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WALL STREET JOURNAL BESTSELLER

multipliers

HOW THE BEST LEADERS
MAKE EVERYONE SMARTER

LIZ WISEMAN WITH GREG McCKeowN

FOREWORD BY STEPHEN B, COVEY
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Soft Skill Savvy

15%
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Costs of Miscommunication

Lost Sales 18%

Missed performance goals 25%

Low Morale 31%

Delay / failure to complete project 44%
Higher stress levels 52%
|
m Respondents
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Responsive Communication

D
n —_—
Right Right Right
Channel Information Time
Offer multiple * Don'taskclientto * Respond Faster
communication enter information * Resolve issues
channels repeatedly quicker
Know which channel * Provide * Send proactive
client prefer to use personalized info status updates
Offer all the channels to each client
client prefer to use * Make it easy for
client to access
info
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Causes of Communication Chaos

Messages are unsolicited
Information not relevant or useful
Response to request not timely
Communication not personalized
Messages are too frequent

Can't reply to messages
Information request not provided

Don’t offer or use preferred
communication method

Source: Twilio

% of consumers say

P 200
P 2400
I GO0
A S0
P 0%
| — 72%
e | 1%

— 67%

% of businesses believe
13%

19%

26%

26%

17%

11%

16%

17%
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HARD SKILLS SOFT SKILLS

0 PROBLEM
SOLVING

b SUBLECT =
% MATTER @ s
EXPERTISE {\ STORY TELLING
x COLLABORATION
MATH &

STATISTICS *

’ DATA & KNOWLEDGE
' TECHNICAL

. SKILL ..r

o 10&r

CURIOSITY
a" iﬂ
COMMUNICATION

s @CREATIVITY
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The evolution of the employee
Past ) Future
. Work 9-5 [G)] Gm Work anytime '

Workina

corporate office
R A

Use campany Use any device
equipment (=] y :
Focused Focused on
LU

on inputs outputs

Work anywhere

-

-

Create your own

HEE ladder 2

/ Customised work
5 : e

Climb the
corporate ladder

Pre-defined work EI

Hoards Shares
information 4™ information

Can become
No voice a leader

Relies on collaboration
technologies

.
»

Relies on email

-

Focused on adaptive

Focused on s
learning

knowledge

P
»

Democratised
learning and teaching

-

Corporate learning
and teaching

-«

Source: Jacob Morgan, Author, The Future of Work
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Top factors for workplace
Happiness are

Appreciation @ work

Learning & career development
Transparency
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work are 7X times more likely
to engage fully in their work.
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http://drive.google.com/file/d/1eTRIMjzjxaHSyMZelQEfHy8zplgK3JsM/view
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Positivity Engagement Relationships Meaning  Accomplishments
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_ Dimension How it plays out in the workplace
) Credibility

Great

¢ Communications are open and accessible T P I a C e
To

’ ® Competence in coordinating human and material resources
® Integrity in carrying out vision with consistency

R
.. Respect o \"\"[e]4 &
® Supporting professional development and showing appreciation
e Collaboration with employees on relevant decisions u e ge
® Caring for employees as individuals with personal lives Ce r t If Ied
Fairness i) =
; ® Equity—balanced treatment for all in terms of rewards
® |Impartiality—absence of favoritism in hiring and promotions T

® Justice—lack of discrimination and process for appeals

Pride ; 5y
® |n personal job, individual contributions
® |In work produced by one's team or work group
® |n the organization’'s products and standing in the community

Camaraderie <L
® Ability to be oneself
® Socially friendly and welcoming atmosphere
® Sense of "family” or "team”
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