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Challenge – Connect – Transform 

Humanise the Numbers

Change



To be the best 

you can be

Be professional

▪ Treat others as you 

would like

▪ Be accountable for your 

actions

▪ Be organised

▪ Be conscientious



Why are we doing this?

➢ Standing still is not an option!

➢ Change is inevitable

➢ Managing change means we tackle things on our 
terms



Today’s agenda...

➢ Accountability – follow-up 

➢ Your burning issues?

➢ Gallup Q12 – team engagement

➢ 5 levers of growth – where next? 

➢ Action planning

➢ Next meeting, next steps



Accountability

What did you tackle after the last session, and 
what was the outcome?

What did you learn?





Growth & Marketing

The 5 levers of growth
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Growth & Marketing

The 5 levers of growth

1. Team engagement
2. Service offering
3. Client selection/deselection
4. Efficiency
5. Price/value delivery



Lever No. 1 – Team engagement

As measured by Gallup Q12



Gallup Q12 survey

What it is…

1. Hopefully an honest reflection of employee engagement

2. A score of a moment in time, like a balance sheet

3. An opportunity to listen, to learn and to act



Gallup Q12 survey

What it is not…

1. A stick with which to beat people!

2. An exercise in over-analysis – accept the score and devote 
your energy to acting on it

3. A cynical one-off exercise



Gallup Q12 survey

Why is employee engagement important?

Consider the following…



Gallup Q12 survey

Q1. What happens when our employees are 
more engaged at work?

Q2. What happens when we fail to improve 
engagement at work?



00. How satisfied are you with your company as a place to work?
1.  I know what is expected of me at work.
2.  I have the materials and equipment I need to do my work right.
3.  At work, I have the opportunity to do what I do best every day.
4.  In the last seven days, I have received recognition or praise for doing good work.
5.  My supervisor, or someone at work, seems to care about me as a person.
6.  There is someone at work who encourages my development.
7.  At work, my opinions seem to count.
8.  The mission or purpose of my company makes me feel my job is important.
9.  My associates or fellow employees are committed to doing quality work.
10. I have a best friend at work.
11. In the last six months, someone at work has talked to me about my progress.
12. This last year, I have had opportunities at work to learn and grow.
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Client focus

What are your moments of truth with clients?

How can you improve these moments of truth?



Accountability focus

Action planning



O A R   B E D 

Ownership

Accountability

Responsible

Blame

Excuse

Denial
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