notes




Avolding stress

Reduce long hours culture
Lunch break

Exercise

Healthy diet

Regular breaks

Have a giggle

How does this work for homeworkers?

We want long term results
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Dealing with
difficult people



Remember this

Avoid emotional response

Pay attention to what Is said
Control your response

Analyse cause of hostility

Get back to unfinished business

Don’t end on bad note




Bad attitude questions

 How well do you think you have progressed?
 Have you done as well as you expected?

« What stopped you from meeting your own
expectations?

 What would help you to meet them now?

Stick to facts

Make objectives clear
Check they understand
Document everything



The manager’s balancing act

The client
The principal
The team

The regulations




© 20:20 Innovation Training Limited — 2024. All rights reserved.

No part of this document may be reproduced or transmitted in any form or by any means or
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