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W
e all want to see stand-out 

performances, winning local 

derbies, scoring five or a spot 

of giant killing, but in order to progress 

up the table and compete for 

promotion or titles, those great 

performances need to be replicated 

week in, week out. A rare a"ernoon of 

genius on the pitch might put some fire 

under your players, but if it fizzles out 

the following Saturday it is next to 

useless. Success is not defined by what 

we do once in a while, but what we are 

capable of doing consistently.

It takes some seriously hard gra" 

to get good results repeatedly over 

a season, but if that were the whole 

of the equation then management 

would be a simple task. It would be 

based around gruelling 12-hour 

training sessions, robotic attention to 

detail and military discipline. In reality, 

promotions tend to be the result of 

a certain buzz, an intangible positive 

drive and determination that runs 

through the players’ veins every time 

they step onto the turf.

It’s something Russ Wilcox knows 

only too well, having this season led 

Scunthorpe to an incredible record-

breaking run of games without defeat. 

“The players didn’t approach any of the 

28 games assuming they would win, but 

they knew they had a real opportunity 

each time,” he says. “Even when we didn’t 

play our very best, the group mentality 

remained resolute and we were hard to 

beat.” How did someone with no prior 

experience of full-time management 

achieve a feat that no man had managed 

for 126 years? Find out on page 32.

For Nigel Pearson’s Leicester City, 

who next season will fight it out in the 

Barclay’s Premier League, promotion 

was also the result of a strong team 

mentality. “You have to have people with 

abilities that complement your own, 

allow them to use those skills and trust 

them to take on responsibilities,” he says 

in our lead feature on page 14.

He also points out that great 

management means working with what 

you’ve got. At least 12 managers across 

the professional leagues will start the 

next season in a new club, with players 

they did not choose and who might not 

fit their ideal playing style or plans for 

the club. Other managers will find their 

long-term goals and visions impeded 

by a lack of resources or pressure to 

get immediate results. And therein lies 

the challenge, one that is daunting and 

thrilling in equal measures. We wish all 

managers luck in their preparations for 

the battle ahead.
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FROM THE

CHIEF EXECUTIVE

W
elcome to the 20th edition 

of the Manager.

Another campaign has 

drawn to a close and once again it did 

so in dramatic style, with the destiny 

of several teams decided on the final 

day. It has been another enthralling 

season across the four professional 

leagues of English football and I would 

like to congratulate everyone involved 

for their contribution to what makes 

English football so riveting. 

As we all know, the football industry 

is 24/7, so there is little respite. I have 

no doubt that those working in clubs 

have already turned their attention to 

next season’s preparations.

While all of the teams that 

came away from the season with 

silverware or promotions deserve our 

congratulations, so do those clubs 

who met or exceeded expectations by 

surviving in their respective leagues or 

finishing higher than last season. These 

accomplishments often go unnoticed.

I’d also like to acknowledge all of 

the winners at our annual awards 

dinner, which I am delighted to 

report was another resounding 

success this year. These individual 

awards are especially prestigious 

given that they are voted for by the 

managers themselves, those who 

they compete against, week in and 

week out throughout the season. I am 

sure all would agree that there is no 

better measure of your progress and 

success than recognition from your 

peer group, whatever industry you 

work in.

An unfortunate recurring theme 

this season is the high volume of 

manager and coach dismissals at all 

levels of the game. It is truly alarming 

that, at the time of going to press, 

over half of our professional clubs 

have a manager who has served less 

than a year with their current club 

and there are only two managers 

who have served over five years 

with their current team. Such 

statistics are simply unsustainable 

and very damaging to the clubs and 

to the coaching and management 

profession.

Accordingly, the LMA continues to 

focus its attention on the development 

of managers and coaches and I am 

delighted to announce that this 

summer we are launching a new 

Diploma in Football Management.

In closing, I wish Roy Hodgson and 

the England team the very best at 

the World Cup Finals this summer in 

what is a particularly exciting time 

for the country.
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Newsbites

KNOWING THE SCORE
The Know the Score campaign, 

aimed at raising awareness of bowel 

cancer, returned this year with the 

support of the LMA. The campaign 

is the brainchild of former Millwall, 

Charlton Athletic and QPR goalkeeper 

Nicky Johns, whose son Stephen died 

of bowel cancer at the age of 26. 

The campaign unites bowel cancer 

charities with links to the professional 

game and uses the power of football 

to raise awareness of bowel cancer 

signs and symptoms.

Current and former players, along 

with managers and match o!cials, wore 

the charity’s o!cial badge, the Star of 

Hope, at games between 12 and 21 April, 

while more than 50 teams throughout 

the country warmed up in campaign 

T-shirts prior to their league games.

Ipswich manager Mick McCarthy said: 

“My father died of bowel cancer, but 

that wasn’t the primary reason for me 

getting involved. When you’re 25 and 

playing in the first team you think you’re 

indestructible – I didn’t think anything 

was ever going to be wrong with me. It’s 

di!cult to convince people of that age 

to get things checked out.”

For more information visit 

www.knowthescore.org.uk

BE HERE NOW
Five best ways to make employees love their workplace, be proud 
of their job and trust their management. 

1. Pay more attention to newbies  

Lavishing attention on new employees 

makes them feel welcomed and valued. 

2. Show sta! you care  

Encouraging sta# to share their 

achievements and ideas instils a 

feeling of pride, while sharing your 

aims and objectives with them shows 

them how important their role is. They 

will also become great ambassadors 

for your company. 

3. Invest in training and development 

Employees will take more pride 

in their work, feel that they are 

receiving fairer treatment and 

regard management as more 

credible and honest.

4. Be flexible  

Allowing employees the option of 

flexible hours or home-working helps 

them achieve a good work-life balance 

and demonstrates that you trust and 

appreciate them.

5. Be responsible  

Committing to sustainability and 

corporate social responsibility 

means your talent pool is larger 

when recruiting. 

EMPATHY 
IS NOT 
WEAKNESS
How well do you really know your 

team? Would they feel confident in 

bringing a problem to you or asking 

for your help? According to a survey 

by talent mobility consulting firm Lee 

Hecht Harrison, empathy is scarce 

among corporate managers, with 

58 per cent failing to show enough 

understanding towards their staff.

According to Kristen Leverone, Senior 

Vice President of the firm’s Global 

Talent Development Practice, empathy 

is fundamental to good management. 

“It means being able to understand 

and relate to others’ feelings,” she 

says. “A"er all, if a supervisor or 

manager can’t tune into the feelings of 

employees, it’s going to be very di!cult 

to motivate or engage them.”

Empathy is not sympathy or 

agreement. It is showing someone 

that you understand where they are 

coming from. Try:

• Getting to know each one of your 

people better

• Spending more time on one-to-ones

• Listening to their problems  

or concerns and responding  

with empathy

• Providing help and support when 

they need to overcome a problem  

or weakness

40,000 are diagnosed with 
bowel cancer each year

7 people will be diagnosed 
during a football match,  
3 of them will die

(From a survey by Vlerick Business School in collaboration with global research 

institute Great Place to Work)

%

http://www.knowthescore.org.uk/
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Newsbites

One in three people in the 
UK struggles to cope at work 
due to depression
(Depression Alliance)

AND NOW FOR 
THE SCIENCE BIT...

YOU HAD ME AT ‘HELLO’

CHECK 
MATE
What can we learn from world 

chess champion Magnus Carlsen? 

Speaking at a press conference a"er 

snatching the title from long-time 

champion Viswanathan Anand last year, 

the 23-year-old said, “People just crack 

under pressure. You just have to keep 

on pushing. If you don’t believe in your 

capability, no one else will.”

Carlsen became a grandmaster 

at the age of only 13, five years a"er 

his first tournament. “You need to be 

absolutely confident so that you don’t 

miss opportunities,” he said in interview. 

“If you’re pessimistic, you see dangers 

that aren’t there.” He also believes 

much of his success is down to how he 

harnesses his thoughts and memories. 

“Good players use more long-term 

memory than short-term memory,” he 

said. “It is intuition that is largely based 

on past experiences. I believe the world 

could use some more ‘thinkers’ who 

are conscious and critical about the 

consequences of their actions.” 

MEASURE FOR MEASURE
In an experiment on its own workforce, 

data analytics company the Outside 

Edge is aiming to highlight how e#ective 

data can be in unleashing human 

potential and finding the ultimate 

balance between elite performance and 

happiness. Over three months the firm 

is using a range of smartphone apps to 

track every aspect of its people’s lives, 

from sleep, food, mood, movement, 

location, alcohol intake and exercise to 

daily productivity, personal KPIs  

and happiness. 

The results are reviewed every 

fortnight, with sta# taking on board 

expert advice on how to achieve their 

personal potential.

Working on the basis that you can’t 

improve what you can’t measure, the 

firm hopes to gain insight into the 

multiple factors that lead to success or 

failure and therefore also how we can 

improve ourselves. And by publishing 

the data it is also tapping into people’s 

natural competitive nature, driving its 

sta# to work harder and smarter.

“To define elite performance you must 

go beyond the results to understand 

the behaviours and activities that led 

to this success,” says CEO Rob Symes. 

“Through data science, the answers to 

elite performance are within everyone’s 

grasp. Achieving your potential isn’t 

about working harder, it’s about 

machines working harder so you can 

work smarter.” 

A    study has found that we form 

perceptions about people 

based solely on the sounds of 

their voices. Psychologists at the 

University of Glasgow and Princeton, 

US, asked people to listen to recorded 

voices and rank them on traits such as 

dominance, trustworthiness, 

attractiveness and warmth. 

Participants made their judgements 

quickly, a"er listening for only 

300-500msecs, and the traits that 

they were most attuned to were 

trustworthiness and dominance. 

What’s more, if women alternate the 

pitch of their voices and men raise 

their tone they can make themselves 

sound more trustworthy. 

The University of Glasgow’s Dr Phil 

McAleer said of the results: “It is 

amazing that from such short bursts 

of speech you can get such a definite 

impression of a person. And more 

so that irrespective of whether it is 

accurate, your impression is the same 

as  other listeners’.”
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Infographics

95" SAY NO!

WHY DO IT?

JARGON!BUSTING
If you want to get a message across, demonstrate your credibility and gain the 
respect of your audience, tell it straight. As these surveys reveal, unnecessary 
management jargon doesn’t just irritate people, it is confusing and alienating.

21"  
are happy to work 

with people who  

use business jargon 

in conversation

IS IT UPBEAT  
AND MOTIVATIONAL?

50" believe 
people use jargon 
to sound clever

33" believe 
they’re doing it to 
impress people

1 in 20 people believe 
business jargon is 
used ironically

?

67"  
are turned o# by common 
business jargonBLUE!SKY 

THINKING 

Most irritating phrase?



ON THE SAME PAGE? 

70"  know the meanings 
of less than one 

third of the 10 most 
common business phrases, 
including ‘touch base,’ ‘move 
the needle’ and ‘drill down’ 

74"  believe those using 
these phrases also 

haven’t got a clue

9

Infographics

SOME OF THE BEST  
Seagull managing – managers who fly in, dump 
on you and disappear before you notice
Put that idea in the car park with the engine 
running – we’ll talk about it later
Blamestorming – getting together to decide 
who to blame when it all goes wrong
Can it wash its own face? – is it financially viable?
Get the moose on the table – time to discuss the 
really tricky issue

...AND WORST  
Reach out – contact and discuss
Take o"ine – discuss in private 
Drill down – look at in more detail 
Digest – read and think about 
Push back – re-think it
Embrace – work with 
Cascade – share with 

>3/4   
think business jargon 
is not the easiest 
or quickest way to 
communicate information

JARGON APPEARS 
MOST OFTEN:

ON
 TH

E 
TE

LEP
HO

NE
 (20

%)

IN 
ME

ET
ING

S (
62

%)

(38%)

That’s why 38% are 
reluctant to answer 
the phone to someone 
who overuses 
business jargon
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Leadership & Management

T
hese days, the manager’s 

involvement with the media, 

voluntary or otherwise, is a 

24/7 commitment, compounded most 

recently by the rise in social media. 

Lately, this phenomenon has 

contributed to an explosion in the 

number of radio phone-ins, which now 

precede and follow almost every game 

across the four leagues.

Unfortunately, in this genre of media 

bad news equals good ratings. And, as 

bad news goes, the default and most 

damning statement appears to be “the 

manager has to go, he has lost the 

dressing room”. In simple terms, the 

suggestion here is that he has lost the 

respect and confidence of the players. 

Is this really occurring as frequently 

as the media would have us believe? In 

reality,  the players’ demands on any 

manager are very simple and very clear. 

They want him to be competent and to 

have the knowledge required to perform 

the job e#ectively. They need to trust 

in his ability to make the big decisions 

and know that he will be honest with 

them. They want to trust that what he is 

asking of them is realistic and believe in 

him and what he stands for.

How strongly the players feel about 

these things will be most clearly visible on 

the field. It will shine through in everything 

from their collective belief, organisation 

and unity to their discipline, consistency, 

mental resilience, work ethic and lack of 

fear. When you can see these qualities 

running through the team, you know the 

manager has the dressing room.

If they are all lacking, the dressing 

room has indeed been lost but, with 

managerial tenure continuing to fall, 

few get anywhere close to this state 

of a#airs. To really grow and establish 

these attributes takes a long time, no 

matter how strong the manager’s CV, 

and until you have that, the dressing 

room is not yours to lose.

Faced with such accusations, however 

inaccurate, and the constant visibility 

a#orded by today’s media, how should 

managers respond? Turning what could 

become a problem into an opportunity is 

key to their survival, but attempting to 

justify yourself or hide is futile. Instead, 

like José Mourinho, managers must learn 

to embrace such media claims, work 

with it, be proactive, positive and, above 

all, resist any urge to fuel the fire by 

reacting negatively. 

The modern manager must see, hear 

and live with it all, while keeping a steady 

and positive focus on the job in hand.

HOWARD 
WILKINSON

“IN REALITY,  THE PLAYERS’ 
DEMANDS ON ANY MANAGER ARE 

VERY SIMPLE AND VERY CLEAR. THEY 
WANT HIM TO BE COMPETENT AND 

TO HAVE THE KNOWLEDGE REQUIRED 
TO PERFORM THE JOB EFFECTIVELY”  

Things used to be 
so simple: if you 
lost enough football 
matches, you lost your 
job. Now, from the day 
a manager starts at a 
club, and almost every 
day therea"er, he is 
fighting to keep his job. 
The small goldfish bowl 
in which the manager 
once lived has become 
an aquarium. 
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C
ommand is what is needed in a 

crisis. Not just the executive 

order, but a whole way of being. 

The leader in this situation needs to say, 

“I know the way. I have a clear sense of 

what is needed. Stick with me, do as I say 

and all will be well.” 

Words alone are not enough. Body 

language, tone of voice, behaviour – all 

convey critical messages to everyone 

involved. Clearly the captain must not 

instead ask, “Warfare O!cer – when you 

have a moment, would you mind taking 

this aircra"?” The intent may be the 

same, but the language is unclear and 

uninspiring, and gives too much latitude 

for discussion and debate. 

Consider also the case where, in the 

two-to-three days before arrival on 

station in the war zone, the captain 

has behaved with insecurity and fear 

– unclear in his thinking, sharp and 

critical in his dealings. He begins to lose 

the confidence of his people, and they 

begin to ask questions: does he really 

know what he’s doing? Can we rely on 

him? Then, at the critical moment when 

he tries to impose command, are we 

surprised when the warfare o!cer 

just for an instant begins to question 

his judgment?

Crises occur elsewhere, of course, not 

only in war zones. Businesses, schools, 

hospitals, football clubs: we o"en hear 

of ‘an organisation in crisis.’ And a crisis 

is o"en taken to be a time of danger or 

great di!culty. But it is also a turning point 

or a stepping-o# point. Think of a crisis as 

a crossroads where the choices we make 

will influence everything downstream of it. 

How the leader responds in the moment 

– from the onset to the resolution of the 

crisis – is critical to the success of the 

organisation and its people. 

The leader must be prepared; the time 

will come for him to exert power and 

authority with certainty and assurance. 

This approach comes more naturally to 

some than to others, but all leaders must 

prepare for it. It will define them in the 

eyes of a watching world.

Once the crisis is resolved, the leader 

must take a vital next step: he must 

relinquish command and instead lead 

again in a way that inspires people to 

follow him into the unknown. Active 

listening, consensus building, problem 

solving, strategic thinking and empathy, 

amongst others, now become his 

essential tools. The commander who 

continues to impose his opinion and to 

deploy an excess of certainty when the 

crisis is over will quickly lose the support 

of his people.

Finally, we should notice how a crisis 

may be strategic (a financial crisis at a 

football club) or much shorter lived (the 

team is 2-0 down at half time with a key 

player injured). The leader plays his part 

in both of these, bringing the words and 

actions from the depths of his character 

to inspire perseverance and a turnaround.  

The Chinese word for crisis consists 

of two characters: wei and ji, meaning 

‘danger’ and ‘opportunity’ respectively. 

The club in crisis can yet emerge; the 

team losing at half time can rally to 

win a famous victory and turn around 

their whole season. A crisis is not to be 

feared; the leader who welcomes it as 

an opportunity to create something new 

and lasting is a powerful leader indeed.

“THE CHINESE WORD FOR 
CRISIS CONSISTS OF TWO 
CHARACTERS: WEI AND 
JI, MEANING DANGER AND 
OPPORTUNITY”

“Warfare O!cer, Captain. Take track 42 with 
birds.” The scene is the operations room of 
a Royal Navy anti-aircra" destroyer in a war 
zone. Track 42 has been positively identified as 
an incoming aircra" with hostile intent. The 
aircra" has not turned away, despite repeated 
warnings. The Rules of Engagement allow for a 
pre-emptive strike to preserve life in the task 
force, so the captain issues a simple command 
to the warfare o!cer. The missile is released.

CRISIS AND 
COMMAND
Words: Mike Carson
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