
Exactitude

A management drama

5 key elements of being a creative manager

Professionalism

Innovativeness

Openness

Flexibility

Communication 

Negative behaviours in management

Professionalism

obsession with detail

demarcation lines

sense of superiority

obsession with rules and procedures

customer gets in the way of doing a good job

Innovativeness, proactivity

wedded to the past

only reacts to problems

doesn't like new ideas

can't think out of the box

treats symptoms not causes

Openness, honesty

plays political games

is economic with the truth

doesn't share true feelings with others

won't entertain others' views

doesn't take risks

Flexibility, agility

won't adapt to change

not flexible to changes in customer demands

can't easily take on new information

blocks and resists change

slow to respond

Social and communication skills

poor listener

poor presenter

dysfunctional in meetings

can't take criticism

gives destructive criticism
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The script

Exactitude by Paul Levy

Obsession with detail

I've had enough! That is bloody well it! What is the point in having proposal forms if people don't fill them in properly ? It says quite clearly in footnote seventeen point one, that the dates should follow Day-Day-Month-Month-Year-Year format not Year-Year-Month-Month-Day-Day. And I don't care if he's a bloody American. When in Rome, as the saying goes, do as the Romans do!

demarcation lines

So then, the idiot admits - I mean, he could at least have attempted to cover his tracks - the idiot admits that (do a southern American accent) he's “got a friend in the accounts department who did the costings.” So what if the dear lady did do them excellently? It was not her job to do them in the first place. I mean, she's from a different department for God's sake!

sense of superiority

And it's quite simply not the way we do things around here. You'd never get me crawling to an accounts clerk to do my costings. Oh no.

obsession with rules and procedures

We are an ISO9000 approved department. Joanna's  proud of that quality standards certificate and if everybody starts departing from agreed and documented procedures, where would we be then ? It'd be a free for all. Chaos. Quality in public service is about exactitude and consistency of application. If I wanted chaos in my life I'd go work for a theatre company or a Chinese restaurant. No, we serve our customers best when be stick like glue to documented rules and procedures. Q.E.D. 

customer gets in the way of doing a good job

Christ, what a terrible day I’ve had. There are only so many hours in the day and today I estimate I wasted four of them dealing with customers. Customers who don't know what they want. Customers who don't fill out forms properly. Customers asking questions that wouldn't need to be asked if they read the information leaflets properly. Difficult customers, rude customers, customers phoning the wrong numbers, customers not getting to the point, customers getting to the point but the wrong point. I mean, what is the point.? 

not flexible to changes in customer demands

can't easily take on new information

And why do the customers have to keep changing their minds all of the time? It just creates more work and delay for everybody. A case in point. Mr Mukerjee. Dear old Mr Mukerjee. A nice man, and a lawyer, a good lawyer at that.  Family business, good luck to him. He telephones me, sometimes three times a day to ask questions that I’ve probably answered ten times before. And for every answer he has to consult with his wife and at least one of his numerous sons. If  you measured the cost to the tax payer it would probably run into hundreds, if not thousands of Euros.

wedded to the past

only reacts to problems

And then Annie Jones comes into my office with her proposal for a new, streamlined system that she claims will reduce paperwork by fifty percent in a year. What I'd like to know is what is wrong with the current system? It's served us well for over ten years. Why on earth do we need another change now?

doesn't like new ideas

But she claims her proposal will reduce the time for processing inquiries by months by streamlining the process. She starts spouting rubbish about some nonsense called business process re-engineering. Re-engineering ? Are we some machine to be re-engineered ? If they want to play that game then I'd say we are like a perfectly good old Mercedes with an engine that purrs like a cat. What do they want to do - reengineer us into a Yugo ? As far as I am concerned borrowing metaphors from the world of engineers is not exactly a good idea. I mean, have any of you tried to get a decent plumber recently ?

can't think out of the box

Then Alan Brown sticks his big nose in and says that the new proposal involves a radical new way of thinking - putting the customer at the heart of the process, not at the end of it ! If the customers are at the heart then who's at the end ? Oh, that's very clever, lets have a process with no one at the end of it. It'd be like pushing a train over a cliff. Tell me, when did those brainless jerks on the board of directors have the so-called brainwave that it was a clever idea to employ unintelligent graduates with cheap MBAs from some unknown university to run our business processes? .

treats symptoms not causes

In my view if there is anything wrong with a process, you solve the problem as it arises. Why move the whole bloody mountain ?

plays political games

So, I rang her boss, Stephen Carter. Now Stephen and I. we share a bit of personal history - both went to Cambridge University together- so I suggested to him that she might be crossing a few too many boundaries. He said he'd look into it - fine chap, old Stephen. One of the old school.

is economic with the truth

And then an hour later, Annie is back, asking for the standard procedures manual. She asks if I know where it is kept. I tell her - yes, I do. She then asks where, and I tell her - in the filing cabinet in the storeroom. She goes looking and can't find it. By that time, I've gone for a well-earned tea break.  Well, she asked where it is kept, not who has it at the moment ! Still, the exercise will do her good. She needs a outlet for all of her unhelpful energy.

doesn't share true feelings with others

But I do admit I am angry. Why do people have to interfere ? Why can't they leave things alone? Still, as far as the department is concerned all is sweetness and light. It isn't a good idea to show your real feelings in this job.

won't entertain others' views

Then Stephen calls a meeting to discuss the new proposal. Everyone's invited. So, who's going to do any real work while they're spending tax payers money on horrible-tasting Italian coffee and Danish Pastries and pain au chocolat. So I send my apologies. Heavy workload, you know how it is.

doesn't take risks

And then at four o'clock yesterday, Stephen calls me up to suggest that I be the first one to produce a flowchart of the planning inquiry process as a first stage to streamlining activities. Yeuuchhh. He says he knows its a bit of a risk and might lead to some big changes but why don't I take a lead for others to follow? Being someone they all look up to, so to speak. Being ‘older, he really means. So I do. 

blocks and resists change

slow to respond

I take a firm lead. I tell him that our workloads are too high at the moment, that we can't even get enough temporary staff and that maybe we could look at it in the spring next year. All by letter of course. Anything potentially controversial should always be put on paper.

can't take criticism

poor listener

Half an hour later, Stephen phones again and suggests that "perhaps I might be a bit more open minded." What a bloody cheek ! I can only assume he's having trouble at home again.

His eldest daughter is mixing with a drugs crowd again. Poor man. That’s what comes from living in London. I warned him. Anyway, this time I give in. "Alright" I say. "I'll be there at the next meeting, but I want you to know that I am one of the more open minded people in this department. But being open minded does not mean agreeing to everything for twenty four hours of the day." 

dysfunctional in meetings

gives destructive criticism

poor presenter

So, I'll go to that meeting. I'll drink their tea with long life milk and  eat their blueberry muffins. I’ll smile politely at Annie and her lady friends. I'll take some reading with me and ensure that at least I am not wasting the council's time and money. Though I shall certainly remind them that that is exactly what they are doing. Wasting public money.

won't adapt to change

And if they think they are going to re-engineer me, then they've got another think coming.

Positive behaviours in management

Professionalism

There is an attention to detail but not an obsession with it

Demarcation lines are not allowed to get in the way of effectiveness

There is respect for others, not a sense of superiority over others

There is not an obsession with rules and procedures

The customer/client's satisfaction is a focus of activity

Innovativeness, proactivity

The future is welcomed and there is learning from the past

There is a proactive approach to problems and problem prevention

New ideas are welcomed and sought out

Out-of-the-box creative thinking is encouraged and practiced

There is a focus on seeking out root causes not just treating symptoms

Openness, honesty

Playing political games is discouraged

The truth is told with a view to sharing information

Feelings and opinions are openly shared

Others'  views are welcomed

Risks are consciously taken

Flexibility, agility

The manager is adaptable to change

There is a flexible response to changes in customer demands

The manager can easily take on new information

The manager doesn't block and resist change for the sake of it

Response to change is not deliberately slow and obstructive

Social and communication skills

Good listening is practiced

Presentation of ideas is effective and confident

The manager is not dysfunctional in meetings

The manager can take criticism

The manager never gives destructive criticism
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