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RICHARD BEVAN, LMA CEO

Since the last issue of the Manager, 
there seems to have been so much that has 
happened in the world of sport but to start 
on a personal note, I am delighted the LMA 
has now fully relocated to St George’s Park, 
The FA’s new National Football Centre. 
This is a very proud moment for everyone 
connected with the LMA and given the 
centre’s focus on excellence in leadership, 
technical development and coaching it is a 
natural transition for the association. 

It is 13 years since the National Football 
Centre was proposed by Howard Wilkinson 
- then the FA's Technical Director - and 
11 years since a location was identified in 
Burton-on-Trent. The FA acquired the 330 
acre site and the facility now boasts £120 
million of investment which includes: 
12 full-size training pitches - together 
with a full-sized indoor 3G pitch and a 
grass replica of the Wembley surface - an 
indoor Futsal sports hall as well as multiple 
gymnasiums, rehabilitation, medical and 
sports science areas.

Not only will the LMA’s relocation 
impact on the way in which our team 
currently deliver services to members and 
who we deliver to, but we will also work in 
a more integrated manner with the other 
stakeholders with whom we will be sharing 
the venue. Ultimately, the LMA looks 
forward to making a positive contribution 
to the aims and aspirations of the National 
Football Centre which will impact on 
every level of the game in England  

from grassroots to the national teams.
As we have recently embarked on a new 

season, I am sure everyone in the game was 
inspired from the summer of sport and the 
success of both the Olympic and Paralympic 
Games. There can be no doubt that London 
2012 was an incredible achievement, taking 
into account how not only Britain but the 
world itself fully embraced the Olympics.

What has been achieved since London 
was awarded the games in 2005, is the 
result of a shared commitment made by 
541 athletes, representing 26 sports, to 
compete as one Team GB, and in doing so 
making our country extremely proud.

It is also clear that the impact of the 
London Olympic Games will have a 
positive impact on Britain in many fields for 
many years to come. Apart from the visible 
legacy, such as improved infrastructure and 
impressive sports venues, it will play a huge 
role in boosting the British economy and 
sports industry.

Following the success of the Games 
there have been a number of comparisons 
drawn between football and the Olympics 
and I think it is important to highlight the 
many positives currently within the game 
as well as the constructive progress being 
constantly made between the stakeholders.

Perhaps the key point is that it is not 
just football that should take notice of all 
of the positive influences this summer. All 
aspects of society should look to embrace 
such behaviours.

Following the success of the Games there have 
been a number of comparisons drawn with football  
- and I think it is important to highlight the many 
positives currently within the game”
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leave positive legacy
for all sports

london games

WE’VE CREATED AN OIL 
SO STRONG WE HAD TO ENGINEER 

THE TESTS TO PROVE IT.

Find out more at castroledge.com

Today’s engines work harder, run hotter and operate under higher pressures, to demand 
maximum performance in these conditions you need a strong oil. That’s why we engineered 
Castrol EDGE, with new Fluid Strength Technology™. Proven in testing to minimise metal to 
metal contact, maximising engine performance and always ready to adapt wherever your 
drive takes you.
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We are one of the UK’s leading employee benefit 
consultancies. Through a combination of 
independence, scale and specialism, we provide a 
single, centralised source for all your pensions and 
benefit requirements.  
This means whatever direction your pension  
and employee benefits are heading,  
JLT Benefit Solutions Ltd can help.

Employee Benefit Solutions
• DC Consulting 
• Group Risk Consulting
• Health and Wellbeing Consulting 
• Flexible Benefits Consulting 
• Auto-enrolment Consulting
• Online Technology

Trustee Solutions
•  Actuarial & Pension Consulting 
• Pensions Administration Services 
• Scheme Governance 
• Communications 
• Discontinuance Services 
• Pension Software Solutions

Investment Solutions
• Investment Management*
• Investment Consulting

Pension Capital Strategies
• De-risking Advice 
• Advice to Corporates
• Liability Management

Wealth Management*
• Financial Planning 
• Transfer Advice
• SIPP/SSAS Services
• Annuity Purchase Services 

To find out more about JLT Benefit Solutions Ltd scan the QR code or go to www.jltgroup.com/eb

Destination JLT Benefit Solutions Ltd

*  Investment Management provided by JLT Investment Management Ltd. Registered in England No. 04274915.  
Wealth Management provided by JLT Wealth Management Ltd. Registered in England No. 03876529.w 
Authorised and regulated by the Financial Services Authority. A member of the Jardine Lloyd Thompson Group. Registered Office: 6 Crutched Friars, London EC3N 2PH. 

JLT Benefit Solutions Limited. Authorised and regulated by the Financial Services Authority. A member of the Jardine Lloyd Thompson Group. Registered Office: 6 Crutched Friars, 
London EC3N 2PH. Registered in England No. 02240496. VAT No. 244 2321 96.
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     53, Redbridge Lane East, Ilford IG4 5EY            

Our Fine Wine Division offers a personalised private client  
service providing expert  advice on how to develop your own 
portfolio and can help you decide when the time is right to 
drink, buy or sell wines.  

LMA members can take advantage of exclusive services from 
Coe Vintners including winemakers’ dinners, team building  
sessions and expert tutorial through private tasting sessions with 
our two Masters of Wine 

If you would like to discuss any of the services available or 
have your own  bespoke requirements, please get in contact.  

David Allen - Master of Wine Fine Wine Manager   
020 8418 2823   davida@coevintners.com 

mailto:davida@coevintners.com


  10TH–11TH OCTOBER 2012
CHELSEA FC, LONDON 
www.leadersinperformance.com

2012 SPEAKERS INCLUDE:

CHARLES VAN COMMENEE
HEAD COACH, UK ATHLETICS

MARK VERSTEGEN
DIRECTOR OF PERFORMANCE, NFL 
PLAYERS ASSOCIATION.
FOUNDER & PRESIDENT, 
ATHLETES’ PERFORMANCE

OLE GUNNAR SOLSKJAER 
MANAGER, MOLDE FK

JEAN-PIERRE MEASSEMAN 
FOUNDER MILANLAB & SPECIAL 
ADVISOR, AC MILAN

GARY KIRSTEN
HEAD COACH, SOUTH AFRICA 
NATIONAL CRICKET TEAM

JOHN DE WITT
SENIOR SCIENTIST ON 
BIOMECHANICS AND ENGINEERING, 
NASA

“ FANTASTIC EXPERIENCE, I’VE MET 
AN UNBELIEVABLE CALIBRE OF 
PEOPLE HERE.”
ANDY BARR – HEAD OF PERFORMANCE, 
NEW YORK KNICKS

“ THIS IS AN EVENT TO FIND A WAY TO
GET OVER HERE FOR.”
BILLY BEANE – GENERAL MANAGER, OAKLAND A’S

“ A GREAT INITIATIVE. ALL SPORTS 
CAN LEARN FROM EACH OTHER AND 
I CAME HERE TO INTERCHANGE IDEAS.”
JOHAN BRUYNEEL – SPORTS DIRECTOR, 
TEAM RADIO SHACK

GET OVER HERE FOR.”
BILLY BEANE – GENERAL MANAGER, OAKLAND A’S

“ A GREAT INITIATIVE. ALL SPORTS 
CAN LEARN FROM EACH OTHER AND 
I CAME HERE TO INTERCHANGE IDEAS.”
JOHAN BRUYNEEL – SPORTS DIRECTOR, 
TEAM RADIO SHACK

Leaders in Performance is the
world’s most infl uential elite
sports performance conference,
bringing together over 350 top
coaches, managers and
performance directors from
across the world. Offering
detailed insights within 3
core themes: ‘The Analysis of
Performance’, ‘The Science of
Performance’ and ‘Innovation in
Performance’. 

Sponsored by

http://www.leadersinperformance.com/
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DELIVERING 
PERFORMANCE  
INSIGHTS
• Performance Analysis

• Player Recruitment

• Research & Consultancy

Official Technical Partner

DELIVERING PERFORMANCE
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WWW.PROZONESPORTS.COM

http://www.prozonesports.com/
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environmental

Delivering tomorrow’s energy needs today

Tel 01622 722280  Web www.mapenvironmental.co.uk

MAP Environmental, Gallants Business Centre, Lower Road,  
East Farleigh, Maidstone, Kent, ME15 0JS

environmental

PV PV-T LED

MAP Environmental is the UK’s leading supplier of renewable 
energy products. Contact us today to find out how you can  
make your business a more profitable and sustainable one.

You could massively reduce your energy bills  
and earn your business thousands of pounds  

each year by installing the following:

LED Lighting
Up to 90% savings against standard lighting,  

75% carbon reduction, 1 year payback

Solar PV
Generates electricity, great ROI for 20 years

Biomass Boilers
Carbon neutral heating and hot water, earn a guaranteed  

income under the Renewable Heat Incentive

Offers and savings subject to terms and conditions. Pictures for illustrational purposes only.

http://www.mapenvironmental.co.uk/
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PLANET FOOTBALL
What shines through in this issue of the 
Manager is that the game is this country - 
on and off the pitch - is now a truly global 
product, hugely influenced by people 
and companies who have enhanced their 
offering by looking abroad to improve their 
credentials.

Roberto Martinez, the subject of 
our cover feature, has earned enormous 
respect for the way in which he has 
introduced Spanish methods 
to Swansea City and Wigan 
Athletic and shown just what 
can be achieved when you 
have the strength of 
mind to stick to your 
principles.

The American  
influence figures strongly as 
Richard Heaselgrave, the Football 
League’s chief commercial officer, 

fills our regular ‘Insider’ berth to explain how 
his experiences of working for the NBA have 
influenced his push to raise standards on this 
side of the pond.

And Deleware North Companies, who 
provide a first-class food and drinks 

service to more than 25 major league 
sports teams in the States, give 
us an insight into how they have 

successfully adapted to offer the 
same standards for different 
tastes at Wembley Stadium. 

That doesn’t mean to 
say of course, that they 
do things better in other 
countries than we do here. 

Far from it... but it just 
underlines the point that everyone 

is now looking further afield for fresh 
ideas and methods that can give them 

an edge and ensure that the product they 
offer is the best it can possibly be.

Continuing with that theme, we’ve 
included a fascinating article this month 
about how working abroad can make 
you a more ‘rounded’ person - supported 
by former England star Ray Wilkins 

and top chef Olivier Limousin, the 
Frenchman who is currently adding to his 
portfolio of experience by working in a 
two Michelin star, fine-dining restaurant  
in London.

One certain thing in the months ahead 
is that football people the world over will 
be flocking to Burton-on-Trent, wanting to 
take a close look at the FA’s new National 
Football Centre. We speak to key figures 
involved in setting up the world-class facility 
at St George’s Park - and to those charged 
with responsibility for making it work.

It is always our aim with every issue 
of the Manager to deliver a series of 
thought-provoking articles that highlight 
the key ingredients of leadership, insight 
and inspiration and there’s no shortage in  
this issue.

For example, few football people over 
the years could be said to have demonstrated 
those qualities better - nor in more 
entertaining manner - than Brian Clough. 
The man who took Nottingham Forest from 
the old Second Division to two European 
Cup triumphs becomes the latest subject for 
our Hall of Fame feature.
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Ray Wilkins broadened his horizons 
playing in Italy for AC Milan -  
now international influences 
resonate at every level, 
bringing a fresh outlook 
to our game.
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SPORT MOBILE        Sport Mobile provide me 
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on hand 24/7 to look after all my 
mobile phone needs.

Joe Hart

Rio Ferdinand

       The high quality of service is 
what sets this company apart from 
others.
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KICKING OFF

UEFA Champions League winners for 2012, 
Chelsea, have been rewarded by being named 
the European Club of the Year.
The Blues clinched their first 
ever title win in dramatic style 
against Bayern Munich of 
Germany after a penalty 
shoot-out having 
overcome favourites 
Barcelona in the semi-finals.

30
The number of London derby matches in the Barclays Premier League this 
season between the six member clubs – Arsenal, Chelsea, Fulham, Queen’s 
Park Rangers, Tottenham Hotspur and West Ham United.

MADE IN CHELSEA
Leadership will be top of the agenda at The 
London Business Forum’s courses at the end 
of October.
Edwina Currie will talk about leadership lessons 
from 'The Iron Lady' - the former Conservative 
Prime Minister Margaret Thatcher - on Tuesday 
October 23. 
The following day, Ken Blanchard will lead a 
topic entitled One Minute Manager: Techniques 
to increase productivity and profits.
For more details visit londonbusinessforum.com

Dan Ashworth has been appointed as the FA’s 
director of elite development.
The 41-year-old is to stay in his current role of 
sporting and technical director at Barclays Premier 
League West Bromwich Albion, where he has 
worked with England boss Roy Hodgson, before 
taking up his post next summer.
Ashworth will replace ex-England defender Gareth 
Southgate, who departed in July, and will work 
alongside director of football development Sir 
Trevor Brooking.

DAN’S THE FA'S MAN LEARN FROM EX-PM

The LMA funded the latest Coaching for 
Hope project enabling Kevin Blackwell to 
join fellow coach Darren Teague and pass on 
his expertise to three separate projects.

The duo first worked in Dori on an 
introductory course to football coaching run 
for a group of young miners in their Comic 
Relief-funded 'I have a Dream' project.

The aim was to use football to bring the 
communities together and encourage families 
to let their children attend school rather than 
go down the mines.

Blackwell and Teague’s next stop was at 
the under-resourced orphanage based in the 
village of Ipelce where 60 youngsters from 
three months upwards live and work.

Together they ran a sports event for 
the children and were so overwhelmed by 
the kindness and goodwill that Blackwell 
has returned determined to help raise the 
£22,000 needed to build a flat-bed truck that 
will help some of the poorest people on the 
planet manage their crops.

A last visit saw the pair work in the 
capital city Ouagadougou with a group of 
25 young leaders identified by CfH as having 
exceptional leadership skills.

They benefited from a four-day master 
class in how to create a session plan, how to 
ensure that important areas such as warm ups, 
cool downs and strength and conditioning are 
included and how to grasp the correct content 
of a coaching structure.

The attendees were left highly motivated 
to go away and put what they had learned 
into use back in their own towns and villages.

“Having access to experienced coaches 
like Kevin is a great privilege for Coaching 
for Hope and is of enormous benefit to their 
African partners,” said Coaching for Hope 
director Jane Carter.

“It gives them hope and inspiration and 
enables us to continue supporting them in 
their work tackling issues such as substance 
misuse among young people, sexual health 
and the inclusion of people with disabilities.”

OUT OF AFRICA
Former Leeds United and Sheffield United boss Kevin 
Blackwell flew out to Burkina Faso this summer to deliver 
LMA-backed coaching sessions to disadvantaged groups.

http://londonbusinessforum.com/
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KICKING OFF

VINTAGE DISPLAYS

DISCUSS HOW THE 
LEAGUE’S SHAPING UP 
OVER A GLASS OF 
CHARDONNAY
2009 Jordan Chardonnay,  
Russian River Valley, £24
Jordan Winery is based in 
Sonoma County, where Tom 
Jordan and his family have created 
a beautiful chateau-style estate. 
Winemaking is traditional - hand 
harvesting, barrel fermentation 
and limited oak aging produce 
a very refined Burgundian style 
Chardonnay. The longer, cooler 
growing conditions of 2009 
contributed to the delightfully fresh 
palate of citrus and exotic fruits, 
nicely underpinned by creamy oak 
and a long mineral finish.

A WINE TO SAVOUR AFTER 
SINKING THE BOOKIES’ 
TITLE FAVOURITES
Corton Bressandes Grand Cru,  
Domaine Jacques Prieur 2005, £77 
A perfect wine from the dream 
2005 vintage - a very pure, 
concentrated wine, worthy of a 
special occasion. Jacques Prieur 
produces gorgeously polished, 
aromatic wines; this is no 
exception - it also has the typical 
generous Corton character - ripe, 
full bodied, with deep fruit and a 
lush silky texture and lifted aromas 
of spicy new oak. It has evolved 
wonderfully over the last couple 
of years, revealing more complex 
earthy aromas of the forest floor 
and warm leather.

Our wines have been selected by David 
Allen MW, Coe Vintners Fine Wine Manager. 
For offers open to LMA members,  
contact David on 020 8418 2823 or email 
davida@coevintners.com

LONG-SERVING
IVOR HONOURED
The man who gave Martin 
O’Neill and Paul Lambert 
their first management jobs in 
the English game, Wycombe 
Wanderers joint-chairman 
Ivor Beeks MBE, has been 
honoured with a long-service 
award by the Football League.
The 70-year-old, who was 
honoured in the Queen’s June 
Birthday Honours List for his 
services to the game was 
presented with an award by 
the Football League chairman 
Greg Clarke that recognised 
his 27 years of service to the 
npower League Two club.

BRIAN PENS LAWS
OF THE JUNGLE 
Former Sheffield Wednesday 
and Scunthorpe United 

manager Brian Laws 
has released his 
autobiography ‘The 
Laws of the Jungle.’
The book features 
recollections of 
his playing and 
management career, 

which saw him become a key 
component of Brian Clough’s 
Reds side that became a force 
to be reckoned with in cup 
competitions during the 1980s.
The book is released by  
Vertical Editions, £16.99

SAD PASSING OF
'FINEST' OFFICIAL
Tributes have been paid to 
1974 World Cup final referee 
Jack Taylor, who died in July at 
his Shropshire home, aged 82.
He officiated in more than 
1,000 matches during a career 
than lasted more than 30 years, 
with the highlight that 2-1 
victory for West Germany over 
Holland in Munich, one of more 
than 100 internationals he took 
charge off.
Described by the Football 
League as “perhaps the finest 
English referee of all time,” 
Taylor is a member of FIFA’s 
Hall of Fame.

England Manager Roy Hodgson has visited 
the National Football Centre to offer words of 
support to 49 black and Asian coaches who 
are benefiting from an FA-led bursary scheme.

Hodgson dropped in on sessions 
organised by former Birmingham captain 
Michael Johnson and Aston Villa academy 
coach Danny Campbell, that were 
being observed by attending coaches.

It was the first time the group 
had come together since applying for 
the three-year programme earlier this 
year, having already acquired Level 2 
coaching badges. 

They are part of the  
COACH bursary scheme, 
run by The FA in 
conjunction with the 
Barclays Premier League, 
the npower Football 
League, the LMA and 
the PFA with the aim 

of furthering the skills and experience of 
black, Asian and minority ethnic coaches.

The coaches will all get to experience 
life at a Barclays Premier League or npower 
Football League club, with the long-term 
target of getting more black, Asian and 

minority ethnic coaches working within 
football's top flight.

“We know there's a lack of BME 
coaches in the top flight but we’ve 
seen both Chris Hughton and Chris 

Powell win silverware domestically and 
Terry Connor is a well-respected coach 

across the game. They are the 
inspiration," said Hodgson of 

the ground-breaking venture.
“These coaches should 

benefit from the expertise 
of those around them as 
we never stop learning as 
coaches, regardless of the 
level we're working at.”

HODGSON BACKS 
BURSARY SCHEME

€514m
The revenue generated (£414 million) by Real Madrid  
during the 2011-12 season which they claim is the first time 
any football club has broken the 500m euro barrier

mailto:davida@coevintners.com


The assessment takes place in our brand new 
facility, Perform at St. Georges Park, which 
combines 25,000 square feet of cutting-edge 
technology with medical expertise to create the 
most advanced sports medicine, rehabilitation, 
performance science and training centre in the UK. 

Are you  
Fit to Perform? 

The facility includes a range of state-of-the-art 
technology and equipment such as an altitude 
chamber, an anti-gravity treadmill, videoing 
analysis equipment and a hydrotherapy suite 
containing an underwater treadmill.  

To make an appointment or for any further 
queries please call the Perform support team on 
01283576333 or email support@spireperform.com

www.spireperform.com

An innovative performance and lifestyle assessment utilising the 
world’s leading sports medicine technologies is now available to 
league managers at Perform at St. George’s Park.

mailto:support@spireperform.com
http://www.spireperform.com/
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KICKING OFF

2026
The year Mexico hope to become the first country to 
hold the FIFA World Cup three times after announcing 
they will bid in competition to the United States.

NPOWER LEAGUE 
TRIO GET SEASON 
OFF TO A FLYER 
Blackpool boss Ian Holloway led 
the winners of August’s npower 
Football League Manager of the 
Month Awards after guiding his 
side to a sparkling start.

He got the vote as leading boss 
in the npower  Championship as 
the Seasiders began with victories 
in their first three league matches.

A 2-0 opening day triumph 
at Millwall was followed by a 
2-1 home win over Leeds and a 
6-0 demolition of Ipswich Town, 
also at Bloomfield Road, that saw 
them win the F&C Investments 
Performance of the Week award.

In npower Division One, 
Ronnie Moore got the nod after 
Tranmere Rovers led the way in 
the early-season table with two 
wins and a draw.

Those results included an 
impressive 3-0 success at Carlisle 
United, which has laid the 
foundation for the Birkenhead club 
to make a sterling start to 2012-13.

Martin Allen was rewarded 
for Gillingham's excellent form 
with the award for npower League 
Two. They got off to a flying 
start by defeating Wycombe 
Wanderers and Dagenham 
and Redbridge on their travels 
having opened with a 3-1 success against 
Bradford City.

The judging panel comprised of former 
Charlton Athletic manager Alan Curbishley, 
Sky Sports’ Football League expert Don 

Goodman, Football League chief operating 
officer Andy Williamson, BBC Sport’s 
Mark Clemmit, the LMA’s deputy chief 
executive Olaf Dixon and npower’s head of 
sponsorship Emma Collins.

In his book, Management in 10 Words, Sir 
Terry Leahy, former CEO of Tesco and one of 
the world’s most admired business leaders, 
draws on his many years of experience at the 
forefront of business to describe and share 
10 fundamental concepts for leading change, 
inspiring those you lead and developing the 
skills to deliver breakthrough performances.
Sir Terry goes back to basics and reflects 
on some of the surprisingly simple lessons 
he learned as he led Tesco to become the 
third largest retailer in the world. He groups 
his thoughts and observations around 10 
words, which form the essence of what his 
experiences have taught him, and delivers 
an inspiring and insightful message that will 
prove invaluable to managers around the 
world, showing them what makes a company 
great and how they can take theirs forward.
He also identifies the key traits that every 
good manager needs, pinpoints the ways in 
which effective leaders inspire others and 
analyses how innovative and successful 
business strategies are forged.

ACCORDING TO THE MAN 
WHO MADE TESCO THE 
MOST SUCCESSFUL BRAND 
IN UK RETAIL, THE KEY TO 
LEADERSHIP & SUCCESS IS 
KEEPING THINGS SIMPLE

Management in 10 Words, published by 
Random House Business Books

Paris Saint-Germain have signalled their 
intention to create a sporting empire modelled 
on FC Barcelona and Real Madrid in the latest 
demonstration of their growing ambition.
The Ligue 1 giants have announced they are 
relaunching the city’s handball team that have 
existed since 1941 and been associated with the 
club since the 1990s in a bid to develop a multi-
sport entity around the PSG brand.
A basketball club could also follow under the 
ownership of Qatar Sports Investment.

HANDBALL, BY PSG



OUTSTANDING
GRASS.
ALL YEAR 
ROUND.

BAR 50 SOS is a remarkable overseeding ryegrass
blend providing superior germination and
establishment in very cool soil temperatures. 
It’s ideal for repairing and sustaining winter grass cover
and is trusted by top turf professionals worldwide.

Call 01359 272000 or visit bar50sos.co.uk
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http://bar50sos.co.uk/
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ROBERTO FORZONI IS A HIGHLY 
QUALIFIED AND EXPERIENCED 
PEAK PERFORMANCE CONSULTANT 
WORKING WITHIN THE GAME. HE 
CURRENTLY CONSULTS WITH A 
NUMBER OF FOOTBALL MANAGERS 
ON STRATEGY IMPLEMENTATION AND 
PERFORMANCE ISSUES AND HAS 
WRITTEN THE BOOKLET ON THE LAWS 
OF EFFECTIVE TEAMWORK. HE ALSO 
 MANAGES TOOTING & MITCHAM 
  UNITED FC. ROBERTOFORZONI.COM

KICKING OFF

£490m
The total spent in this summer’s transfer window according to  
figures from Deloitte - including Joe Allen's £15m move to Liverpool -  
up from £485m last year, but just shy of the £500m record in 2008.

Every manager or leader knows that effective communication is an essential 
ingredient in their armoury. Roberto Forzoni considers the practical ways that can 

be of use on a daily basis, to build relationships, offer feedback or enhance that 
inspirational talk before a big match or an important sales pitch.

PRODUCTIVE COMMUNICATION

Motivational Interviewing is a client- 
centered, directive method for enhancing 
intrinsic motivation to change. It is often 
used by police officers and others working 
to try and ‘motivate’ youth offenders 
to change their behaviour. One of my 
favourite techniques from MI includes the 
‘Importance Ruler’, which is used to elicit 
‘change talk’ - that is, getting the person 
you’re communicating with to suggest ways 
they might change by the use of effective 
questions. For example, ask a person to give 
you a mark out of 10 for a performance and 
he says, perhaps, seven. Your next question 
can help build confidence and motivation 
to improve or lower confidence and reduce 
motivation – all by changing one word. 

Incredibly, one word in a well-meaning 
dialogue can make a drastic difference to a 
person’s level of confidence or motivation.

If you respond with “why was it not a 
nine?”(a reasonable request) the responses, 
by definition will be negative as the player 
will need to focus on what was not going so 
well. By hearing himself talk, he reinforces 
the negative aspects of the performance and 
will become less motivated to change (Self-
Perception Theory: “As I hear myself talk I 
learn what I believe”). If, on the other hand 
the same question is asked by changing one 
word and ‘scaling down’, the response can 
be quite dramatic. So now you answer by 
saying: “why was it not a five” the response 
must focus on what went well, reinforcing 
positive aspects of the performance. 

A follow up question of “what would 
you have to do to get it to an eight” (one 
increment up), would elicit what we call 
the change talk, and consequently the 

motivation to improve. Simple really.

ACTIVE & CONSTRUCTIVE 
RESPONDING (ACR) 
Another really useful communication 
skill is active constructive responding or 
‘ACR’.  ACR will help improve the level and 
quality of communication. As an example, 
imagine a team member or partner shares a 
positive event: “I was promoted to another 
team and given a nice pay rise”.

The following offers typical responses 
and categorises them into four types of 
response...
ACTIVE & CONSTRUCTIVE 
“That’s terrific news. I know how important 
that was for you!” [re-live the event] 
Tell me where were you when your boss told 
you? What did he say?  How did you react? 
We should go out and celebrate”
Nonverbal: maintaining eye contact, 

displays of positive emotions, such as 
genuine smiling, touching, laughing.

PASSIVE & CONSTRUCTIVE 
“That’s good news. You deserved that”
Nonverbal: little to no active emotional 
expression.

ACTIVE & DESTRUCTIVE 
“That sounds like a lot of responsibility to 
take on. Are you going to spend even less 
time at home now?”
Nonverbal: displays of negative emotions 
such as furrowed brow, frowning. 

PASSIVE & DESTRUCTIVE
“Did you watch the match last night?”
Nonverbal: little to no eye contact, turning 
away, leaving the room.
The differences will be clear to any leader 
so encourage an active and constructive 
response whenever you can.

Rather than always looking to correct 
weaknesses consider building strengths in 
your team – so rather than simply removing 
disabling conditions, you could create 
enabling conditions for people to flourish.

http://robertoforzoni.com/
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TO CONTINUE READING 
THE MANAGER MAGAZINE 
DOWNLOAD THE APP NOW

https://itunes.apple.com/us/app/the-manager/id1077792611?ls=1&mt=8
https://play.google.com/store/apps/details?id=lma.themanager

