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Humanise the Numbers

Challenge - Connect - Transform

Change
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Choose high standards People and planet centred «—

Focus on value first \o u R s

Get off the fence q

Make their day Q’
&

Make a difference «—
Earn the right - serve well +—

Foster constructive criticism o—

Be worthy
of notice Do

worthwhile
work

Humanise the
numbers
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Be
Team first wholehearted

Love what you do; have fun doing it
At the edge - learning
Be there
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Accountability session
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Accountability

...an obligation or willingness to accept
responsibility, or to account for one’s own
actions...

RemarkablePractlce

nnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnn



Accountability session

Group 1 - fully achieved objectives from last AGA
Group 2 — partially achieved objectives from last AGA

Group 3 - didn’t achieve objectives from last AGA
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Accountability session

Group 1 - fully achieved objectives from last AGA
Group 2 - partially achieved objectives from last AGA

Group 3 - didn’t achieve objectives from last AGA

a. Discuss with your partners/directors why objectives
were fully/partly/not achieved

b. Move into group 1,2 or 3

C. Discuss with other firms why you achieved the
result you did
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Accountability session

Groups 1, 2 and 3 - what lessons did you learn/what
language was used?
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Ownership
Accountable
Responsible

Blame

Excuses
Denial
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Ownership
Accountable
Responsible

Blame

Excuses
Denial
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Behaviour

Attitude Community




Accountability session

Observations?
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“what have you done today, to make you
feeeeel proud”?
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Moments of Reflection...

“What have you done in these past few months,
to make you feel proud”?
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Client experience

Russell & Russell took the concept of the team
recording Loom videos to accompany draft
accounts...

Now ALL team members involved in accounts
production are recording videos
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KPI implementation

Moneypad - started measuring the team'’s client
responsiveness in July this year.

Initial score 50% - within four weeks, jumped to
over 80%
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Gallup Q12 improvement

Pinfields — April 2024, percentile rank 24

October 2024, percentile rank
May 2025, percentile rank 52

(55% of team now engaged, versus 30%)
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BREAK
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Accountability
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Accountability

What is it, and why is it important?
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Accountability

...an obligation or willingness to accept
responsibility, or to account for one’s
actions...
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Ownership
Accountable
Responsible

Blame

Excuses
Denial
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Q12

GROWTH
El.'\gagement Q12. This last year, | have had opportunities at work to learn and grow.
Hierarchy Q11. In the last six months, someone at work has talked to me about my progress.

TEAMWORK

Q10. | have a best friend at work.

Q09. My coworkers are committed to doing quality work.

Q08. The mission or purpose of my company makes me feel my job is important.
Q07. At work, my opinions seem to count.

INDIVIDUAL

Q06. There is someone at work who encourages my development.

Q05. My supervisor, or someone at work, seems to care about me as a person.
QO4. In the last 7days, I've received recognition or praise for doing good work.
Q03. At work, | have the opportunity to do what | do best every day.

BASIC NEEDS

Q02. | have the materials and equipment | need to do my work right.
QO1. | know what is expected of me at work

UCse | wuaar



Accountability

The 5 Dysfunctions of a Team

CD Focus on outcomes

Avoidance of Confront difficult issues
ACCOUNTABILITY

Focus on clarity
Lack of G closure

Inattention to

Demand

Fear of debatis

CONFLICT

Be

Absence of b
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10 Stages
Accountability Framework

Set Clear Expectations

Set roles and
responsbilities.

Build a Supportive Environment

-~
]
A 4

Empower team members &
provide training.

Manage Consequences

-~
‘ :
A 4

Reward success & follow up
on underperformance.

()

Evaluate & Adapt

e=—m=ma
6

Monitor & track performance
and provide feedback.

(=)

Use Accountability Tools

Consider automating the
process of evaluating progress.

@)

()
Ensure Open Communication

Clear & regular
communication & feedback.

)
Promote Joint Responsbility

Encourage peer accountability &
partnerships.

(=)
Lead By Example

Demonstrate accountability as
a manager.

()

Create a Shared Vision

Make the targets and goals
clear from the start.

( o
Build a Culture of
Psychological Safety

Build a team atmosphere where

everyone is confident to be involved.

by Dr Paul Symonds - Symondsresearch.com - 2024
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GROWTH
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Accountability

Question: On the basis of these triggers,
what could best describe your frame of
mind going into an accountability
conversation?
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Bitesize
Business e
Breakthroughs

..solve thorny business challenges in the time it takes to drink a cup of tea

www.remarkablepractice.com | 01773 821689

Your business success hangs

on your ability to handle high-
stakes, high-emotion conflict
conversations...



Accountability

Crucial conversations framework
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Accountability

1. Recognise you're in a crucial moment
2. Choose your response - avoid Fool’s choice
3. Seek out mutual respect/mutual purpose

4. STATE your case
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Accountability

1. Recognise you're in a crucial moment
2. Choose your response - avoid Fool’s choice
3. Seek out mutual respect/mutual purpose

4. STATE your case
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Accountability

1. Recognise you're in a crucial moment

2. Choose your response - avoid Fool’s choice -
Silence, Violence, Dialogue

3. Seek out mutual respect/mutual purpose

4. STATE your case
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Accountability

1. Recognise you're in a crucial moment
2. Choose your response - avoid Fool’s choice
3. Seek out mutual respect/mutual purpose

4. STATE your case
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Accountability

1. Recognise you're in a crucial moment
2. Choose your response - avoid Fool’s choice

3. Seek out mutual respect/mutual purpose

4. STATE your case

Share facts; Tell your story; Ask for their
understanding; Talk tentatively throughout;
Encourage alternative views
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Ownership
Accountable
Responsible

Blame

Excuses
Denial
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Accountability

Exercise: Think of the gnarliest
accountability conversation you need to
have, or have had - what’s the scenario?
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Accountability

If that conversation goes badly, what’s the
impact on your firm’s performance?
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Accountability

Question: What triggers an accountability
conversation?
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A - Their story

B - Facts

C - Feelings

D - Intentions

E - Consequences

F - Your story



“Our actions may be impeded... but there can be no
impeding our intentions or dispositions.

Because we can accommodate and adapt. The mind
adapts and converts to its own purposes the obstacle to
our acting.

The impediment to action advances action. What
stands in the way becomes the way.” - MA



Accountability

Exercise: What are the components of a really
bad accountability conversation
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Accountability

What additional frameworks/IP have you
learned/practised in AGA that could help?
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Accountability

Evidence Care Repeat
Inference Committed Rephrase
Impact Curious Reflect

PPPPPPP Six Qs
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Behaviour

Attitude Community




Accountability

Exercise: What are the components of a really
good accountability conversation?
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Accountability

Exercise: What are the components of a really good accountability conversation?

Your roles: Person 1 is the accountant
Person 2 is the client

Person 3 is the observer, looking for how the
conversation is handled
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Accountability

Exercise: What are the components of a really good accountability conversation?

Scenario: Accountant is talking to the client about
how challenging it is to complete their accounts
because they're always bringing in late/incomplete
information
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Accountability session

Observations?
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Accountability session

1. Framing
2. Opening
3. At the heart...
4. Needs payoff
5. Follow-up support
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...Contrast principle (I don’t want you to think...
| just want to discuss...)



BREAK
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Accountability

Exercise: What are the components of a really good accountability conversation?

Scenario 2: Accountant is talking to team member
about how a job has gone so far over budget when
they promised the job would fall within budget
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Accountability session

Observations?

RemarkablePractlce

eeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeee



Accountability

Exercise: What do you find
challenging/difficult about accountability
conversations?
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BREAK
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Accountability

Action planning - | want to ensure | do my
best to help you get an “A” when we next
meet.

Based on what you've learned today, what else
can | do to ensure you achieve your action
points that you're about to create?
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