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Changes and opportunities
In the last edition of the Journal I made several references to 

the importance of productivity and cited an article by Chris 
Giles in the Financial Times (December 2014) who suggested 

that productivity was so important that it would determine 
whether the General Election was ‘a must win’ or ‘better to 
lose’ election. I also cited the fact that despite this ‘importance’, 
productivity wasn’t mentioned once by any of the politicians in 
the run-up to the election, either in their manifesto pledges or 
during the various political debates. 

I now find it interesting that MPs of all colours are 
highlighting problems with productivity following comments 
by the Governor of the Bank of England, Mark Carney. He 
described productivity growth in the UK as, not as controversial 
as migration, or as politically explosive as Bretix (Trends Top 
Expert Class), but believes Britain’s productivity growth will 
be the key to our economic recovery. He said at his quarterly 
meeting in May: “In the medium term, productivity growth – 
doing more for less – is the key determinant of income growth. 
Our shared prosperity depends on it!”

Of course, we are all aware of the ‘bandwagon effect’ and, 
although I suggested in the last Journal that perhaps productivity 
had not been mentioned by politicians because they either 
didn’t understand it, or they considered that those they were 
appealing to for votes didn’t understand it, it now appears that 
following the Governor’s comments, everyone is jumping on the 
productivity bandwagon. It was even mentioned by Andrew Marr 
on his show (Sunday 5 July) who said: “There appears to be a 
productivity issue at number 10 Downing Street. Larry the cat, the 
famous ‘mouse catcher’ at number 10 has been less than efficient. 
Apparently, a mouse appeared at the last Cabinet meeting 

and was chased by none other than the Chancellor, George 
Osborne. Larry is now likely to be out of a job at the next Cabinet 
reshuffle!” So productivity is certainly very much in vogue. 

I should add that Larry may not be the only one out of a job; 
I am due to stand down as Chairman at October’s AGM after 
four years in the Chair. My, how time flies! It has certainly been 
a challenging but rewarding four years and I would like to thank 
all my colleagues on Council for their support and for making 
my period as Chairman so enjoyable. It has been both an honour 
and a pleasure. 

Over the last four years, we have made considerable progress 
and, following the changes to our strategy, established a 
firm foundation upon which we can build a more secure and 
successful future for the Institute.

In the last edition of the Journal I provided a comprehensive 
update on what we have achieved in terms of our specific strategic 
aims. I also outlined the changes made in the administration and 
management of the Institute in order to streamline the process and 
to make us more efficient and effective. 

I am particularly pleased with what we have achieved in 
terms of our education and membership strategies, which will 
improve our cash flow and make us less reliant on the deferred 
income from Life Membership. These changes, combined with 
the enhancements to our communications’ systems, will help 
us raise the profile of the Institute and take advantage of the 
opportunities which will undoubtedly arise, following the 
comments by Mark Carney. 

Interestingly enough, George Osborne, in his budget, included 
a number of initiatives to help improve productivity and, of 
course, the economy as a whole. The cut in corporation tax, the 
reduction in NI for small firms, the annual investment for firms 
being set at £200K, will all have an impact. Even putting up the 
‘living wage’ to £9 an hour, will have an impact. As we know, 
what will happen is that employers will employ six workers at £9 
an hour, instead of nine workers at £6, and invariably expect the 
same output! 

All of these changes will provide opportunities for the 
Institute, our members and certainly, our education providers. 
Demand for training and practitioner expertise is increasing 
and likely to continue. Even the trade unions are sending 
delegates for training as employers try to achieve ‘more from 
less’. They consider it important that their representatives gain a 
knowledge and understanding of the subject so they can address 
the increase in activity by employers. So the future is bright! 

As I indicated, this is my final year as Chairman and this, my 
last Chairman’s column. I have tried over the last four years, to 
add a slightly different dimension to the content of the column 
and hope you have found it both interesting and informative. I 
am sure the new Chairman, due to be elected at this year’s AGM, 
will put his own slant and personality on it.

Finally, I would once again like to thank all my colleagues on 
Council, both past and present, for all their support during my 
term as Chairman and take this opportunity to wish the new 
Chairman every success in the future.

Dr Andrew Muir
Chairman 
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CHAIRMAN’S UPDATE EASTERN REGION

Eastern Region Report 
To celebrate the launch of his latest book Key Performance 
Indicators for Dummies Bernard Marr, international best selling 
author and world leading expert on performance management, 
metrics and business data, invited ER representatives Dick 
Bridges and Ray Martin to an exclusive book launch and event, 
held at the iconic ArcelorMittal Orbit in the Queen Elizabeth 
Olympic Park in London.

  At the event, sponsored by Rocket Software, Bernard 
outlined his latest thoughts on business performance 
management, and discussed strategy, KPI development and 
usage for improved business performance; he emphasised that 
business is challenging, especially during difficult economic 
times. It is also extremely competitive and customers are 
becoming increasingly discerning. 

As a result, business leaders and senior executives are all 
looking to improve performance, minimise errors and seek out 
new and novel ways to gain the edge over their competition. 
KPIs – when properly understood and used effectively, provide a 
powerful tool in achieving just that.

Bernard is a charismatic presenter, knowledgeable about his 
subject; his presentation included humorous anecdotes and 
practical examples of the use of KPIs. His book, written as a 
definitive guide to KPIs, is aimed at anyone wishing to separate 
the rhetoric and management fad approach, from genuinely 
useful information focused squarely on practical solutions to 
persistent business problems that KPIs can and do solve.

Bernard kindly presented the IMS with a signed copy of his 
book, in recognition of its role in productivity improvement. 
This was presented to our Chairman, Dr Andrew Muir, by Dick 
Bridges at the COM in June. 

The event was a great networking opportunity which gave us 
the opportunity to meet up with other delegates and publicise 
the IMS.

Raymond Martin, Eastern Region

The Institute’s newest 
Approved Education 
Provider registers its 
second batch of students
Jafcon, our newest Approved Education Provider, has registered 
its second batch of students with the Institute. There are 20 
students in total who have commenced stage one of Jafcon’s 
three stage Productivity Improvement Programme. The first 
batch of 21 students are in the process of completing the final 
stage of the programme.

 
Amazon’s European woes continue
In the Spring edition of the journal I mentioned that Amazon’s 
tax arrangement with Luxembourg was being investigated 
by the European Commission. Amazon currently pays fees to 
Luxembourg in return for the tax status which, according to the 
Commission, probably constitutes ‘state aid’ and may be against 
the law. It is perhaps not surprising, that Amazon continues with 
this arrangement and last year paid a measly £11.9 million in tax 
in the UK on sales of £5.3 billion. 

Margrethe Vestager, the EU’s antitrust chief, said in June that 
regulators will not complete the tax probe into Amazon by the 
middle of this year – what a pity! Apple and Starbucks are also 
being investigated for similar arrangements in Ireland and the 
Netherlands respectively. Unsurprisingly, all the companies say 
they act within the law. 

Amazon is further being investigated by the European 
Commission on its e-book distribution deals. The Commission 
has concerns that the clauses Amazon uses in its distribution 
agreements with publishers gives them more favourable 
conditions than their competitors. If confirmed, such behaviour 
could violate EU antitrust rules that prohibit abuses of a 
dominant market position and restrictive business practices. 

The Chairman

Institute of Management Services  
Notice of Annual General Meeting 
Charter Room, The George Hotel, Bird Street, Lichfield, 
Staffordshire WS13 6PR

Friday 2 October 2015 at 10.30 am 

All Corporate Members may attend and vote

IMS Members are invited to use the three following 
social media sites set up by the Institute.

 Facebook – see the page ...Institute of Management 
Services – IMS

 Members can join the LinkedIn group ...Institute of 
Management Services UK

 https://twitter.com/IMSProd

Have you considered upgrading your Institute 
membership? Please see page 30 for full details.
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Visit to Rolls Royce Heritage 
Collection, Derby
On Friday 17 April, a party from the West Midlands Region 
visited the unique and very impressive Rolls Royce Heritage Trust 
collection at Derby, which charts the development of Rolls Royce 
aero engines over the last 100 years. The collection features 
engines from World War I, such as the Eagle water cooled engine 
which powered the Vickers Vimy bomber, (which was the first 
aeroplane to fly the Atlantic ocean, piloted by Allcock and Brown 
in an open cockpit, flying from Newfoundland, Canada to crash 
land in bog in Ireland), to the latest generation of the Trent 
turbo fan engines which carry thousands of passengers across the 
Atlantic everyday.

Rolls Royce was originally formed in the early in 1900s by a 
partnership between the wealthy and well connected Honourable 
Charles Rolls and the engineer Henry Royce to build cars which 
gained a World class reputation for quality and reliability. With 
the outbreak of World War I, the government requested that 
Rolls Royce produce aero engines. During World War II Rolls Royce 
became involved in the then new technology of jet engines.

Examples of all the aero engines are displayed, together with 
marine and industrial versions of the engines. This is a vast and 
unique collection of international importance and we were 
privileged to have guided tour with Tony Holme a well informed 
guide.

Although Rolls Royce was originally formed to produce cars, 
these days Rolls Royce cars are built in a new factory in Sussex as 
part of BMW, but the Rolls Royce name is licensed to them.

John Hopkinson, Chairman,
West Midlands Region

WEST MIDLANDS 

Guided tour of Avoncroft 
Museum, Bromsgrove, 
Worcestershire
On Saturday 16 May, a group from the West Midlands Region 
had a guided tour of the Avoncroft Museum in the picturesque 
Worcestershire countryside. Avoncroft is an open air museum of 
old buildings which had been under threat in various locations, 
and which have been carefully removed and reassembled on the 
museum’s 20 acre site. 

The buildings range from Medieval structures to a 1950s 
Prefab, complete with furnishings of the time.

The museum includes farm and industrial buildings, as well as 
dwelling houses and a working windmill. 

Also on the site is the National Telephone Museum with 
working telephone exchange. 

A most enjoyable and interesting visit for members and guests.
John Hopkinson,

Chairman, West Midlands Region

WEST MIDLANDS 

Victorian Chain Making Forge.

Adam Smith Global Foundation
The Adam Smith Global Foundation held its ‘Traditionally 
Inspired Dinner and Entertainment of the Period’ on Friday 29 
May, at Fife College’s Adam Smith Campus, Kirkcaldy.

 Michael Levack, Chairman of the Adam Smith Global 
Foundation, welcomed the 180 guests to the dinner and 
thanked them for their attendance and support. This was 
followed by an address by Gordon Brown, former Prime 
Minister, who outlined the various developments that have 
taken place over the last 12 months, including those at No 
1 Adam Smith Close (the newly refurbished listed building, 
the Adam Smith Centre). Entertainment was provided by, 
Hazel McBain (soprano), Robert Forest (tenor), Beth Jerem 
(accompanist) and the young performers and film makers from 
Fife Youth Arts Hub. Marilyn Livingston, CEO of the Foundation, 
closed the event, thanking everyone for coming. 

A splendid evening indeed and one befitting of the memory 
of Adam Smith.

Scottish Region Secretary 

SCOTTISH REGION NEWS

Pictured from the left is: Institute 
Chairman, Dr Andrew Muir, with 
Marilyn Livingstone, CEO of the 
Adam Smith Global Foundation, 
Mr Roger Mullin, MP and Honorary 
Professor at Stirling University, and 
Mr Iain MacDonald, Trustee of the 
Adam Smith Global Foundation 
and Past Director General of the 
International Cooperative Alliance, 
Geneva.

The Medieval Merchant’s House.

Part of the extensive display showing Spitfire and various engines.

Part of our group being 
addressed by our guide Tony.
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COLOMBIA needs to jumpstart 
innovation over the next 20 
years to create sustainable 
growth rates, while continuing 
to make progress on peace 
building, the eradication of 
poverty and shared prosperity, 
according to economist 
William Maloney, who is the 
chief economist of trade and 
competitiveness at the World 
Bank. 

Maloney went on to suggest 

that continuity of economic 
policy could be the main 
impediment to growth and 
productivity development, 
expressing that changes made 
in the National Planning 
Department caused the 
productivity agenda to weaken.

In Maloney’s opinion, 
Colombia lacks a 
comprehensive political vision 
with regard to increasing 
competitiveness. According 

to a study conducted by the 
World Bank and the London 
Business School of Economics, 
Colombia ranks lower 
than all countries in Latin 
America, except Nicaragua, in 
management practices.

Maloney suggested that 
Colombia needs to “generate a 
conscience of competitiveness” 
to reduce the gaps in 
productivity that it has with 
other countries.

THE UK automotive industry 
is more productive than 
ever before, according to 
recent statistics released 
by the Society of Motor 
Manufacturers & Traders 
(SMMT). The figures show that 
domestic production rose by 
1.9% in March, with 144,893 
cars built – the best March 
since 2006. Manufacturing 
output for the domestic 
market, meanwhile, rose 
almost a quarter, reflecting 
continuing strong demand for 
new cars in the UK.

New analysis by SMMT also 
reveals that productivity in UK 
automotive manufacturing is 
at an all-time high. Looking at 
the past five year period, 11.5 
vehicles were produced a year 
for each person employed in 
the industry. For the period 
from 2005 to 2009, the figure 

2015 UK 
Graduate 
Employment 
Survey
THE ACCENTURE Strategy 
2015 UK University Graduate 
Employment Survey polled 
1000 students graduating 
in 2015, and 1000 who 
graduated in 2013 and 2014, 
to compare the perceptions 
of students preparing to 
enter the job market, with 
the reality experienced by 
recent graduates in work. It 
revealed the potential for a 
disappointing start to working 
life for those leaving university.       

The survey found that the 
vast majority (77%) of 2015 
UK graduates feel that their 
education has prepared 
them well for the workforce; 
60% of 2013 and 2014 
graduates consider themselves 
underemployed or working in 
a job that does not require a 
degree

While 72% of 2015 
graduates expect to find 
full-time work, only 58% of 
2013 and 2014 graduates have 
been able to secure full-time 
positions.

Around 80% of 2015 
graduates considered the 
availability of jobs in their 
intended field before selecting 
their degree course. Yet, 
only 55% of 2013 and 2014 
graduates are currently 
working in their chosen field.

Only 16% of this year’s 
graduates say that they expect 
to earn £19,000 a year or less 
in their first job. However, 25% 
of 2013 and 2014 graduates 
have an income in that range.

The research also includes 
key statistics on current 
employment levels, workplace 
culture, post-college living 
situations, future education 
options, student loan debt, 
and internship ROI.

Colombia lagging in innovation 
and competitiveness

UK car producers increase productivity

was 9.3 vehicles produced per 
employee per year.

Mike Hawes, SMMT chief 
executive, said: “‘Built in 
Britain’ is more than just a 
brand: our automotive industry 
is increasingly competitive 
on a global scale. The latest 
production figures are yet 
more evidence of that, and 
with £1bn worth of fresh 
manufacturing investments 

announced by three UK 
manufacturers in March 2015 
alone, the future is optimistic.”

Productivity figures prove 
that the UK is not only making 
a diverse range of vehicles 
which are in high demand 
around the world, but that 
manufacturers, supported 
by a flexible workforce, 
are producing them more 
efficiently than ever.
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NEW research undertaken 
by the Argos for Business 
part of the Home Retail 
Group, has revealed that 
petty cash confusion is 
costing each UK business, on 
average, £355 a year. This 
may seem insignificant, but 
with 5.2million businesses 
operating in the UK and the 
average UK employee salary 
reported at £25,500, the 
combined total of mishandled 
petty cash could be used to 
boost the UK workforce by an 
additional 72,000 people.

Many UK businesses 
succumb to pitfalls by 
unwittingly relying on 
outdated petty cash systems 
and by failing to communicate 

to employees how to keep 
track of petty cash. Without 
realising, businesses are 
losing control and accuracy 
when it comes to spending. 
The research reveals that the 
biggest barriers to effective 
management of petty cash are 
misplaced receipts (43%), and 
overly complicated processes 
(12%).

Healthcare (17%) and 
retail (12%) accounted for 
the largest sectors affected 
by the issue, while ironically, 
over a third of finance 
departments (37%) were 
highlighted by employees 
as being responsible for the 
mismanaged petty cash issue, 
with line managers coming a 

European 
Parliament 
backs 
circular 
economy 
resolution
MEPS have passed a European 
circular economy report calling 
for a 30% increase in resource 
productivity by 2030, which 
could add nearly two million 
green jobs.

The resolution supported 
a report from the European 
Parliament’s environment 
commission, which called on 
the European Commission 
to produce binding waste 
reduction targets by the end 
of 2015.

The report also calls for, 
among others, a resource-
efficiency target based on 
reducing resource use by 30% 
by 2030 compared to 2014, 
along with a binding food 
waste reduction target of 
30%.

JAPAN is ranked lowest of the 
Group of Seven nations and 
has been for the past 30 years.

The low productivity is now 
compounded by Japan facing 
a labour shortage as the 
population ages; the jobless 
rate is at its lowest since the 
late 1990s and projected to 
fall further. Prime Minister 
Shinzo Abe wants to more 
than double productivity 

growth in the service sector 
by 2020. He’s targeting the 
service sector that makes up 
about 70% of the world’s 
third-biggest economy, 
and has failed to embrace 
technology like Japan’s 
manufacturers.

“Success in raising the 
productivity of the service 
industry depends on whether 
we can get technology into 

Japan’s productivity is the lowest in G-7
service companies,” said 
Hidenobu Tokuda, a senior 
economist at Mizuho Research 
Institute Ltd in Tokyo. “The 
problem is that service 
companies tend to be small, 
and unlike big manufacturers, 
it’s hard for them to afford 
the initial investment of 
introducing technology.”

The government hopes 
that with lower corporate 
tax rates and consumer 
prices rising, companies will 
spend on automation. Abe 
told executives at a recent 
gathering of the country’s 
biggest business lobby last 
month in Tokyo that “the 
key to raising productivity is 
investment.”

The business world backs 
Abe’s drive. Kiyoshi Tanigawa, 
an official at the Keidanren 
lobby’s has indicated that 
the government’s policy is 
‘commendable’. Akio Mimura, 
Chairman of the Japan 
Chamber of Commerce and 
Industry, said in April that the 
impact of the labour shortage 
is hardest felt in the service 
sector.

Petty cash conundrums for UK businesses

close second (15%).
Worryingly, 15% of those 

surveyed, also admitted to not 
knowing how the business 
they worked for kept track of 
petty cash spend. This suggests 
that procedures are not being 
communicated clearly enough 
to staff. Demonstrating 
further that the concept of 
petty cash is misunderstood, 
it has been revealed that 
petty cash has been used to 
buy business assets, such as a 

used ice cream van, whereas 
it should only come into play 
for small volume expenditures, 
such as refreshments and 
parking fees. 

Commenting on the figures, 
Danny Clenaghan, MD at 
Argos for Business, said: 
“While petty cash is often 
considered a small necessity 
within a business, it’s clear 
to see from the results that 
if managed incorrectly it can 
become a costly problem.”
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BOOK REVIEW

TITLE:   Peter Drucker’s Five Most Important Questions: 
Enduring Wisdom for Today’s Leaders

AUTHOR:   Peter F Drucker, Frances Hesselbein, 
Joan Snyder Kuhl 

PUBLISHER:  Wiley (2015)
ISBN:  978-1-118-97959-4
PAGES:  122

For more than 70 years, 
Drucker’s writings focused on 
relationships; his books were 
filled with lessons on how 
organisations could bring out 
the best in people, and how 
workers can find a sense of 
community and dignity in a 
modern society organised 
around large institutions. 

This special edition of 
Peter Drucker’s Five Most 
Important Questions provides 
insightful guidance and 
stirring inspiration for today’s 
leaders and entrepreneurs. 

By applying Drucker’s leadership framework in the present 
context of today’s leaders and those who lead with them, this 
book is an essential resource for people leading, managing and 
working in all three sectors, public, private and social. 

Peter Drucker’s insights and thoughts remain a fresh as 
ever source of inspiration for leaders from any sector. The 
contributors to this volume have pushed his game-changing 
ideas even further, mining thoughtful answers to some of 
the most pressing 21st century leadership questions. This 
is a hugely valuable contribution to management thought 
leadership.

This is an essential read for anyone charged with improving 
the efficiency of the organisation. Readers will gain new 
perspectives and develop a solid foundation upon which to 
build a successful and bright future. They will learn how to 
focus on why they are doing what they’re doing, how to do it 
better, and how to develop a realistic, motivational plan for 
achieving their goals. 

The book is concise but compelling reading, as Peter 
Drucker’s wisdom is timeless and a most valuable tool for 
leaders across all generations, and as such, this very readable 
book is a must for all today’s managers.

TITLE: Management’s Fatal Flaw 
AUTHOR: DeAnne Rosenberg
PUBLISHER: Tate Publishing (2014)
ISBN: 978-1-63185-289-3
PAGES: 376

The author DeAnne Rosenberg 
has used her 35 years of 
management consulting 
experience, to write this 
comprehensive guide for 
those who have been 
given guardianship of their 
organisation’s most valuable 
resource – its human capital. In 
this book DeAnne has written 
a significant and much needed 
critique and call to action for 
all managers. She indicates 
performance feedback is in her 
view, the major failure between 
managers and those they are 
managing.

The book outlines the importance of coaching, motivation, 
delegation, goal setting and feedback, to improve your 
performance and behaviour. It contains diagrams and presents 
ideas and insights in bullet point quotations that make the book 
both interesting and readable. It offers lots of ideas and techniques 
on motivation and describes strategies for goal setting. The book 
benefits from the author using humour and wit in her examples to 
make her points.

The book highlights that most employees are already productive 
and what managers really require is superior performance, because 
the only real advantage one organisation has over another is the 
creativity, motivation and energy of its human talent.

DeAnne has written this book because her past consulting 
experience has highlighted that the process of performance 
feedback is a loathsome business. Instead of enhancing 
performance and productivity, it actually resulted in bitterness, 
discontent, distress and de-motivation, as focusing on someone’s 
past mistakes made the person feel inadequate and stupid. The 
book Management’s Fatal Flaw advocates and illustrates a strategy 
that enables employees to correct their performance inadequacies 
in a meaningful manner.

This is a well written book which offers sensible advice and 
guidance, that should provide managers with the essential guide 
for motivating staff who are the organisations’ ‘human capital’ and 
so improving productivity within the organisation. 
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TITLE:   Driven to Distraction at Work: How to Focus and 
Be More Productive 

AUTHOR:  Edward M Hallowell MD
PUBLISHER:   Harvard Business Review Press (Nov. 2014) [Kindle 

Edition]
ASIN:  B00O92Q6E4 
PAGES:  256

This book deals with a topic 
of pressing concern for most 
of us, offering clarity, wisdom 
and plenty of ideas for getting 
out of the maelstrom. Each 
section is built around stories 
from Dr Hallowell’s practice 
that seem taken from the 
people around us, making 
it all the more compelling. 
The book provides sensible 
guidance in a narrative style 
that demonstrates a deep 
knowledge coupled with 
medical rigour. 

Dr Hallowell effectively 
identifies the underlying reasons why people lose their ability 
to focus at work. He explains why commonly offered solutions 
like ‘learn to manage your time better’ or ‘make a to-do list’ 
don’t work because they ignore the deeper issues that are the 
true causes of mental distraction. Based on his years of helping 
clients develop constructive ways to deal with distraction, Dr 
Hallowell provides a set of practical and reliable techniques to 
show how to sustain a productive mental state.

The book is easy to read and brings together in one place, 
a comprehensive plan to address one of modern life’s most 
frustrating and challenging problems; the lack of focus most of 
us feel as we are pulled in a thousand directions with unplanned 
interruptions of all kinds. Driven to Distraction at Work offers 
practical solutions you can use right away to become more 
productive, and have more peace and real connections in your 
life. If you ever feel you are not coping well at work, this book 
will help you sustain focus with a number of very practical 
guidance tools.

As IMS members know, productivity is the long-term strategic 
advantage in today’s world, and Dr Hallowell in this book, 
clearly defines the road map to that advantage – getting things 
done.

TITLE:  The Effective Change Manager’s Handbook 
AUTHOR:   Richard Smith (Editor), David King (Editor), Ranjit 

Sidhu (Editor), Dan Skelsey (Editor), APMG (Editor)
PUBLISHER:  Kogan Page (Nov 2014)
ISBN:  074947307X
PAGES:  632 

The Effective Change 
Manager’s Handbook is the 
official guide to the first 
ever change management 
body of knowledge and 
provides practical tools and 
models across the range of 
underpinning theory and best 
practice.

This book effectively 
summarises all the leading 
theories and methodologies 
associated with introducing 
change management 
initiatives successfully. 

For those who are experienced practitioners of change, the 
book brings together all the information needed into the one 
publication. For those new to change management, the book 
will give you a sound grounding in the subject. 

This publication is a good book that can be classified as a 
one stop publication that will give you a complete overview of 
change management. 

The book is written by different authors who are specialists 
in their own areas of change and they effectively cover their 
specialist areas of knowledge. 

The book contains an effective and useful bibliography which 
makes reference to reliable and trusted authors, if you need 
to get more obtain more in depth information about specific 
aspects of change. 

This book is a must for both those new to change 
management and those already involved, as it effectively covers 
the whole process from planning to implementation, it offers 
practical tools, techniques and models to effectively support any 
change initiative.
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Professionalism and 
management services
By Professor Colin Coulson-Thomas.
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What does it mean to be a professional and a 
management services professional? Is this just 
an indication of how one’s time is spent? Does it 

say anything about one’s approach to helping, advising or 
working for others? Should a client, employer or colleague 
have different expectations, or even higher expectations, of a 
person who claims to be a professional, or who is a member of a 
management related professional institute or association?

What does professionalism and professional conduct mean 
in relation to management services and the management 
professions? In answering these and other questions we will 
look at views expressed by some of those who have thought 
and written about the evolution of occupational groups into 
professions since Victorian times.

Identifying a profession
Almost a century ago, Sidney and Beatrice Webb (1917) 
defined a profession as “a vocation founded upon specialised 
educational training, the purpose of which is to supply 
disinterested counsel and service to others, for a direct and 
definite compensation, wholly apart from expectations of other 
business gain.” How does this view square with contemporary 
remuneration practices? Is management services a ‘vocation’? 
Are its practitioners focused on disinterested service to others? 

The characteristics identified by Sir Alexander Carr-Saunders 
and Paul Wilson (1933) that distinguish a profession are skill 
based on theoretical knowledge, prolonged and specialised 
training and education, concern with standards and integrity of 
practice, the existence of a professional association, adherence 
to an ethical code, and a system of remuneration related to 
professional service provided. How many of these boxes are 
ticked by the ways in which contemporary practitioners prepare 
themselves, undertake their work and are held to account?

How does one reconcile notions such as ‘disinterested service 
to others’ with the sharp sales practices that have resulted in 
financial institutions paying billions of pounds in compensation 
claims for mis-selling? How does one square ‘integrity’, and 
claims of putting the customer or client first, with the ways 
in which major consulting firms make client decision makers 
feel insecure and dependent upon them, and then persuade 
them to adopt expensive, protracted and disruptive initiatives 
and programmes when quicker, cheaper and more effective 
alternatives exist? 

The building blocks of a profession
Skill, technique and theory, training and examination, 
demonstration of competence and codes of ethics, also feature 
among the characteristics set out by Millerson (1964), an 
observer of qualifying associations. Codes of practice abound, 
but how many of them are more than just words on paper or 
a website? How many professional bodies have taken action 
against members who devised, packaged, marketed, sold, 
managed, accounted for, reported on or audited the financial 
instruments that were brought as time bombs into the holds of 
financial institutions before the 2008 financial crisis, just waiting 
for a dip in the US housing market to trigger them?

Those who advise management vary greatly in terms of their 
educational backgrounds, experience and subject specialisms. 
The importance of specialised knowledge is recognised by 
Rowbottom (1978) in his definition of a professional as ‘a person 

What does professionalism 
and professional conduct 
mean in relation to 
management services and the 
management professions?

capable of applying specialist theoretical knowledge or insight, 
in cases where objective and impartial judgement of both needs 
and appropriate responses is called for’. Such a definition could 
apply to some or all members of many occupational groups 
and the members of a wide range of associations, from interest 
groups and informal networks or communities of practice, 
through qualifying bodies and semi-professions, to ‘closed’ 
and regulated professions where people have to go through a 
mandated process to practice.

In relation to objectivity and impartiality, is one mark of a 
professional awareness of the limits of one’s own expertise and 
when the involvement of others is required? Some advisers and 
consultants seem to thrive on looking for new opportunities 
to apply a favoured approach, or deploy what they are most 
familiar with and can implement, rather than thinking through 
what would be the best course of action in a particular situation 
and looking for better alternatives.

David Richards (1979), a past-president of ICAEW, has pointed 
out that the body of knowledge of a traditional profession 
such as accountancy, can be built up over a long period of time, 
with members contributing to its improvement; and there is 
likely to be an educational process for transmitting it to new 
members and keeping existing members up-to-date; a standard 
of professional qualification maintained by examination; a 
standard of conduct and competence governing the relations 
of its members with clients, the public and their colleagues; 
and permission to protect its professional interests, provided 
it does so in the public interest. Many generations of input 
may have been required to assemble all the elements of a 
recognised profession, yet as innovations occur and practices 
and requirements change, new occupational groups need to get 
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High levels of skill, a service or client orientation, setting 
standards and establishing a code of ethics strengthens the 
case for special treatment and recognition and can lead to 
legal protection and a monopoly of practice (Wilensky, 1964). 
Continued progress towards professional independence is not 
inevitable. Where conflicts of interest are perceived and/or 
conduct and trust is questioned, a Government may intervene 
and replace self-regulation with an independent regulator.

The process of professionalisation could be seen as a collective 
search for standing, status and recognition, or more positively in 
terms of raising standards and protecting clients and the public. 
Management services practitioners vary. Some possess higher 
educational qualifications and memberships of recognised 
professional bodies. They may also be busy and actively engaged 
in addressing practical problems. Can one expect their approach 
to be a more confident and pragmatic than that of other 
occupational groups, with more of an emphasis upon relevance 
and value for money and less focus upon the rituals associated 
with some aspects of professional status?

Professionalism
Some occupational groups fall short of being a recognised, 
established, closed, self-regulated or regulated profession. 
Among members one might encounter varying degrees of 
professionalism in how work is undertaken, client-provider 
relationships and focus upon the interests of the client. What is 
professionalism and what are client expectations in relation to 
management services? How do potential clients and employers 
judge whether particular practitioners are effective, competent 
and up-to-date? How important is the general status and 
standing of their occupational or professional body compared 
with their personal experience, track record, attitude and 
interest and what they do as individuals to address the root 
causes of problems and remain current?

George Strauss (1963) associated expertise, autonomy, 
commitment and responsibility with professionalism. The 
degree of autonomy or discretion one is given can depend upon 
expectations and trust. Archie Kleingartner (1967) identified 
some 30 goals or values which professionals seek in their work 
and careers and categorised these into those concerned with 
individual satisfaction and career development; autonomy, 
economic security and enhancement; and occupational integrity 
and identification. Does management services practice satisfy 
these aspirations? 

Some practitioners find that their own growth, autonomy, 
security, development and enhancement is bound up with the 
progress made by their clients and employers. One can become 
locked into a positive or negative spiral. Steps to become more 
competent as a practitioner can benefit a client or employer and 
when they do well they may have the means to better support 
personal development. Perhaps one acid test of professionalism 
is the relative emphasis one places upon personal and client or 
organisational interests when the going gets tough.

Professional status and recognition
Professionalism and professional standing depends upon the 
extent to which an occupational group can define and control 
the nature of the services required by clients and consumers, 
independently of the intervention of Government and other 
parties. Johnson (1972) has defined professions as occupations 

Is management services a 
‘vocation’? Are its practitioners 
focused on disinterested service to 
others?

quickly up to speed, while established ones continually review 
and develop in order to remain relevant and current.

Professionalisation
Professionalisation is described by Vollmer and Mills (1966) as 
the series of steps an occupational group may go through en 
route to becoming a recognised profession. The process could 
begin with local and informal meetings of those with similar 
jobs that lead to events and efforts to define and provide the 
skills needed in these roles. In time some local groups may come 
together and/or establish some shared resource and/or an entity 
to take developments forward and meet and promote their 
common interests and shared needs. Where are different groups 
of management practitioners along this continuum from those 
with similar roles coming together to share experiences and 
discuss common issues to formal recognition as a self-regulating 
or regulated body? 

Competent practitioners assess requirements in particular 
situations and contexts, and formulate practical, affordable 
and sustainable actions that further client aspirations, aims and 
objectives.
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in which “the producer defines the needs of the consumer and 
the manner in which these needs are catered for.” Individual 
members of different management related professions vary 
greatly in terms of the degree of autonomy they have according 
to their seniority, area of practice, qualifications, roles and 
responsibilities, accountabilities and liabilities. 

Eliot Friedson (1970) believes the attitudes, values and 
orientation associated with professionalism relate to 
professional ideals, careers and institutions and the particular 
nature of professional work. Factors such as role, image, 
credibility, status, autonomy and independence are important 
for individual professionals. Many communities and the bodies 
they have established have passed along a traditional path in 
the search for professional autonomy, status and recognition. 
Educational activity and a qualifying role have been seen as key 
steps in the process (Millerson, 1964).

Could and should the community of management services 
practitioners pursue and achieve recognition similar to that 
obtained by chartered and/or regulated professions? Is this 
possible and/or desirable when practitioners vary so much in 
their backgrounds and responsibilities, and many already hold 
specialist qualifications? Would potential clients and employers 
who welcome the variety of talent on offer, object to steps that 
might restrict their choice? New entrants already have a choice 
of educational and qualification options. Will market players 
address new requirements as they arise? Is the current level of 
recognition about right and appropriate?

Pursuit of status seems to be a feature of professional 
bodies, particularly those that are status-seeking rather than 
status-maintaining, for example with ambitions to secure 
a Royal Charter (Coulson-Thomas, 1988). The standing and 
recognition of the members of an occupational group and a 
related body tend to depend upon their perceived relevance 
and contribution. Those that act to remain current, maintain 

standards and protect and advance the interests of clients and 
the public, are more likely to be held in high regard. They may 
also be subject to less criticism and regulatory interference. 
Professions often find that rather than give them a sudden 
boost in status, various forms of external and formal recognition 
reflect what they have already achieved.

Codes of practice and professional standards
Standards and codes of practice represent a dilemma for 
professions and professionals. Establishing them can help to 
establish a profession’s identity, authority and autonomy, but 
at the same time William Baer (1986) has pointed out that they 
can be used as the basis for external control over a profession. 
Means of control to protect the public could include additional 
legislation, establishing a regulator or increasing regulatory 
powers. A failure to address inadequate standards of practice 
and take steps to self-police is likely to increase pressure for 
external supervision and regulation. 

Self-regulation requires a degree of public trust and approval 
of a group’s values and primary purpose. Trust can be based 
upon tests of competence, monitoring and maintaining 
standards and the observance of a code of practice. Should basic 
principles and a code of practice for the diversity of practitioners 
advising and supporting management be assembled? If so, 
what process should be followed? Who should be covered? 
Will a single code suffice, or should there be variations to cope 
with the requirements of different specialisms and/or arenas of 
practice? 

There are advantages in an occupational group taking 
responsibility for the development and conduct of its members. 
There is some evidence to suggest that professionals are more likely 
to comply with regulation and standards whose rationale they 
understand, which they believe to be effective and beneficial, and 
that they have been involved in developing (SRA, 2011). 
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Prof Colin Coulson-Thomas, a fellow of seven chartered 
bodies, has helped over 100 clients to improve director, 
board and corporate performance. He is an experienced 
NED and vision holder of successful transformation pro-
grammes, and author of over 60 books and reports, 
including ‘Transforming Knowledge Management’, ‘Talent 
Management 2’, ‘Transforming Public Services’ , ‘Winning 
Companies; Winning People’ and ‘Developing Directors’. 
He has held professorial appointments in Europe, North 
and South America, the Middle East, India and China, and a 
variety of private board directorships and public sector ap-
pointments at national and local level. Formerly the world’s 
first professor of corporate transformation, he currently 
advises organisations at home and abroad on transforming 
performance and knowledge, talent and change manage-
ment. His current roles include lay membership of the 
General Osteopathic Council, and being chair of the risk 
and audit committee of United Learning and a member of 
the business school team at the University of Greenwich. He 
can be contacted at colin@coulson-thomas.com or via www.
coulson-thomas.com and his latest books and reports are 
available from www.policypublications.com.

Professional and representational bodies
Is management or management services actually a profession 
in the sense that accountancy, the law and medicine are 
professions? Are all practitioners professionals, or just those 
that go through particular qualifying processes and obtain 
appropriate accreditation and recognition? Beyond those who 
use and recruit them, should anyone else be involved in deciding 
whether or not a practitioner is competent and/or qualified? 
Would this be an unnecessary constraint and a barrier to entry?

Who speaks up for management services practitioners? 
Given the heterogeneity of this community how might 
one identify and communicate common interests? My own 
investigations have found that professional bodies can vary in 
their effectiveness in representational roles (Coulson-Thomas, 
1980). It is also important that any representational role does 
not undermine a community’s desire to be perceived as impartial 
and aspiration to preserve its independence. 

Professionals and their associations need to maintain a 
balance between protecting their own interests and those of the 
public, and avoid steps that could be perceived as a restrictive 
practice or unnecessary barrier to entry. Over 40 years ago, the 
Monopolies Commission (1970) in the UK investigated certain 
restrictive practices to examine their effect upon the public 
interest. In relation to company directors there are many interests, 
including those in favour of enterprise and the encouragement of 
innovation, likely to be alert to steps that might inhibit those with 
the right to appoint directors or provide additional hurdles and 
costs for business start-ups and SMEs. 

Revitalising the professions
In recent years, many professional bodies have faced financial 
challenges. Other players have encroached upon their space, 
from websites to serve the networking and support needs 
of particular communities of practitioners, to universities 

and colleges eager to generate new sources of income by 
offering new work and practice related qualifications and 
courses. A focus on particular work-groups, communities 
and/or networks is not new (Andriessen, 2005), but 
recent developments suggest there are new solutions to 
contemporary problems they may face (Coulson-Thomas, 
2014).

Some affordable ways forward for occupational groups 
have emerged. Performance support is particularly relevant 
to the requirements of communities of practice (Wenger 
and Snyder, 2000). It could simultaneously address multiple 
challenges of professional institutes and associations and 
improve performance and standards in a number of areas 
(Coulson-Thomas, 2012a & b, &2013c).

It can use a profession’s knowledge base to support 
the training, assessment and qualification; continuing 
professional education and development; communications; 
member updating; practice support; compliance and 
standards; and other activities of a professional body. 
Practitioners can share experiences, receive support and be 
current wherever they are, including when on the move. 

The strategic use of performance support could replace 
and improve a number of the existing services provided by a 
professional body and complement others (Coulson-Thomas, 
2012a & b, & 2013c, 2014). It could offer a more accessible and 
cost-effective channel for the delivery of many of the core 
activities of professional institutes and associations. Evidence 
from its early adoptions suggests that professional bodies could 
be revitalised to such an extent that the heyday of many of the 
institutions that originated in the nineteenth century may be yet 
to come. They could play a key role in creating a better future 
for their members, clients, employers and the wider public. 

References are available for this article, please email 
editorial@msjournal.org.uk
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The human side 
of management?
By Dr John Chamberlin.

In previous articles I have written about radical change in 
service organisations (whether or not you like the term 
‘business process reengineering’, or BPR), about ‘MBWA’ and 

managers being in ‘the work’/the ‘places of transaction’; ie with 
‘the people’ and ‘the work’ (Seddon, 2003: 136/137). I have also 
expressed my views about the total relevance of situational 
leadership theory (SLT; Blanchard, 1989) and its synergies with 
the systemic principles of ‘pull’ – in that managers/leaders need 
to provide their learners/students/trainees, not only with exactly 
and only what they need, but also when and where they need it, 
for real and continuous improvement to take place.

However, a recent item in The Sunday Times by Camilla 
Cavendish (17/05/15) about Steve Hilton and his new book (More 
Human: Designing a World Where People Come First), began 
with Hilton’s comment, ‘Democracy is in crisis: it seems to serve 
the people no longer, but rather vested interests’, and I suggest 
that much of what she, and of course Hilton, had to say over 
those next three pages had considerable resonance with these 
themes above.

In my last article – ‘Quality Without Fears’ (MSJ, Spring, 2015) – 
I urged people to read John Seddon’s latest book, The Whitehall 

Governments, schools, healthcare, 
housing and even the food 
industry have lost touch with the 
people they serve.

Effect (Seddon, 2014), about government waste and ‘the way 
Whitehall has systematically and perversely made our public 
services worse, whilst forcing costs up’ (ibid), through their 
promotion of policy-based evidence, rather than considering 
evidence-based policies.

I think these are important issues, and ones we need to keep 
working at (in much the same way that The Sunday Times 
worked away at the lies and corruption within FIFA, until it looks 
likely, at last, that some form of radical change might be on the 
way). This is public money that is being wasted, in and by these 
‘vast bureaucratic systems’ (Hilton, 2015), and this is largely 
because, as Cavendish says, ‘governments, schools, healthcare, 
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housing and even the food industry have lost touch with the 
people they serve.’ They appear to have forgotten why they 
exist, and that it is not to serve those ‘vested interests’: ‘Simply 
put, the raison d’être of centralised government no longer 
justify it. But its costs remain’ (Hilton, 2015).

This is redolent of when, back in 2008, the Labour Party 
engaged Saffron Brand Consultants (albeit hypothetically) to 
‘make Gordon Brown, and new Labour, attractive once again’ 
(Liddle, 2008), and one of the employees said:

“What we would do for Labour, if they came to us, is force them 
to reconnect with their principles. They have to try to remember 
what they are for.”

The owner of the company, Wally Olins, then chipped in with 
agreement:

“They’ve become distracted by other things, by the process of 
governing, and lost the point of why they are there. They have 
become exhausted; the ideas have dried up. That sort of thing 
happens with a lot of companies.”

And one of the fundamental issues here, is management’s (and 
politicians’) basic lack of trust in the people who work in these 
organisations – Hilton’s ‘humans’.

Coming clean, I have no ‘vested’ interest in promoting the 
‘Vanguard Method’, the methodology applied by Seddon’s 
Vanguard consultancy. I have nothing to gain personally, 
and there is no conflict of ‘interest’ here. I have, quite simply 
followed, with genuine academic and individual interest, 

the apparent growth and successes of this ‘method’ and its 
application, as well as – along with academic peers – brought 
it firmly into consideration within a number of postgraduate 
modules dealing with operations management, leadership, 
systems thinking, quality management, etc, and with positive 
responses from many (mainly mature) students. But the core 
issue is teleological: you have to ‘reconnect’ with your purpose, 
and the Vanguard Method is predicated on purpose. As Deming 
(1994: 50) said, ‘A system must have an aim. Without an aim, 
there is no system.’

Some of Hilton’s (2015) arguments have at least some 
resonance with these other approaches. He promoted ‘radical’ 
change with Cameron, and says that ‘Incremental change isn’t 
working,’ ‘I think it calls for a sense of urgency,’ ‘it demands 
a big shake-up, not steady as she goes,’ and ‘[for] all these 
reasons, I think we need revolution, not evolution’ (ibid).

He comments on this disconnection between bosses and their 
people, ‘too many of our corporate bosses have no conception 
of their workers’ or customers’ experiences’ (Hilton, 2015; 
cited in The Sunday Times, News Review, pp. 2/3), and often, 
as a result, ‘People are made to behave in inhuman ways by 
structures and systems’ (Cavendish, 2015).

His desire to promote the concept of ‘big society, not big 
government’ (to use his full phrase) – ‘an argument about ... 
decentralising power to communities, reforming public services 
and boosting volunteering and charitable giving’ – is redolent 
of Schumacher’s (1973) Small Is Beautiful: A Study of Economics 
As If People Mattered. They (ie we) do ‘matter’; and this is 
Hilton’s point, some forty years later, in making , for example, 
government ‘more human’ – his own subtitle being, ‘Designing a 
World Where People Come First.’

Hilton’s original desire to call the book ‘Rethink Everything’ 
is exactly in line with Hammer and Champy’s (1993:32) 
definition of business reengineering: ‘the fundamental 
rethinking and radical redesign of business processes to achieve 
dramatic improvements in critical, contemporary measures of 
performance such as cost, quality, service, and speed,’ and this 
is not far from Seddon’s (2014: 43) ‘achieving fundamental 
redesign of the service.’ In other words, nothing is sacred, 
everything is up for grabs.

One of the ways that this is being innovated is within the 
care sector, and the Radio 4 You & Yours programme recently 
featured two examples of this. One charity, the Royal Masonic 
Benevolent Institution, is training its care staff in 17 care homes, 
by putting them in the place their clients occupy, and they’re 
calling this ‘experiential learning’, so they can ‘get into the 
mindset of some of (our) residents’.

This is totally in line with MBWA – being ‘in the work’ – and 
Sid Joynson’s term, ‘GeYoHaDi!’, or, Get your hands dirty’ 
(Joynson & Forrester, 1995), drawing his inspiration from a Zen 
Buddhism approach, ‘the only way we can know is to get out 
and do it’ (ibid: 30).

In the second example, Jos de Blok’s patient care system at the 
Dutch not-for-profit Buurtzorg care company has no managers. 
While in the UK many social care health visitors are restricted to 
‘targeted’ visit times of, for example, just 15 minutes, in some 
cases down to five minutes! – Buurtzorg employs qualified 
nurses and they stay as long as they think is necessary. Founder/
director de Blok says that they ‘focus on craftsmanship’, “If 
you, as a nurse, have a good education then you know how to 
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organise your work yourself. In a team with 10-12 nurses you 
can be responsible for all the patients in a neighbourhood” 
(BBC News, 25 June, 2015). In an extract that Hilton could have 
penned, under the sub-heading ‘You are human’, the news item 
added:

‘There are no managers and patient satisfaction is the highest 
for any care organisation in the country. The costs per client are 
35% less than the Dutch average. Buurtzorg has also been voted 
the Netherlands’ best employer three years in a row.

“Before they introduced me to Buurtzorg, I was with another 
organisation and that was rubbish,” said 83-year-old Fred de 
Smet, from Utrecht.

He has been receiving care from Buurtzorg nurses for several 
years following a stroke, heart problems and leukaemia.

“They treat me well, they take care of me. You are a human 
with them and they don’t start saying, we only have X amount 
of hours or so many minutes to change my support stockings or 
shower me.”

As well as organising social care, some of the nurses in 
Amsterdam run a radio show, called Radio Steunkous – which 
translates to ‘radio support stocking’.

And equally, in a statement that Seddon could have written, 
de Blok states: “Give trust to the nurses, they have intrinsic 
motivation.” Buurtzorg started in 2007 with four nurses but now 
has 9300 nurses in 800 locations across the Netherlands, and de 
Blok adds a satisfied client’s comment:

“They make full use of the time they’ve got with you,” said 
Mr de Smet. “They have time to have a coffee with you. It’s very 
cosy and very good. I wouldn’t want it any other way.”

As Seddon proved in the Portsmouth City Council Housing 
Repairs case (amongst others), when ‘the tradesman 
undertaking the work was allowed to decide the best way to do 
it, unencumbered by management diktats or presumed budget 
constraints’, then, ‘property repairs [were] completed either 
on the day required by the tenant or within less than a week 
(compared with the official government target of 28 days)’ 
(Seddon & O’Donovan, 2012). Prior to this intervention, the lack 
of trust with which the ‘managers’ viewed their own workforce 
was demonstrable: ‘The repairs tradesmen were found to have 
under-stocked vans as their managers did not trust them not to 
use the stock to do other things’ (ibid).

These were classic consequences of the then management’s 
outdated ‘command and control’ worldview (Seddon & Caulkin, 
2007), and all this came out of their redefining of the purpose of 
this service which, from the customer’s viewpoint, was ‘to do the 
right repair at the right time’.

As a further example of this ‘reconnection’ with ‘purpose’, 
Seddon’s (2008: 83) view of a local authority’s planning 
department’s purpose is: ‘The purpose of planning is to approve 
good development’ ...and how simple is that?

As we have seen in previous articles, this simply requires us – 
counter-intuitively – to turn traditional management thinking, 

The Royal Masonic Benevolent Institution is training some of 
its care staff by putting them in the place their clients occupy, 
and they’re calling this ‘experiential learning’.
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quite literally, on its head, in what Blanchard (1989: Tape 1/
Side 2) calls ‘Turning the Pyramid Upside-Down,’ and Joynson 
and Forrester (1995: 21) show as the structural, and therefore 
cultural, contrasts between the ‘Traditional Factory’ and the 
‘New Improved Factory’; below, Fig. 4.13:

Figure. 4.13: Johnson & Forrester’s ‘Inverted Pyramid’
Source: Joynson, S & Forrester, A, (1995) Sid’s Heroes: Uplifting Business Performance 
and the Human Spirit, London, BBC Books, p. 21.

This is not hard, and yet the potential benefits are beyond 
those that any out-dated, target-setting management regime 
dare ever dream of; as Seddon and O’Donovan (ibid) state: ‘It 
is not exaggerating to say that this case study of collaboration 
demonstrates the potential to rewrite the guidance on strategic 
partnerships, and to serve as the benchmark for economic 
performance in the public sector.’

Neither is it new, as McGregor (1960: 152) had discovered: 
‘Human beings possess an internal “control mechanism” which 
can largely render ineffective any form of external control. 
This is true even of physical coercion under certain conditions. 
However, they will, under appropriate conditions, exercise self-
direction and self-control in the service of objectives to which 
they are committed.’

In other words, ‘Theory Y’ – trust people, and you might find 
they are trustworthy?

So, as I was aiming to persuade in my last article (Chamberlin, 
2015), it is possible to have ‘quality without fear’, by simply 
beginning to trust people and utilise their inherent intelligence 
to redesign systems that enable them to perform at their best 
and deliver what the customers want, when and where they 
want it. As we have seen before, arbitrary targets simply bring 
about wrong behaviours, and then managers wrongly focus on 
the people, rather than the system: ‘A get-tough approach to 
poor employee performance in terms of behaviour and reaching 
targets risks creating a climate of fear and breeding more 
unethical conduct – the opposite of what regulators, businesses 
and the public want’ (Donnellan, 2015).

In a statement that could have come straight out of Vanguard, 
Hilton explains: ‘Like anthropologists, they intensely survey what 
works and what doesn’t’ (Cavendish, 2015), and as Hilton himself 
adds: “Ministers and civil servants should never approve a policy 
without spending time with the people it affects,” a sentiment 
Sid Joynson would surely approve of.

As Hilton (ibid) states: ‘We tend to be happiest when we can 
relate to each other in a human way. We do best when things 
are organised on a human scale.’

Or, like Schumacher said, ‘...as if people mattered.’
Radical? Not really. Counter-intuitive? Possibly, for some. 

‘Theory Y’? Certainly, but try it. It works. It’s more ‘human’...
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Creating rapport 
to influence

Neuro linguistic programming techniques by Carlos Perez and Dr David Parker.

Rapport is a high state of connectivity when two or more 
people communicate. They consciously or unconsciously 
share the same wavelength. This creates a climate 

of trust and understanding that facilitates receptivity of 
information (and therefore influence). This paper addresses 
how to establish rapport in a conscious way through neuro 
linguistic programming (NLP) techniques in order to improve 
communication and to influence behaviour in others. 

Introduction
Have you ever spoken to someone and felt that you were not 

on the same wavelength? Have you tried to give instructions 
to someone but he or she does not really seem to understand? 
Simply put, have you just tried communicating with others and 
found yourself unable to establish rapport? How can we develop 
skills in creating rapport? 

Techniques aimed to improve the ability to establish, build 
and maintain rapport have been developed through the study 
of neuro linguistic programming (NLP) and successfully applied 
in a wide variety of fields. The notion originated in Santa Cruz, 
California (Bandler & Grinder, 1979). 

Put simply, we might regard rapport as ‘the ability to 
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Techniques aimed to improve 
the ability to establish, build and 
maintain rapport have been 
developed through the study of 
neuro linguistic programming (NLP).

relate to others in a way that creates a climate of trust and 
understanding…. it is the ability to see each other’s point of view, 
to be on the same wavelength and to appreciate other’s feelings’ 
(Knight, 1995 p.17).

Such matters are critical challenges for today’s leaders within 
an organisation. The ability to influence human behaviour using 
enhanced communications skills is an important skill required 
by leadership; and prerequisite for anticipating, envisioning, 
maintaining agility and empowering others to create change 
(Parker, 2012).

Rapport is more than effective communication 
Rapport is a state understanding that transcends merely the 
message. However, this assumes that you have some affinity 
with the other person. In some communication situations, 
one has to deal with offensive people, enemies, people who 
share different values and attitudes etc. This can range from 
negotiating a business deal to a police officer talking a potential 
suicide person from jumping off a building, to securing the 
release of hostages. In these cases, you do not necessarily have 
to have rapport, but to be a good communicator you have to 
have a deep understanding of the ‘other’ person. 

For example, in Fisher and Ury’s ‘Getting to Yes: Negotiating 
Agreement Without Giving In’, one of the six principles is ‘Focus 
on interests, not positions’. By that they mean ‘The basic problem 
in a negotiation lies not in conflicting positions, but in the conflict 
between each side’s needs, desires, concerns, and fears’. That is, 
a person may take a position not because they necessarily want 
what they are asking for, but something else such as respect, 
acknowledgement, deference, etc. 

For example, an adult may demand that a younger person give 
up their seat on the bus. The reason behind it may not be that they 
are tired and need the seat, but rather that the younger person 
should show respect to older people. So the younger person might 
say: “I’m sorry I can’t stand for you, I’ve broken my toe and I need 
to sit down”. That way, the older person is shown respect and the 
younger person keeps the seat.

Bakhtin (1973) sees people undertaking communication in 
psychological, rather than social terms. Each dialogic participant 
brings to the exchange ‘frames of meaning’. Active understanding 
then occurs when the dialogic participant ‘assimilates the word 
under consideration into a new conceptual system, that of the one 
striving to understand’ (Dvir et al, 2002, p76). 

In this idealised form of language interaction, one person does 
not obliterate another’s frame of understanding. For Bakhtin, 
understanding is built as each interlocutor (each person in a 
conversation or dialogue) produces an utterance because speaker 
and listener orient towards “a specific conceptual horizon”. 
Dialogism, therefore, appears to be more likely to produce 

cooperative, mutual, and non-exploitative relationships. 
In their article, ‘Dialogical wisdom, communicative practice and 

organizational life’, Barge and Little (2002, p375) ask what sorts 
of conversations ‘facilitate healthy and productive workplaces’. 
Putting the case for a dialogical approach, they assert that ‘every 
communicative act is contingent on prior understandings; every 
communicative act implicates particular patterns of relating’ 
(p378); and dialogue induces ‘new insights and divergent thinking’ 
(p379). The concept of dialogue should be considered as including 
emotions, intentions, and desires (p377), they argue. It is through 
dialogue, then, that “organisational members continually 
participate in its unfolding emergence” (p382).

Dialogic communication, or ‘symmetrical’ dialogue (Cheney 
& Christensen, 2001, p238), concerns not so much the level of 
participation; rather, it means acknowledging that concepts 
are contested, and welcoming others’ contributions to the 
development of those concepts (Yeatman, 1990, p161-163). It aims 
for a balance between individual autonomy and organisational 
constraint, through coalescing diverse voices (Putnam, 1996, p393). 
In this sense, dialogism is concerned with social power. Thus, 
dialogic discussion takes account of the context in terms of power 
and interests.

To apply much of this theoretical underpinning to a practical 
end, in leadership, we next describe NLP in order to understand 
the neuroscience and logic of how our brain reacts. Next, rapport 
related to NLP is discussed. Three techniques are introduced; the 
first two aimed to create rapport by matching words, expressions 
and body language; the third aimed to create empathy and to 
influence others while maintaining rapport.

 
Neuro linguistic programming (NLP)
NLP is like the user’s manual of the brain (Bodenhammer & 
Hall, 1999). NLP is considered as the study of what works in 
thinking, language and behaviour. It looks at how we behave and 
communicate in relation to our filing system – the unconscious 
mind. NLP embraces the most important element in another 
person: their behaviour (Fernandez, 2012; Knight, 1995). 

 ‘Neuro’ relates to the mind or brain, the central nervous 
system, in particular the way we use our five senses to experience 
the outside world and then create our own internal world by 
remembering and imagining. Our conscious and unconscious 
thought processes activate our nervous system, which influences 
our physiology and behaviour (Adler, 2002; Knight, 1995). 

‘Linguistic’ refers to language and the way people use it 
to interpret their experiences, to talk to themselves and to 
communicate with others. Everyone then has distinct forms to use 
language, and those different forms provide insight into peoples 
thinking (Knight, 1995). 

‘Programming’ refers to the way you program or code 
your experiences, just like a computer program. The personal 
programming consists then in a succession of steps designed to 
achieve a particular result. These personal programs influence the 
way we make decisions, solve problems, learn, evaluate and get 
results (Adler, 2002; Knight, 1995).

Studying and observing closely what human beings think, 
say and do, is the basis of NLP, giving insights into the internal 
working of people’s minds. Therefore, understanding how 
someone behaves allows the creation of a model that can be used 
to improve communications and interaction with others (Singh & 
Abraham 2008)

NLP is goal-oriented and non-scientific (Biswal & Prusty, 2011) 
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Rapport is a state 
understanding that 
transcends merely 
the message.

and therefore enables people to approach the technique in an 
applied way.

Postural echo
When people have rapport, usually they assume the same posture, 
move in similar ways (gestures), laugh together, and adopt the 
same style and rhythm in movement and speech (Knight, 1995). 

This is described as postural echo (Parker, 2012) or a state of 
‘chemistry’ or, ‘sharing the same wavelength’. It happens naturally, 
usually unconsciously, and can be reached even with a complete 
stranger striking up a conversation (McDermott & O’Connor, 1996; 
Bodenhamer & Hall, 1999). 

However, it can be reached faster as a result of the nature of the 
relationship; people in love, close friends, and long-standing work 
relationships are clear examples (Adler, 2002).

Thus, the connection created by rapport could be so powerful 
that some people would even need just a few words to 
communicate to each other and may even benefit from silence; just 
by looking at the eyes. (Webster, 2012; Adler, 2002)

As a result of this connection, it is shown that the other person 
or group will listen readily, feel comfortable and accept suggestions 
(Knight, 1995). Moreover, it is found that people make business 
decisions on the basis of rapport rather than on the merits of an 
idea or proposal (Cooper, 2008; Knight, 1995).

The concept of rapport has been studied using NLP since 
the 1970s, therefore a knowledge base and strong literature is 
available (Wake, 2011).

The business and corporate benefits from rapport are clear: 
when a high state of connectivity is attained when two or more 
people, consciously or unconsciously share the same wavelength, 
this empathy and cohesion is a powerful source of competitive 
advantage – particularly when applied to development of customer 
relationship. This creates a climate of trust and understanding 
that facilitates receptivity of information and therefore influences 
commercial decisions (Agness, 2011; Knight, 1995; Cooper, 2008) 
(see Table. 1)

Matching words and expressions
When people look, sound, act, and move like each other, they tend 
to like each other (Bodenhamer & Hall, 1999). 

RAPPORT OUTCOMES

A high state of connectivity 
in communication

This is the goal in 
communication attained by 
the ability to create rapport

Attained when two or 
more people, consciously or 
unconsciously share the same 
wavelength

To get to share the same 
wavelength consciously with 
someone else it is necessary 
to match: words and 
expression (technique 1) and 
body language (technique 2)

This creates a climate of trust 
and understanding

Pacing in technique 3 is 
based on the importance of 
empathy as a further step of 
techniques 1 and 2

Facilitates receptivity of 
information

It happens when a state of 
rapport has been reached. 
The other person provides 
full attention where it 
presents the opportunity 
to influence, empower, and 
create change

Table 1. Commercial purpose of pursuing rapport.

In the language of NLP there are three representational 
systems or ‘input channels’ through which we can all understand 
information and perceive the world around us – visual, auditory 
and kinesthetic (feelings) (Bandler & Grinder, 1975).

While no one person is totally auditory, visual or kinesthetic, each 
has a favoured system, which influences them unconsciously in 
the way one thinks and communicates. This implies that a person 
understands and accepts information better when it is presented 
through a preferred channel (Adler, 1996; Knight, 1995). 

This pertains to listening carefully to the other person which, 
in turn, can create rapport by detecting and matching the other 
person’s words and phrases (expressions) according to a favoured 
representational system (see Table 2). 

It appears that good communicators naturally use the system 
preferred by the person to whom they are speaking, at least 
initially. This ensures that they are communicating in the 
same linguistic and are more easily understood than if using a 
representational system that was disliked by the listener (Knight, 
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1995). For example, in a conversation when someone uses ‘let’s stay 
focused’, a good way to match would be ‘well, focusing on the 
matter in hand’ (Cooper, 2008).

Also matching specific words in the same way can help to create 
rapport. This refers to the words that the other person seems to 
emphasise or repeat in the conversation – especially, unusual ones.

Another technique in NLP is to detect the other person’s 
favoured communication channel by observing his or her eye 
movements. However, it appears that the accuracy of this technique 
is not been proven scientifically (Wiseman et al,2012; Biswal, & 
Prusty, 2011; Sharpley, 1987). 

Mirroring and matching
Matching body language (postural echo) is a natural way to 
connect with others. This technique emphasises on building rapport 
by placing the body in the mirror image of the other person (as 
if in a mirror) and then match elements of behaviour and body 
movement (Elston, et al, 2009) (see Table 3). 

Some of these bodily features can be matched and mirrored 
easily or more naturally depending on the skills of the person. It 
is recommended to start with one of the less natural ones and 
practice until it becomes an involuntary practice (Knight, 1995; 
Alder, 1996).

It is also recommended to be subtle; make similar but smaller 
movements compared to the other person (not mimicry). By 
making small movements there is less chance that the other person 
will notice and rapport starts to build (Agness, 2011; Cooper, 2008).

This is a highly effective technique that requires developing skills 
to the extent that it becomes unconscious, or at least uncontrived 
(Alder, 1996).

Finally, it is known that cultural aspects affect body language. 
Therefore understanding of differences in culture should be 
considered when communicating to others in order to create and 
especially maintain rapport. Jane Lasky mentioned two aspects that 
can be taken as examples:

•  The position in social conversation: in the Arab world and China 
it is common to see people standing very close together while 
having a conversation, whereas in Japan giving space is vital for 
communication.

•  Eye contact: looking straight into the eye means sincerity for 
Americans, Finns and the Dutch, whereas in Zimbabwe it is 
considered very rude. In Zaire, full eye contact connotes romance 
(Lasky, 2004).

Pacing and leading
Rapport represents a way to influence others; the greater the 
rapport the more influence and effective the communication turns 
out to be (Knight, 1995).

We all tend to follow a person’s physiology as and when it is 
changed. If a person in conversation crosses their arms, there is 
a good chance that the other person will do the same shortly 
after. This suggests that there is rapport between them and the 

REPRESENTATIONAL 
SYSTEM

KEY WORDS KEY EXPRESSIONS

VISUAL See, focus, clear, 
picture, view, 
illustrative

I get the picture, it 
is clear now, I see 
what you mean

AUDITORY Sound, hear, tell, 
say, talk, loud,

That sounds good, 
I hear what you are 
saying, tell me,

KINESTHETIC Impact, taste, feel, 
touch, relaxed, 
smell

That feels right, I 
was moved by what 
you said

Table 2 Visual, Auditory and Kinesthetics.
Source: (Cooper, 2008; Bodenhamer et al., 1999; Knight, 1995: Lankton,1980).

MIRROR MATCH

BODY Overall position, general posture.

HEAD Angle, whether the person is looking up or down.

ARMS AND 
HANDS

Arms close/open – hands behind head/playing 
with something.

LEGS Crossed at knees or ankles, open, outstretched, 
tucked under.

FACE Relaxed, smiling, serious, furrowed brow.

MOVEMENTS Head nodding, finger tapping, foot swinging.

BREATHING 
RATES

Position of the breathing, in the chest/steady/
slow/still.

VOICE Pace/volume/pitch/tone/type of words/
intonation.

Source: (Cooper, 2008; McDermott & O'Connor, 1996;Knight, 1995).
Table 3 Mirror matching dynamics.
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communication is going on the right track (Alder, 1996). Using this 
principle, rapport can be taken further and be used as a way to 
influence positively. 

Pacing then becomes another element in rapport. It involves 
understanding the other person’s ideologies and perspectives 
thereby getting a better insight into their thought processes. This 
establishes a conscious and unconscious affinity with the other 
person and hence paves the way for taking the conversation to the 
next and a more comfortable level. In essence, this means adopting 
a mechanism of feedback and mirror for the other person, 
respecting the state, feelings or style (empathy) (Lankton, 1980).

Pacing is built with the aim of further leading – or influencing 
the other person – rather than just achieving and maintaining 
rapport (Knight, 1995). 

Once you have paced yourself to the other person, it is possible 
then to subtly take the lead. Examples of matching, pacing and 
starting to take the lead in conversations are shown as follows:

a)  ‘I can picture the new website that we want to develop’ 
-‘So when you see this website and imagine what it looks like 
what are you saying to yourself?’

b)  ‘I feel insecure about the group presentation this morning’ 
-‘I can understand that you feel insecure. How would you like to 
feel?’ (Knight, 1995.)

The leading position allows influencing the other person’s 
behaviour, state of mind, whilst maintaining rapport (Alder, 1996).

It is recommended to test how much rapport was obtained 
before one starts leading the conversation. This could be done by 
making a small lead, such as changing the position on the chair, 
and then noticing if the other person follows or not. 

If the other person follows, it means one has managed to take 
over and lead the discussion/ conversation and will now be capable 
of influencing the other person. It is recommended to start by 
influencing the other person’s emotional state. This can start by 
making changes in breathing or movements. If that is successful, 
more difficult situations can be explored, such as talking about a 
problematic topic (Cooper, 2008).

When a lead position is taken within the rapport, it means the 
other person’s attention is fully captured and he/she is more likely 
to agree with what the person in the leading position is saying. 
Therefore, this technique can be used to convince the other person 
to think, feel or act differently. This could be done in order to get 
the other person to:

• Consider an idea or proposal
• Hear and accept bad news
• Change her/his emotional state
• Accept and respect you for saying ‘no’
• Change the other person’s energy level

Emotional intelligence
It might be argued that having emotional intelligence (Goleman, 
1996) would be an excellent complementary management skill.

Successful team leaders invariably have a high emotional 
intelligence quotient (Bar-On & Parker, 2000). Emotional 
intelligence links to self-awareness, awareness of others and the 
ability to understand and interpret your own and others’ feelings. 
Emotional intelligence is the ability to identify, assimilate, value, 
express and manage emotional knowledge. The emotional 
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intelligence dimensions typically include (Caruso et al 2002):

Oneself
• Knowing one’s own emotions
• Managing one’s own emotions
• Motivating oneself
Others:
• Recognising emotions in others
• Handling relationships with others
Components:
•  Self-awareness: being mindful of one’s moods, emotions and 

drives
•  Self-regulation: the ability to think before acting and control 

negative impulses and moods
• Empathy: being able to put oneself in another’s shoes
•  Social skill: the ability to build and manage relationships and 

influence others
•  Motivation: drive that is internally generated rather than resting 

on external rewards or financial compensation

Conclusion
Rapport establishes an ideal state of communication based on trust 
and understanding, that can be used by managers and leaders to 
influence human behaviour, incite change and persuade. Therefore 
it is important to understand how this connection happens. 

NLP proposes that the quality of connection can be explained by 
observing how people behave while they are naturally in rapport 
(unconsciously). Indeed, NLP proposes then that matching the other 
person’s behaviour is the best way to create rapport (consciously). 

It is possible to create rapport by matching the other person’s 
behaviour, words and expression and mirroring the body language. 
While maintaining a state of rapport, it is possible to pace and take 
the lead in order to start influencing.

Emotional intelligence, as an additional pre-requisite, gives an 
ability to understand and interpret one’s own and others’ feelings.

Together, such interpersonal skills have significant commercial 
value, especially when leading teams, undertaking a change 
process or building customer relationships.

References for this article are available – please email editorial@
msjournal.org.uk
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Greece, no longer 
banana fun or 
tequila sun
Dr John McManus.

Labour productivity 
in Greece has 
historically been 
lower than in most 
other European 
countries.
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Those of us who take an interest in European politics will no 
doubt have been following the economic situation in Greece 
with some interest. Clearly Greece is facing some tough and 

challenging decisions about its future membership of the European 
Union. Arguably, Greece’s problems began in 2007 when it entered 
deep recession, partly due to its lack of global competitiveness and 
poor fiscal management of its economy.

The Greek economy has mostly been built on a foundation 
of tourism and although the tourism industry generates billions 
of euros, and is a major export and contributor to both Gross 
National Product (GNP) and balance of payments1, in reality due 
to Greece’s black economy the real impacts of tourism within the 
wider economy are largely unknown. Some economists argue that 
Greece’s lack of strategic and operational management know-how 
generates inconsistency in the creation and delivery of tourism 
products. This has direct implications for consumer satisfaction 
and the projected image of the industry. There is often a complete 
lack of strategic vision and enterprises are frequently treated as 
an extension of the proprietors’ domestic environment. Since 
Greece’s main competitors in tourism are countries2 such as Italy 
and Spain, or emerging countries such as Turkey, which suffered 
from relatively high price and wage inflation over the past decade, 
common indicators perhaps overstate the loss in competitiveness of 
the Greek economy.

Compared to the rest of eurozone countries, gaps in 
competitiveness and productivity within the Greek economy have 
led to major investment issues and job creation relative to Spain 
and Italy. According to Professor Dimitris Malliaropulos3 measuring 
competitiveness is an inherently difficult issue, both for economists 
and statisticians. Estimates can differ, depending on whether 
competitiveness is measured on the basis of relative prices or 
relative unit labour costs, or whether one uses nominal or real unit 
labour costs, by which countries compare one another with Greece.

Productivity is also lagging behind the rest of Europe. One of the 
main reasons productivity is so low is that Greece lacks large scale 
enterprises, which maximise labour output through economies 
of scale and scope. For example4, just 27% of manufacturing 
firms have more than 250 employees, compared with 34% in the 
Netherlands and 54% in Germany. With stagnant productivity 
this raises the question regarding the level of sophistication and 
diversification of the economic base, and the changes that are 
needed in order to improve aggregate productivity level and foster 
quality job creation in Greece.

Losing focus
In part, Greece’s economic deterioration in competitiveness can be 
traced back 2000 to its lack of export capability in agriculture and 
industrial commodities. European Union (EU) subsidies have acted 
as a disincentive to increase productivity in these sectors. Some 
economists argue that the Greek government should have focused 
its attention on policies which improve innovation and productivity, 
rather than policies which guarantee prices or incomes. Whilst 
exports still represent 30% of the economy, they remain the 
lowest among the eurozone countries. With the exclusion of 
shipping Greece’s main exports are refined petroleum, packaged 
medicaments, aluminium plating, non-fillet fresh fish, raw cotton, 
pure olive oil and processed vegetables5. The main recipients of 
these commodities are Turkey, Italy, Germany, Bulgaria, France, 
Spain, and UK. 

In part Greece’s economic 
deterioration in competitiveness 
can be traced back 2000 to its lack 
of export capability in agriculture 
and industrial commodities. 

Exporters of goods within the EU often face different competitors 
than exporters of services and those that make-up the tourist 
industry. For example, Germany is one of the biggest export markets 
of Greek goods and Greek exporters of industrial goods face 
fierce competition from German producers. A big issue for Greek 
exporters is price – usually they cannot set prices, as these prices are 
determined by international competition6. Consequently, exporters 
of goods are competitive only if they can produce at a lower cost 
than the international price (ie have a positive gross profit margin). 
Competitiveness in these markets depends on production costs, 
for example, the nominal wage cost per unit of output (nominal 
unit labour cost) ULC). Greek exporters of goods become more 
competitive if their ULC increases at a lower rate than the ULC of 
their competitor countries, translated in a common currency.

Labour productivity in Greece has historically been lower than 
in most other European countries. In the late 1990s, productivity 
in Greece as measured by the GDP per hour worked at constant 
prices was almost half that observed in Germany and France and 
around one-third lower than in the UK, Italy and Spain. However, 
between 2001-2007 (prior to the global banking crisis) productivity 
in Greece grew significantly, and started converging with that of 
other European economies. Statistics produced by The World Bank7 
suggest that the overall labour productivity of the Greek economy 
during this period increased by over 15%; growing at an average 
rate of 3% per year, much of this growth was attributed to private 
consumption. The cumulative decline in GDP since 2008 compared 
to other EU countries amounts to about 25%.

Although labour productivity in Greece increased between 
2001-2007 evidence would suggest that the Greek output 
between the years 2004-2007 was not based on increasing 
productive investment, but in the extension of low capital intensive 
production. The compounded effects of the banking crisis in the 
six year period 2008-2013 and the decline in labour productivity 
amounted to a loss of 9% in real terms and in 2009, Greece’s 
economy suffered a break down when it became clear that the 
fiscal deficit was more than 15% of GDP. Between 2008 and 2010, 
Greece lost 1.75% of its output per year, which combined with its 
fiscal deficits and loans from the EU (and other institutions) caused 
public debt to shoot to more than 160% of GDP in 2011.

Current situation
At present, the loss of competitiveness in the Greek economy, on 
top of the need for fiscal rigour, adds to a complicated and difficult 
obstacle to healthy economic performance. Although many Greek 
citizens would argue against the current imposed fiscal measures 
austerity is necessary, but is not a substitute for restoring some 
degree of competitiveness. Financial support from the EU, the ECB 
and IMF and other governmental institutions are temporary bridge 
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loans that do not address the real problems. A significant risk for 
the Greek economic recovery is not only the ineffective allocation 
of its productive resources, but also the weakening of its productive 
capacity due to the real capital stock decline.

Investment activity, a prerequisite for economic growth, has been 
severely damaged by the chronic competitiveness deficit and unlike 
many other EU countries, Greece has suffered from declining levels 
of foreign direct investment (figure 1). Countries with a strong 
investment presence in Greece include traditional capital exporting 
countries such as Germany, France, and the UK. Germany remains 
the largest source of foreign direct investment to Greece. 

The concentration of investment activity in construction, 
chemicals, food production and capital equipment, favours new 
investment and the establishment of new business enterprises as 
well as the cooperation of eurozone companies in partnership with 
Greek companies, in order to produce end products that meet the 
needs of domestic and international markets. 

In line with the requirements of the EU and IMF bailout 
programme introduced in March 2010, the Greek government 
has sought to open up closed professions, liberalise the labour 
market, reform the pension system as well as the tax code, 
proceed to state-owned assets’ and enterprises’ sales to increase 
revenues, and streamline investment procedures. The recent 
establishment of Enterprise Greece8 (Invest & Trade) in 2014, an 
investment promotion agency that is the merger of the previous 
Invest in Greece SA, with the Hellenic Foreign Trade Board, is an 
effort to promote Greece’s investment opportunities by acting as 
an information source for interested foreign investors. Promising 
investment prospects in the near future is attracting foreign direct 
investment from Russia and Eastern Europe, the Middle East, 
other Arab countries and Asia, particularly China, that are mainly 
interested in the energy, telecommunications, tourism, transport 
and logistics sectors.

Promoting strategic industries, such as the agriculture-food 
sector, could benefit from strengthening the integration of their 
products into the tourism industry value-chain. At the same time, 
steps are needed to take full advantage of Greece’s potential 
in energy production from natural resources. Providing further 
incentives for investments in renewable energy could produce a 
series of positive externalities in terms of investments and badly 
needed job creation (especially amongst the 18-30 age group).

A lack of capital and infrastructure investment and 
overconsumption in the public and private sectors has created a 
major fiscal crisis within the economy. Major structural gaps in 
competitiveness and productivity, have produced a flawed economic 
model and deteriorating and unsustainable trade balance. There is 
a convergence of views among policymakers, academics and other 
analysts, that shortcomings of the Economic and Monetary Union 
(EMU) institutional framework did not prevent the accumulation 
of sizeable macroeconomic imbalances and structural weaknesses 
within the eurozone10 in the first decade of EMU (1992-2002), 
and did little to help Greece’s competitive position within the 
EU11. At the time of joining the eurozone, Greece had one of the 
highest inflation rates in Europe. In 2010, Greece was the first 
eurozone country to be hit by the sovereign debt crisis. With some 
hindsight there was a close interaction between the management 
of the Greek sovereign debt crisis and the eurozone financial and 
economic crisis, which was rapidly taking on a systemic character. 
On the one hand, uncertainties about the implementation of the 
Greek programme and risks of Greece’s exit from the eurozone, 
widely reported by international media, raised concerns about the 
sustainability and integrity of the eurozone itself. On the other 
hand, controversies about key elements of the support mechanisms, 
for example the treatment of private investors on government 
debt (which led to the Deauville Agreement between France and 
Germany in October 2010) and doubts often publicly raised about 
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GDP in 201414. 
The World Bank’s15 Doing Business 2015, an annual report that 

compares business regulations for domestic firms in 189 economies, 
confirms that Greece has maintained a steady pace of regulatory 
reform. In particular, Greece has the 61st place out of 189 
economies, advancing by four positions compared to 2014. Overall, 
Greece managed to improve its position by almost 40 notches since 
2010, an unprecedented achievement for a country with such a 
fiscal and competitiveness stretch.

A debt too far?
Although the Greek government has done much to reduce its debt 
burden and improve its overall fiscal position, the level of austerity 
measures imposed on the Greek people by the EU ruling elite 
have been too brutal. Greece has been forced to make massive 
cutbacks to meet the terms of twin bailout packages, totalling 240 
billion euros, offered by the European Commission, the European 
Central Bank (ECB) and the IMF. As an illustration, health spending 
was capped at 6% of GDP. Rising unemployment where health 
insurance is linked to work status has led to an estimated 800,000 
people lacking either state welfare or access to health services, 
with one in three Greeks living below the poverty line and an 
increase in suicide rate amongst the Greek people. With a third of 
the population in poverty and many living in households with no 
income, family networks can no longer be relied on to support the 
poorer members of their communities.

As Greece witnesses a real time collapse of its economic and 
political systems, and continues to struggle to meet its debt 
obligations (having recently missed a payment to IMF – the only 
developed economy to do so) its future membership of the EU is 
doubtful. In June, the European Central Bank ended its emergency 
funding. In consequence the Greek government closed its banks 
and imposed capital controls and scheduled a referendum on 
the EU bailout terms. The referendum schedule for Sunday 5 July 
resulted in the Greek people saying “No” to the EU bailout terms 
and any further measures of austerity. In a statement, Jeroen 
Dijsselbloem16, the head of the Eurogroup, said that the result of 
the referendum was “very regrettable for the future of Greece” 
and warned that “difficult measures and reforms are inevitable” 
for the recovery of the Greek economy. In short it’s a question of 
watch this space. References for this article are available, please 
email editorial@msjournal.org.uk

Promoting strategic industries, 
such as the agriculture-food 
sector, could benefit from 
strengthening the integration of 
their products into the tourism 
industry value-chain.
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the commitment of Greece’s partners to fully defend its eurozone 
membership, were adversely affecting the implementation of its EU 
and IMF economic programmes12.

Since 2010, Greece has made progress in reducing national fiscal 
imbalances over the last four years, and has adopted a series of 
significant market-oriented economic reforms. As an illustration, 
the fall in labour costs have helped mitigate some of the effects of 
recession on unemployment, which reached a record 27% in 2013. 
In addition, further actions were taken to sustain and maintain 
labour demand until recovery13. Initiatives included a temporary 
public works programme, targeted to jobless households a 
voucher-based short-term internship scheme for the young 
unemployed. Reforms to the public employment service planned 
to improve job matching, and efforts to enhance opportunities 
for apprenticeships and vocational training have improved human 
capital productivity and improved job matching for young people. 
Other reforms have eased compliance with labour laws with a view 
to bring legislation in line with EU best practices. Applying these 
strategies did help alleviate some of the economic issues faced by 
the Greek government and by the beginning of 2014, Greece had 
managed to reduce its general government budget deficit from 
-15.2% of GDP in 2009 to -2.5% of GDP, and concurrently generate 
a small primary budget surplus of 0.8% of GDP in 2013 and 2.0% of 
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When did you last upgrade 
your IMS Membership?
The Institute is currently urging all Life Members to consider 

upgrading their membership. If you have held the grade 
of Member with the designatory letters, MMS or MMS(Dip) 

for at least five years and have gained the necessary experience 
in your profession, you will probably meet the criteria to apply 
for the grade of Fellow FMS.

Becoming a Fellow of the Institute is recognition of your 
standing in the profession and serves to demonstrate your broad 
knowledge right across the Institute’s body of knowledge.

If you have held the grade of Associate AMS for three years, 
you are urged to consider upgrading to a full Corporate member 
of the Institute. As a full Corporate member you are allowed 
to use the designatory letters MMS. As a full member you are 
also permitted full voting rights and can stand for election to 
the Institute Council of Management. The member grade also 
indicates your enhanced standing within the Institute.

If you hold the grade of Affiliate and you have completed the 
IMS Certificate you can upgrade your membership to Associate 
which allows you to use the designatory letters AMS and is the 
first step towards obtaining full Corporate membership.

Making an application to upgrade your membership with IMS 
is straightforward and your application will be fully considered 
by our Membership Panel, which consists of three senior Fellows 
of the Institute.

If you would like to find out more about upgrading your 

membership with the Institute visit our website  
www.ims-productivity.com or contact our office on 01543 266909.

Why is it important to the IMS that you upgrade your 
membership? 
“Being entitled to use the term ‘Associate’, ‘Member’ or Fellow’ of 
the Institute of Management Services is a ‘badge’ of recognition 
indicating achievement, impact and high standards, as well as the 
professional standing of those elected,” said Andrew Muir, IMS 
Chairman.“There is also a responsibility on members to actively 
support the aims of the Institute and encourage the professional 
development of fellow practitioners, especially those who are less 
experienced and at an earlier stage in their career,” said Andrew. 
“Recognition and responsibility go hand-in-hand.”

The Institute’s main concern is productivity and quality 
improvement, and we believe that only by improving business 
performance can we enhance the living standards of the nation. 
Our members are there to help businesses to grow whilst being 
as effective and productive as possible, so do please consider 
upgrading your membership.

The upgrading fees are modest at £80 for Fellow, £60 for 
Member and £30 for Associate grade. An application form can 
be downloaded from the lnstitute’s website  
www.ims-productivity.com together with information on our 
membership rules and grade criteria.

UPGRADE
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Speed of transformation: 
implementing change
The authors highlight the core issues facing organisations today when 
implementing strategic change. They assert speed and precision in 
implementation is the core competence which will differentiate organisations. 
This applies to all sectors. Organisations can quickly, scan, record, analyse and 
learn from the threats and opportunities in the environment, and transform 
and implement specific changes faster will have the decisive edge over their 
competitors. By Philip Atkinson and Robert Mackenzie.

Trending: The threats to organisations

Customer and Consumer Expectations
•  Customers are well educated, fickle and 

demanding
•  Quality demands rise, and costs of delivery must 

fall
•  Consumers aware of, and reluctant to pay, the 

costs of failure in service delivery
•  Norms on service delivery are error free and 

lowest cost services 
•  Strict adherence to quality standards
Stakeholder Partnership
•  Stakeholders have high expectations to be 

included
•  Partnering between customers or consumers 

and suppliers is the rule rather than the 
exception

•  Structured benchmarking of suppliers
Competition
•  Barriers to entry to many markets are falling 

and are more related to service delivery
•  Intense competition from low cost economies
•  Globalisation leading the perfect data, 

information and knowledge about market 
players and trends

Technological Change
•  Investment in web enabled technology to 

deliver error free service
•  Shorter product life cycles for innovators – 

barriers to entry lowered
•  New products and faster development cycles
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Competitive advantage is no accident
Organisations cannot afford to stand still. Either an organisation 
is scanning and analysing the threats and opportunities in the 
business environment, learning lessons, instituting and shaping 
complex change strategies, or it is standing still waiting for things 
to happen. Too many organisations occupy the latter category 
and are inactive or patiently waiting for the environment to 
change to fit their needs, rather than adapting to the complexity 
in which they find themselves. Two key themes are critical in 
business transformation – speed and precision in implementing 
change. This is now a major factor in adding value to customers.

Customers, consumers and end-users are also continually 
demanding precision and error free service to be delivered within 
shorter time frames. They want their specific needs to be met 
precisely. From the consumer point of view, speed and precision 
go together very nicely. Consider, how well does your organisation 
deal with the demands of the customer, consumers and end-users?

Age of agility and responsiveness
Our research in many sectors of the economy tells us that 
customer decline can occur very quickly. In the private sector, 
market share is what dominates strategies to commit to customer 
acquisition, retention, growth and profit. In the public sector, 
we find that effective organisations focus on adding value to 
the consumer, with excellent service delivery and positive and 
favourable reputational image and identity

Yet at the same time, we have recognised that only those 
organisations which display the characteristics of being agile, fast, 
flexible, responsive and totally customer focused who speedily 
implemented needed change will survive to meet the economic 
challenge of the future. 

Neither transformation nor survival is compulsory 
All industrial sectors have moved to a stage in business 
development where poor service is totally unacceptable and 
only the truly customer facing business will survive. Still many 
organisations seem not to understand that service quality is still 
the biggest issue impacting upon their future – 100% product 
quality is a good start – but it’s not enough.

Precision and accuracy in service delivery 
The demanding customer, consumer and citizen of today wants 
the service they receive right first time, and delivered when they 
want it, not when the supplier deems convenient. This means that 
organisations will have to become much more agile and develop 
new innovative strategies to equip them with Lean strategies to 
service the demanding customer. This will soon become the norm, 
as more and customers expect faster cycle times and reduced lead 
time from order to delivery. 

It is now common practice to expect to see and hear of new 
partnerships being forged between suppliers and customers 
completely focused upon ‘time based criteria’. The result is 
partnerships reflected in long term commitments to transact 
business usually characterised by preferred supplier status being 
granted to those who can meet demanding criteria.

The public sector and time based criteria
Things are changing here. Politicians and public sector specialists 
recognise that there are many gains that must be achieved in all 
service sectors, and ‘value for money’, best value’ and ‘customer 

Two key themes are critical 
in business transformation 
– speed and precision in 
implementing change.

Definition: Change 
should be precise
• Focused on outcomes 
•  Unambiguous – no confusion in 

directions, outcomes and vision
• Accurate, definite, focused
•  Concentrate on specific processes 

and behaviours
• Demonstrate cause-effect results
•  Shared and owned by those who 

have to implement it
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or consumer responsiveness’ are core criteria by which large scale 
public organisations are being assessed. 

Transformational change
So what does this mean for the average organisation in any 
sector? Things don’t stand still – so expect more change coming at 
a faster rate. For those senior staff in organisations who welcome 
change as the norm, this will provide the incentive to develop a 
very strong and enduring competitive advantage. For those who 
have not yet started on the journey, consider what action senior 
staff can commit to, to equip their business with a culture based 
on ‘rapid response’. The secret to rapid customer response is 
continuous improvement based upon speedy implementation.

Corporate leadership
Organisations that have learnt this secret have prospered well. 
General Electric, a leading US conglomerate, has for a long time 
pursued their own innovative culture of continuous improvement 
of work-out – that is, working out the waste and implementing 
new changes by listening to those who man key functions, who in 
turn re-design and implement the required changes. 

Here there is a fundamental shift in emphasis, away from 
believing that managers have all the knowledge to an 
empowering belief where focus is directed toward the ‘owners’ 
of the process working that process every day. In General 
Electric, work-out as a process of continuous change permeates 
every single part of the business and has been innovated on by 
developing the change acceleration process. GE recognises that 
by focusing upon the process where change is implemented 
100% effectively, this can become a very powerful competitive 
differentiator. The core benefit behind this approach is that if you 
are learning faster and implementing necessary changes faster 
than your key competitors – rationality tells us you’ll soon capture 
market share from those who are too slow or lazy to make the 
effort to keep up with the same state of implementation.

By pursuing this approach, there is a very strong likelihood 
that they become a dominant player renowned for customer 
responsiveness and thereby creating their competitive edge. This 
is the ultimate advantage in service excellence, which leads to 
capturing additional market share with a vision of always being 
either number one or two in all the industries in which GE operates. 

Accelerated change and your business
If today you are not improving all the processes that support 
your business, or equipping your staff with the skills to perform 
beyond their potential and you have failed to lead this 
process with passion and conviction, it is a good bet that your 
competitors will soon be closing in on you.

If you are in the public sector, then failing to improve 

The demanding customer, 
consumer and citizen of today 
wants the service they receive 
right first time, and delivered when 
they want it.

Definition: Rapid improvement  
and speedy implementation
•  Have a purpose, an outcome and be 

measurable
•  Harness energy to communicate shared 

outcomes
•  Vision and energy aligned to taking action 

rather than ‘procrastinating’
•  Follow a flexible, rigorous and tested 

implementation plan
• Learn, and change if things go wrong
• Focus on making change stick

GE effective change equation
Q x A = E
Q = qualitative/technical solution
A = acceptance and engagement
E = overall effectiveness
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outcome you want to achieve, test that your implementation 
plan is robust, analyse for potential failure, and focus on precise 
behaviours when implementing change. Here we need to focus 
upon those who manage others as being the instruments for 
driving change. It’s not just having a plan in place, but having the 
ability to execute that plan. 

Top-down change 
This is even more important when we discuss the behaviours of 
the top team to ensure that the strategic imperatives for the 
business are lived in their actions. They lead and challenge the 
process of change. Who else can build and articulate a vision 
for the organisation? Responsibility and ownership resides at 
this level, and when achieved should align within all tiers of 
management committing to a change process that is speedy, 
proficient and precise in achieving outcomes.

From what has been stated so far you may gather that we are 
embarking upon a journey to focus upon shifting the fabric, the 
culture and behaviour of key people in the organisation to a 
positioning of the business for transformational change.

Vision and transformation
Any significant change must start with a strong vision of what 
you can achieve, but vision alone will not generate the results you 
desire. Just wanting to become a thriving responsive organisation 
will not be enough. You need to take action and monitor results; 
find out specifically what ‘is’ and ‘is not’ working and then be 
flexible enough to apply new techniques and strategies. Vision 
by itself is insufficient. You need a structure or framework for 
implementing change with precision. As part of developing a 
model for change it is important to consider focusing upon those 
variables where change is most likely to happen. So this means 
finding out what ‘hinders’ and ‘helps’ change. 

Remove what inhibits change first
You also need to understand the negative elements of the 
existing organisation and what holds it back from rising to the 
new vision. Force field analysis is often used to simply identify 
the key factors which ‘inhibit’ and which ‘help’ change. Think of 
a time when you imagined change would work. You probably 
assumed that resistance would decline and acceptance would 
quickly follow, yet the opposite occurred.

What happened was that it was too easy to focus upon the 
positive factors, those that drive, support and help change, rather 
than those that inhibit change. 

But, the ‘helping’ factors can actually increase the intensity of 
the factors which inhibit change. In many circumstances, people 
became more stubborn than expected and resistance to the 
changes intensified. 

Instead of focusing entirely upon strengthening the ‘helping’ 
factors we believe you should rather focus almost entirely, at first, 
on diminishing the impact of the ‘hindering’ factors. 

Vision, focus and precision
We believe fundamentally that there are three key forces within 
any organisation which determine the degree to which of change 
is implemented effectively. The most important is the vision and 
focus of the change. You get what you focus on. If your focus is 
specific you will achieve your gaol or outcome. If your focus or 
path is vague and rambling, then any route will get you to your 

performance will lead to less investment in your services and 
questions from regulators, consumers, user groups and the media. 

Effective changes require balance: Precision and speed 
of implementation
Speeding up implementation is only half the story – you have 
to know where to apply the changes you want to best effect. 
Imagine the impact on your business of being able to offer 
error free service faster than the competition. You have to have 
the specific details of how this can be achieved. A generalised 
campaign will do little apart from consume resources and confuse 
your people. Yet how often do we see change programmes 
introduced with no more than generalised intent, with confused 
and ambiguous goals and outcomes? 

If you could improve just three things to enhance your customer 
responsiveness, what would they be? What is stopping you? 

The answer is related to gathering evidence, analysing data and 
trends, assessing options and alternatives, modelling or bench-
making ‘best in class’ and deciding what precise action will lead 
to improvement. You can ‘motivate the hell out of others’ but 
if you have imprecise goals, cloudy outcomes and a vague and 
unambitious vision, you will not do well. 

Shaping a strong compelling vision requires precision
The key to effective change is simple. Decide on precisely what 

Politicians and public sector 
specialists recognise that there 
are many gains that must be 
achieved in all service sectors.



35Management Services 
Autumn 2015

destination, eventually. (For vision to KPI’s model contact authors.) 
Energy and passion for change is the force or ‘energy’ displayed 

by staff. Change will never take place without a solid wall 
of ‘energy’ which permeates the culture of an organisation. 
A dispassionate, lacklustre, low energy leadership team will 
generate the negative results. A firm commitment to drive 
and challenge the old ways, and replace them with something 
rigorous, innovative and vibrant, lies in the inherent energy 
inherent within the hearts and minds of the people and the 
organisation, and it is up to the leadership team to add that spark 
to ignite it. To transform an organisation requires an enormous 
amount of energy which is overpowering and requires strong 
vision, direction and focus. 

The third factor is alignment. You need to align all resources 
and people behind the focus and energy to kick start the 
organisation into transforming itself. Without ownership at the 
top, it will not happen.

Slow and sleepy bureaucratic organisations 
Large, bureaucratic structures emit a trickle of energy which 
depicts their poor capacity to act. Energy is reflected in the 
enthusiasm of the people who drive the culture. If you end up 
with a slow moving organisation, it is probably managed by 
equally slow leaders with little energy, passion and motivation. 

Shaping a compelling vision: Critical steps
It is important that focus and energy are aligned and that the 
direction in which change is driven is clearly articulated. In too 
many change initiatives, the goals of transformational change 
are ambiguous and not clearly communicated. Investing time 
and energy into making the process of continuous improvement 
tangible and concrete is time well spent. Below are ten factors 
which highlight the degree to which cultural change goals should 
be focused.

1. Precise outcomes – effective speedy change is based upon there 
being a shared ‘desire’ among the key players in the process and 
this should demonstrate that they really want and value the end 
state or outcome. Managers who articulate the desired outcomes 
should be enthusiastic and express their personal commitment 
to the transformational change with passion. A ‘damp squib’ 
is of little value. If the goal of transformational change is not 
compelling or is vague in its description, then it is highly unlikely 
that it will be achieved. If the goal and desired outcome is vibrant, 
bright, easy to understand and represents the feelings of the 
organisation, then it will be understood by those that receive 
the message. Equally, managers should demonstrate a real 
commitment to the process whereby change is driven.

2. Ability to achieve outcome – managers have to truly believe 
that the company and staff have the ability to achieve the desired 
outcome. It has to be realistic and fit within certain constraints. 
However, this sometimes can create difficulties because managers 
fail to focus upon challenging goals – to stretch themselves 
beyond their corporate comfort zone. Individual ambition and 
self-confidence on behalf of managers often create self-limiting 
beliefs which constrain choice, challenge and creativity.

3. Transformational change goals and outcomes – must be 
recorded in simple to understand language. “We focus on 

Boxed Inset Force Field Analysis

Helping Factors Hindering Factors

Desired future state in specific terms

retaining 97% of our core customers”. These very simple goals 
are visual and can be easily understood by anyone in the 
organisation. The more specific the better – defined in precise 
terms. 

4. Organisational benefits – define now how you will benefit 
from achieving the transformational or behavioural outcome. 
Focus upon exploring and communicating the benefits of the 
change to everybody. This is a key area for improvement in most 
organisations. Getting senior staff to articulate the short and long 
term benefits of the corporate change from the organisation, 
shareholder, customer and the staff perspective is central if people 
are to understand why the needed changes are being pursued. 
The more benefits that managers can articulate and communicate 
to key constituents, the better. If you can only find one or two 
benefits which accrue to business and shareholders it is unlikely 
that staff will buy into the process with enthusiasm.

5. Readiness for change – how long it will take you to achieve a 
goal or outcome is dependent upon where you are currently in 
terms of transformational change. Managing the gap becomes 
easier if there is a clear understanding of the steps which have 
to be taken. If you are a long way from achieving your goal or 
outcome, then you need to break down transitions into discrete 
steps which become sub goals or outcomes – their achievement 
becomes the foundation for incremental change.

6. Deadline date – set a deadline for the completion of the 
projects or sub projects and review these constantly. Adopt a 
critical attitude and understand now whether you are getting 
closer or further away from your goal. You will need measures to 
assess progress. Ensure your goals are tangible and quantifiable.

7. Opinion formers – identify the key barriers to achieving your 
goal and the key players in the organisation who can help you – 
either to facilitate change or open doors. Ask yourself, who are 
the opinion formers’ and align with them with the purpose of 
winning their support.

8. Power and influence – what knowledge will you need to 
help yourself and others achieve your transformational goal 
or outcomes? Who is important in the power stakes, and how 
reliable and resilient are they to support you and your team?
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Summary
Starting with the end in mind is central to transformational 
change. This requires a major investment in planning, focusing, 
and influencing on specific changes to transform the organisation. 
The transformation needs to be about building an agile, flexible 
and simple culture that can endure difficult times, and know 
exactly where it is going and how it can map and record progress. 
The organisation needs to be steered with precise outcomes, and 
review data that informs whether it is nearer or further away 
from its outcomes.

Business transformation is about investing in developing a 
culture of prevention, anticipating the worst, and taking action 
to mitigate any risk. This means rejecting the firefighting culture 
which creates enormous rework costs and fuels functional conflict 
and dysfunctional behaviour.

Investing in creating a strong and tangible vision is vital to 
engendering the teamwork necessary to make change stick. 
Transformation requires people to be prepared to work together 
in cross functional teams, where win-win is the only outcome. To 
commit diverse functional groups to a common goal requires a 
firm and solid view or vision of where the business is going. 

Focus upon diminishing the power and intensity of the negative 
elements and devise innovative strategies to deal with the major 
factors which hinder change.

Understand that you get what you focus on. If the goal or 
desired outcome uniting core team members in changing the 
culture is loose and colourless, with little substance, then the 
outcome is not as motivational as it could be.

The vision of transformational change must be tangible, 
measurable and stretching. Focusing upon harnessing the energy 
of the business and directing it towards a ‘desired’ end state is the 
first stage in transformational change which people can see, hear, 
feel, believe and personally commit.

METHODS TO SUSTAINING CHANGE

Methods Key Activities

Leadership • Lead by example  
• make the change team core leaders  
•  develop a model of leadership focused on 

change

Commitment • Be visible and support all activities  
• take action first  
•  visibly commit top team players to present 

their support

Passion and 
enthusiasm 

• Energise self before energising others  
•  use every opportunity to talk about the 

change
• Give motivational talks

Communication • You cannot over communicate  
•  communication is what is ‘received’ not what 

is sent 
• Seek feedback on what people have received

Early successes •  Document and present success stories 
•  Spread best practice to all corners of the 

organisation 
•  Identify behaviours that lead to success and 

promote them

Lessons learned • Be open about failures 
•  Demonstrate how learning improved the 

culture 
•  Create new training opportunities to 

reinforce the new culture

Recognition and 
reinforcement 

• Consistently reward desired behaviours 
• Always recognise effort expended 
•  Create performance improvement linked to 

change implementation

Teamwork •  Encourage people to work cross functionally 
–most problems reside in processes between 
functions 

•  Use ’change’ for team building 
•  Promote advancement based upon team skills

Resource 
allocation 

• Invest in areas where change is delivered 
•  Let budgets follow effort and energy 
•  Demonstrate that everyone is expected to 

achieve more

Quantifying 
progress 

•  Establish cause-effect relationships especially 
between a change in culture leading to 
business results 

•  Develop metrics and feedback listen to what 
people think and feel about the change

9. Clear vision of outcomes – have a clear image of achieving 
your outcome. Describe how things will change and the core 
characteristics of this change. Imagine what customers will see – 
what will be different – what will others say, and what attitude 
will they portray, reflecting the changes and how will they feel 
about the changes?

10. Implementation plan – win the support of others to write 
a detailed action plan reflecting roles, responsibilities and 
ownership. Too many implementation plans remain within the 
heads of senior managers or the implementation team. When 
writing about achieving the outcomes, write about them as a 
certainty.
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Shipwreck to 
buoyant business
The case of The Blue Sea Food Company. By Carl Evans.

Businesses that incur a disaster such as a major fire, face 
resultant issues of retaining staff and fulfilling customer 
orders and contracts, which can ultimately threaten the 

viability of the enterprise. For the Blue Sea Food Company, 
operations ground to a dramatic halt in November 2008, when 
fire devastated its crab processing plant. 

Yet within six months, the crab processing plant was up-and-
running again. Here, the key factor was knowledge of local 
businesses and particularly awareness of available industrial 
premises. A food processing factory on Paignton quayside was 
ideal to re-establish crab processing and was quickly purchased 
with the insurance settlement. This meant skilled staff could 
be retained. The interim period also allowed reflection on the 
strategic direction of the business, not only with the new-
for-old machinery that was being purchased, but because 
the new crab processing plant would only support wholesale 
operations. Withdrawal from the retail market at that time was 
decided, and a decision to compete on speed of processing was 
formulated.

Crab processing operations 
To compete on speed of response to customers, demands a 
fast efficient operations facility that is supported by a dynamic 
customer-service function. The competitive advantage of the 
Blue Sea Food Company (www.devoncrab.com ) is derived 

Speedy processing is only one 
element in emphasising speed of 
order processing to customers.

from rapidly breaking down each crab into its component 
parts, which not only dramatically reduces cooking time from 
35 minutes for a whole crab, down to eight minutes, but also 
increases overall yield and supports level capacity utilisation. 

Nonetheless, once cooked, the crab components still require 
four hours to cool for fresh produce and then a further eight 
hours in a blast freezer for frozen products. However, processing 
time prior to cooking is reduced through using specialised 
machinery – a spinning machine to remove the ‘purse’ meat and 
a machine that blows out the leg meat in a ‘pea-shooter’ action.

Yet speedy processing is only one element in emphasising 
speed of order processing to customers. An effective supply 
chain is needed to acquire the 3500 tonnes of annual crab load. 
Here, 30% (800 tonnes) is drawn from the company’s own fleet 
of fishing vessels, with the balance (2700 tonnes) from third-
party fleets. Since quality of finished product is a key objective, 
fishing fleets work to strict guidelines.
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However, because of significant seasonal variation in the 
availability of crabs and the variability of the quality of 
crab meat, the Blue Sea Food Company relies on significant 
investment in stocks, fluctuating from £700K to a high of 
£2.5m depending on the time of year. This does allow the 
organisation to be reactive to customer orders and facilitates 
a mixing of white and brown crab meat to ensure consistency, 
flavour and texture conforms to their tastes and preferences. 
To ensure managerial control, a detailed matrix is used to 
identify component costs at each stage of production, combined 
with key metrics such as cooking times and yield produced. 
Nonetheless, management continually wrestle with the issue of 
how best to dispose of the production by-products – water from 
cooking and the discarded crab shell.

Reflecting on the event
Six years on from the fire, the Blue Sea Food Company is now 
supplying crab to Europe and South-East Asia, with demand 
currently exceeding supply in China, and an annual turnover 
around £11m. It was the rapid acquisition of suitable premises 
courtesy of a prompt insurance settlement that allowed the 
business to survive. While businesses might keep ‘an eye’ on 
competitors’ activities, or view similar businesses as part of a 
potential growth or acquisition strategy, keeping track of other 
suitable premises should a disaster occur, requires a different 
perspective. 

Yet, business continuity planning typically asks ‘how would 
you maintain the business or recover in the shortest period 
of time, if a major disaster occurs?’ Business continuity 
management demands the identification of critical activities 
and key resources (Childs, 2009), and then devising a plan to 
maintain these should a disaster happen (see for example: 
https://www.gov.uk/government/uploads/system/uploads/
attachment_data/file/137994/Business_Continuity_Managment_
Toolkit.pdf ). Whilst hospitals and public bodies tend to have 
robust disaster planning processes in place, and some businesses 
have a multi-site operation that could allow production to be 
switched, single-site SME operations such as the Blue Sea Food 
Company are more vulnerable. Additionally, administrative 
operations such as a call-centre, can allow staff to work 
remotely, or to lease office space, whereas the replication of a 
specialist production facility becomes problematic, hence the 
need for an awareness of suitable alterative premises. 

The Blue Sea Food Company also had a good set of 
management accounts readily available in order to justify 
growth predictions. This subsequently supported a business 
interruption claim. However, it is important to note that if 
your business is experiencing growth, then a longer period of 
business interruption cover is useful. 
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2014 was a significant year for the Institute, with many of 
our strategic objectives coming to fruition. When I became 
Chairman in 2011, three principal objectives were established 
in the areas of Education, Membership and Communications.

The first objective was to strengthen the links between 
the Institute and its existing Approved Education Providers 
and to develop new links and providers, particularly those 
overseas.

We have worked in conjunction with our education 
providers to revamp the fee structure for all areas of 
education, including student/membership fees, audit and 
provider fees, and the guidelines for their application.

We have redesigned all of the Institute's certificates 
including approved education providers certificate, the IMS 
Certificate and Diploma, Student Of The Year Certificate 
and membership certificates for all grades of membership, 
including that of Honorary Fellowship. 

We also now endorse one of our education providers' 
rating clinics/workshops which are audited annually, along 
with their IMS certificate course. The Institute's logo now 
appears on that provider's rating card which is issued to 
those who have successfully completed the course.

In terms of bringing on board new education providers, 
particularly those overseas, perhaps the best and most 
successful example, is that of a consultancy in Bahrain. More 
than 20 students undergoing training with that consultancy 
were registered with the Institute at the end of 2014 and 
the tutors delivering the training also registered and became 
members. This new partnership is developing rapidly and, it 
is anticipated, will go from strength to strength in 2015 and 
beyond. There are plans to bring on board other overseas 
training consultancies. 

The second objective was to raise the profile of the 
Institute and increase the membership in the retail and 
service sectors, which were identified as significant growth 
areas in the economy.

Raising the profile included liaising and supporting 
national and international organisations. We have a 
representative on the Board of the World Confederation of 
Productivity Science (WCPS) and the European Association of 
National Productivity Centres (EANPC) which helps to raise 
the profile of the Institute internationally. 

We also continue to raise the profile of the Institute in 
the UK by promoting productivity and responding to issues 
and articles on the subject. An example, was responding to 
an article in the Financial Times (December 2014) entitled 
‘Productivity will make or break the next Government’.

In terms of increasing membership in the retail and service 
sectors, it will be evident that over the past few years the 
Student of the Year Award has been won by a person from 
the retail sector. The 2014 Award Winner was no different. It 
was won by a student from Tesco Stores Ltd, illustrating the 
drive, in conjunction with our education providers, to recruit 
more members from this sector. 

The third objective was to improve communications and in 

particular, the Institute's use of the internet.
There are a number of areas of Institute activities which 

fall into the category of improving communications. The 
most obvious being the quarterly Journal. 

There have been a number of subtle, but significant 
changes in the content and layout of the Journal. The 
inclusion of Productivity News items from around the world, 
a Book Review section and, of course, the Chairman's 
updates. The changes seem to be appreciated by the 
members, with one senior member writing to comment: 
“Read every word of our Journal, one of the best”. We also 
now, as a matter of practice, send a copy of the Journal to 
those who feature in its pages and again the feedback is 
very positive.

The News Letter is another communication initiative that 
has been developed over the last few years and again there 
have been numerous complimentary comments on how 
interesting and informative these are. 

With regard to the Institute's website, this is updated 
regularly, and is becoming increasingly important as 
we recruit more overseas members who use it to access 
information, including the Institute Journal. We are, of 
course, continuously trying to improve the layout and 
content and have recently added to the Member's Benefits 
section on the site in order to reinforce the value of 
membership and to remind those who are members of the 
support that is available.

In terms of our finances, the above changes provide a firm 
foundation upon which the Institute can build and move 
forward. In particular, the changes to our education system 
and the addition of a new Approved Education Provider, will 
increase our income and improve our cash flow, making us 
less reliant on deferred payments from Life Membership.

The 2014 accounts make excellent reading. Income was 
slightly down from the previous year, which was mainly 
due to the reduced bank interest rates which affected our 
investment income. Expenditure was slightly greater than 
in 2013 as a result of a small increase in our outsourcing 
administration costs. One particular point of note, is that 
income from membership subscriptions increased by 3%. It 
is anticipated that this trend will continue as we implement 
our strategy.

The total funds carried forward in 2014 was £446K 
which is significant, bearing in mind the tough economic 
circumstances faced by all organisations and, in particular, 
professional institutes such as ourselves. My thanks, 
therefore, to our Treasurer, for keeping a tight reign on our 
finances and, to my colleagues on Council, for ensuring that 
the various projects came in on time and within budget.

Finally, it gives me great pleasure to present these 
accounts and to advise that the future of the Institute looks 
bright.

Dr Andrew Muir 
Chairman 

Chairman's Statement 
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The trustees present their report and the financial statements 
for the year ended 31 December 2014. The trustees, who 
are also directors for the purposes of company law and who 
served during the year and up to the date of this report are 
set out on page 1.

Structure, governance and management
Charitable objects
The Institute has as its main objective the promotion of the 
science, technology, practice and profession of Management 
Services, which results in the advancement of the efficiency, 
productivity and satisfaction of human work.

Organisation and structure
The Institute has eight trustees who are elected by the 
membership in two groups of four. Elections are held prior to 
the Annual General Meeting, where the results of the ballot 
are counted. Elections are held in alternative years with the 
elections having taken place in 2013 and the next elections 
due in 2015. The Board of Trustees meet three times a year in 
addition to the Annual General Meeting.

Risk review, governance and internal control
Directors are responsible for providing assurance that:
The systems of internal control are designed to provide 
reasonable, but not absolute, assurance against material 
misstatement or loss. They include regular financial reports to 
Council and an external audit.

How our activities deliver public benefit
It is a requirement of section 17 of the Charities Act 2011 
that a charity has due regard to the guidance issued by the 
Commission on how the charity provides a ‘Public Benefit’.

The Directors of the Institute have fully satisfied themselves 
that as a registered charity they do provide a Public Benefit. 
The Institute has as its main objective the promotion of the 
science, technology, practice and profession of Management 
Services, which results in the advancement of the efficiency, 

productivity and satisfaction of human work.
Our Articles of Association and Memorandum clearly 

require the Institute to expand the concept and knowledge 
of the benefits of productivity in improving the wealth 
and living standards of all. These objectives are achieved 
by publishing a regular journal containing articles on 
productivity and maintaining a website that contains 
information on productivity techniques and current thinking 
on productivity. We also publish regular newsletters which 
are available on the website. The journal and website are 
freely available for all to access. 

Our main activities and who we try to help are described 
below. All our charitable activities focus on making widely 
known the benefits of improving productivity as a means 
of raising the living standards of all peoples in the world. 
To this end we are associated with all the world’s leading 
productivity organisations, publish a journal and maintain a 
website.

Recruitment and appointment of Council of Management
The directors of the company are also charity trustees for the 
purposes of charity law and under the company’s Articles are 
known as members of the Council of Management. Under the 
requirements of the Memorandum and Articles of Association 
the members of the Council of Management are elected to 
serve for a period of four years after which they must be re-
elected at the next Annual General Meeting. All member of 
the Council of Management give their time voluntarily and 
received no benefits from the charity. Any expenses reclaimed 
from the charity are set out in note 8 to the financial 
statements.

Trustee induction and training
Most trustees are already familiar with the practical work 
of the charity. Additionally, new trustees are invited and 
encouraged to attend a series of short training sessions to 
familiarise themselves with the charity and the context within 
which it operates. An induction process is in place to support 

Legal and administrative information

Report of the trustees (incorporating the directors’ report)
for the year ended 31 December 2014
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new trustees to ensure they understand the obligations of 
becoming a member of the IMS Council of Management.

Future plans and objectives.
The Institute plans to have an ongoing campaign to increase 
membership also to increase subscriptions to the Institute 
Journal. A project is also underway to produce a new Diploma 
examination course.

Relationship between charities and related parties
The institute co-operates with the RM Currie Memorial Fund 
which is a charity dedicated to advancing the concept of 
productivity. The Institute appoints the trustees to the RM 
Currie charity and presently two trustees of the Institute of 
Management Services also serve as trustees to the RM Currie 
charity, they are David Blanchflower and John Heap. During 
the 2014 financial year, one transaction took place between 
the two charities with the RM Currie charity donating 
£2500 to enable the Institute to undertake a membership 
recruitment campaign.

Achievements and performance
The Institute continues to reap the financial benefits of moving 
its administration base from Enfield to Lichfield in September 
2001. During 2005 due to the lease expiring at Stowe House 
the Institute relocated its head office to Brooke House, 24 Dam 
Street, Lichfield. In 2005 the vast majority of existing Institute 
members availed themselves of the opportunity to take 
out life membership of the Institute. The additional income 
generated by the introduction of life membership has been 
invested and will serve to meet the Institute’s financial needs 
into the future. In 2014 we saw the continuation of the steady 
increase in membership that had been evident in previous 
years. The move towards life membership has greatly reduced 
the administrative burden on the Institute and this has been 
reflected in a large reduction in the operating costs which is 
reflected in the 2014 financial statements.

January 2005 saw the outsourcing of the Institute’s Journal 
Management Services and the Institute continues to benefit 
from reduced journal production costs. The membership 
continues to support the publication of a quarterly journal. In 
2013 the Journal underwent a re-design which included the 
addition of sections on book reviews and world productivity 
news. The journal continues to be provided to overseas 
members via the Internet. Past issues of the journal are now 
available on the Institute’s website with the current issue 
only being available to Institute members via the use of a 
password.

The Institute website is the Institute’s face to the world and 
has attracted visits from all around the world. In the present 
technological age it is important that the Institute maintains 
an informative website and continues its role of being a major 
source of information on productivity improvement.

In 2014, the regular email newsletter continued to be 
emailed to all Institute members on a two monthly frequency. 
The newsletter contains information from around the world 
on current productivity thinking and focuses on the Institute’s 
core subject area of productivity improvement, the newsletter 
is also freely available on the website.

In 2014 the Institute set in motion a regeneration initiative 

with the objective of ensuring the future viability of the 
Institute and projecting the Institute’s image worldwide

The 2014 AGM was held in George Hotel, Lichfield and 
attracted a number of members. 

Currently, the Institute has two UK education providers 
accredited to provide courses leading to the award of the 
Institute’s Certificate. In 2014 a new education provider 
in Bahrain was also accredited. These education providers 
continue to provide a valuable service and also bring new 
members into the Institute. We continue to award student 
of the year prizes and it is gratifying to see the number of 
large national UK and overseas companies who are sending 
employees on Institute approved education courses.

Financial review
Currently, the main sources of income to the Institute are new 
members and the income from education courses. In 2014, the 
Institute initiated a regeneration campaign with the intention 
of increasing membership numbers and generating additional 
income. The Institute remains financially sound, with large 
financial reserves.

Plans for future periods
The Institute has a policy to maintain its reserves at a level 
that ensures the future financial viability of the Institute. That 
level is deemed to be one that equates to a minimum of one 
year’s expenditure; currently the Institute holds reserves that 
exceed this target level by fivefold and as such is financially 
very sound. The funds of the charity are all unrestricted. Note 
17 of the financial statements indicates there are reserves in 
excess of £400,000.

Statement as to disclosure of information to 
auditors
In so far as the trustees are aware:
-  there is no relevant audit information of which the charity’s 

auditors are unaware; and
-  the trustees have taken all steps that they ought to have 

taken to make themselves aware of any relevant audit 
information and to establish that the auditors are aware of 
that information.

Statement of trustees’ responsibilities
The trustees are responsible for preparing the annual 
Trustees’ Annual Report and the financial statements 
in accordance with applicable law and United Kingdom 
Generally Accepted Accounting Practice.

Company law requires the trustees to prepare financial 
statements for each financial year which give a true and fair 
view of the state of affairs of the charity and of the surplus 
or deficit of the charity for that period. In preparing these 
financial statements, the trustees are required to:
-  select suitable accounting policies and then apply them 

consistently;
-  make judgements and estimates that are reasonable and 

prudent; and
-  prepare the financial statements on the going concern basis 

unless it is inappropriate to presume that the charity will 
continue in operation.  
The trustees are responsible for keeping proper accounting 
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We have audited the financial statements of The Institute of 
Management Services for the year ended 31 December 2014 
which comprise the statement of financial activities, the Balance 
Sheet and the related notes. The financial reporting framework 
that has been applied in their preparation is applicable law and  
(United Kingdom Generally Accepted Accounting ).

This report is made solely to the company’s members, as a 
body, in accordance with Chapter 3 of Part 16 of the Companies 
Act 2006. Our audit work has been undertaken so that we might 
state to the company’s members those matters we are required 
to state to them in an auditors’ report and for no other purpose. 
To the fullest extent permitted by law, we do not accept or 
assume responsibility to anyone other than the company and 
the company’s members as a body, for our audit work, for this 
report, or for the opinions we have formed.

Respective responsibilities of trustees and auditors
As explained more fully in the Trustees’ Responsibilities 
Statement set out on page 5, the trustees (who are also directors 
of the charitable company for the purposes of company law) 
are responsible for the preparation of the financial statements 
and for being satisfied that they give a true and fair view. Our 
responsibility is to audit and express an opinion on the financial 
statements in accordance with applicable law and International 
Standards on Auditing (UK and Ireland). Those standards 
require us to comply with the Auditing Practices Board’s  Ethical 
Standards for Auditors.

Scope of the audit of the financial statements
An audit involves obtaining evidence about the amounts 
and disclosures in the financial statements sufficient to give 
reasonable assurance that the financial statements are free 
from material misstatement, whether caused by fraud or 
error. This includes an assessment of: whether the accounting 
policies are appropriate to the company’s circumstances and 
have been consistently applied and adequately disclosed; 
the reasonableness of significant accounting estimates 
made by the directors; and the overall presentation of the 
financial statements. In addition, we read all the financial and 
non-financial information in the Trustees’ report to identify 
material inconsistencies with the audited financial statements 
and to identify any information that is apparently materially 
incorrect based on, or materially inconsistent with, the 
knowledge acquired by us in the course of performing the audit. 

If we become aware of any apparent material misstatements or 
inconsistencies we consider the implications for our report.

Opinion on financial statements
In our opinion the financial statements:
-  give a true and fair view of the state of the company’s affairs 

as at 31 December 2014 and of its incoming resources and 
application of resources, including its income and expenditure, 
for the year then ended;

-  have been properly prepared in accordance with United 
Kingdom Generally Accepted Accounting Practice; and

-  have been prepared in accordance with the requirements of 
the Companies Act 2006.

Opinion on other matter prescribed by the Companies 
Act 2006.
In our opinion the information given in the Directors’ Report 
for the financial year for which the financial statements are 
prepared is consistent with the financial statements.

Matters on which we are required to report by 
exception
We have nothing to report in respect of the following matters 
where the Companies Act 2006 requires us to report to you if, in 
our opinion:

-  adequate accounting records have not been kept, or returns 
adequate for our audit have not been received from branches 
not visited by us; or

-  the financial statements are not in agreement with the 
accounting records and returns; or

-  certain disclosures of directors’ remuneration specified by law 
are not made; or

-  the directors were not entitled to prepare the financial 
statements in accordance with the small companies regime 
and take advantage of the small companies’ exemption in 
preparing the directors’ report.

Christopher Andrews (senior statutory auditor)
For and on behalf of Leftley Rowe and Company Chartered 
Accountants and Statutory Auditors 23 June 2015 
The Heights, 59-65 Lowlands Road 
Harrow, Middlesex HA1 3AW

Independent auditor’s report to the trustees of  
The Institute of Management Services

records which disclose with reasonable accuracy at any 
time the financial position of the charity and which enable 
them to ensure that the financial statements comply with 
the Companies Act 2006. They are also responsible for 
safeguarding the assets of the charity and hence for taking 
reasonable steps for the prevention and detection of fraud 
and other irregularities.

Auditors
Leftley Rowe and Company are deemed to be reappointed in 

accordance with Section 487(2) of the Companies Act 2006.

Small company provisions
This report has been prepared in accordance with the 
special provisions for small companies under Part 15 of the 
Companies Act 2006.

On behalf of the board
R. Bridges FMS, Secretary Date: 5 June 2015
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For the year ended 31 December 2014
  Unrestricted  2014  2013
  funds  Total  Total
 Notes  £  £  £
Incoming resources
Incoming resources from generating funds:
   Voluntary income  2  40,309  40,309 36,873
   Investment income  3  8,341 8,341 13,538
Incoming resources from charitable activities  4  22,663 22,663 22,751
Total incoming resources   71,313 71,313 73,162

Resources expended
Charitable activities  5  77,695 77,695 76,812
Governance costs  6  2,725 2,725 2,675
Total resources expended   80,420 80,420 79,487

Net income/(expenditure) for the year  (9,107) (9,107) (6,325)

Other recognised gains and losses
Gains/(Losses) on revaluation of investment assets  (3,863) (3,863) 24,034

Net movement in funds   (12,970) (12,970) 17,709
Total funds brought forward   459,875 459,875 442,166
Total funds carried forward   446,905 446,905 459,875

The statement of financial activities includes all gains and losses in the year and therefore a separate statement of total recognised 
gains and losses has not been prepared.

All of the above amounts relate to continuing activities.

 2014 2013
 Notes  £  £  £  £
Fixed assets
Tangible fixed assets  10   -   -
Fixed asset investments  11   165,164   169,027
   165,164   169,027
Current assets
Debtors  12  4,883   5,088
Bank and cash   331,524   368,166
  336,407   373,254
Creditors: amounts falling
due within one year  13  (46,311)   (76,002)
Net current assets    290,096   297,252
Total assets less current
liabilities    455,260   466,279
Creditors: amounts falling due
after more than one year  14   (8,355)   (6,404)
Net assets    446,905   459,875
Funds  16
Unrestricted income funds    446,905   459,875
Total funds    446,905   459,875

The financial statements are prepared in accordance with the special provisions of Part 15 of the Companies Act 2006 relating to 
small companies.

The financial statements were approved by the board on 5 June 2015 and signed on its behalf by

A.P. Muir FMS (Chairman)
Director

Statement of financial activities  
(incorporating the income and expenditure account)

Balance sheet as at 31 December 2014
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1. ACCOUNTING POLICIES
  The principal accounting policies are summarised below. The accounting policies have been applied consistently  throughout 

the year and the preceding year.
1.1.  BASIS OF ACCOUNTING
  The financial statements are prepared under the historical cost convention and in accordance with the Statement of 

Recommended Practice ‘Accounting and Reporting by Charities’ issued in March 2005 (SORP 2005) and the Companies Act 2006.
1.2.  CASHFLOW
  The charity has taken advantage of the exemption in FRS1 from the requirement to produce a cashflow statement because it is 

a small charity.
1.3.  INCOMING RESOURCES
  All incoming resources are included in the statement of financial activities when the charity is entitled to the income and the 

amount can be quantified with reasonable accuracy. The following specific policies are applied to particular categories of income:
  Voluntary income is received by way of membership subscriptions and is included in full in the Statement of Financial Activities 

when receivable.
  Grants, including grants for the purchase of fixed assets, are recognised in full in the Statement of Financial Activities in the year 

in which they are receivable.
  Income from activities to further the charity’s objects and investments are included in the year in which it is receivable.
1.4.  RESOURCES EXPENDED
  Expenditure is recognised on an accrual basis as a liability is incurred. Expenditure includes any VAT which cannot be fully 

recovered, and is reported as part of the expenditure to which it relates.
 Resources expended are recognised in the year in which they are incurred.  
  Support costs are those costs incurred directly in support of expenditure on the objects of the charity and include project 

management.
1.5.  TANGIBLE FIXED ASSETS AND DEPRECIATION
  Tangible fixed assets are stated at cost less accumulated depreciation. Depreciation is provided at rates calculated to write off 

the cost less residual value of each asset over its expected useful life, as follows:
 Fixtures, fittings and equipment - 33% straight line p.a.
1.6.  INVESTMENTS
  Investments held as fixed assets are revalued at mid-market value at the balance sheet date and the gain or loss taken to the 

statement of financial activities.
1.7.  IRRECOVERABLE VAT
 All resources expended are classified under activity headings that aggregate all costs related to the category.

Notes to the financial statements for the year ended 31 December 2014

2. VOLUNTARY INCOME  Unrestricted  2014  2013
  funds  Total  Total
  £  £  £
Donations  2,500 2,500 -
Membership subscriptions   37,809 37,809 36,873
  40,309 40,309 36,873

3. INVESTMENT INCOME  Unrestricted  2013  2012
  funds  Total  Total
  £  £  £
Listed investment income   8,341 8,341 13,538

4. INCOMING RESOURCES FROM CHARITABLE ACTIVITIES  Unrestricted  2013  2012
  funds  Total  Total
  £  £  £
Advertising revenue and journal subscriptions   9,027 9,027 9,817
Examination entry fees   3,212 3,212 3,500
General   10,411 10,411 9,434
Amounts from groups and branches          13        13           -
  22,663 22,663 22,751
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5 COSTS OF ACTIVITIES IN FURTHERANCE OF THE OBJECTS OF THE CHARITY

      2014  2013
 £  £  £  £  £  £
Costs directly allocated to activities
Basis of allocation – Direct
Examination charges  - - 869 - 869 430
Journals printing, postage and related costs  - 32,628 - - 32,628 32,709
Telephone  140 - - - 140 166
Sponsorships and awards  247 - - - 247 100
Membership diaries  - - - - - 62

Support costs allocated to activities
Basis of allocation – to main activity
Committee meeting expenses  - - - 6,899 6,899 6,781
Insurance  - - - 824 824 843
Outsourcing administration costs  29,185 - - - 29,185 28,006
Printing, postage and stationery  1,125 - - 255 1,380 1,172
Computer costs  886 - - - 886 1,741
Professional fees  48 - - - 48 48
Bank charges 6 - - - 6 8
Irrecoverable VAT 4,556 - - - 4,556 4,476
General expenses        27           -      -         -        27      286
 36,220 32,628 869 7,978 77,695 76,812

6. GOVERNANCE COSTS
    Unrestricted  2014  2013
    funds  Total  Total
    £  £  £
Auditors remuneration     2,725 2,725 2,675

7. NET OUTGOING RESOURCES FOR THE YEAR     2014  2013
Net outgoing resources is stated after charging:     £  £
Auditors' remuneration      2,725 2,675

8. EMPLOYEES
Employment costs

No salaries or wages have been paid to employees, including the trustees, during the year. No members of the management 
committee received any remuneration during the year. Committee meeting and travelling expenses amounting to £6,899 (2013 - 
£6,781) were reimbursed to 8 (2013 – 8) members of the management committee. No trustee or other person related to the charity 
had any personal interest in any contract or transaction entered into by the charity during the year (2013 – Nil).

No salaries or wages have been paid to employees, including the trustees, during the year.

Number of employees
The average monthly numbers of employees (including the trustees) during the year, calculated on the  
basis of full time equivalents, was as follows:     2014  2013
     Number  Number
            8         8

Out of pocket expenses were reimbursed to the trustees as follows:    2014  2013
     £  £
Travel, accommodation, stationery      5,578 5,198

9. TAXATION
The charity’s activities fall within the exemptions afforded by the provisions of Part 10 Income Tax Act 2007 or  Section 256 of the 
Taxation of Chargeable Gains Act 1992 to the extent that these are applied to its charitable  objects. Accordingly, there is no taxation 
charge in these accounts.

10. TANGIBLE FIXED ASSETS  Fittings and equipment  Total
Cost £  £
At 1 January 2014 and
At 31 December 2014  9,475  9,475
Depreciation
At 1 January 2014 and
At 31 December 2014  9,475 9,475
Net book values
At 31 December 2014         -         -
At 31 December 2013         -         -
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11 INVESTMENTS Listed investments  Total
 £  £
Chariguard UK Equity Fund at market value
At 1 January 2014  169,027 169,027
Revaluation    (3,863)   (3,863)
At 31 December 2014  165,164 165,164

12. DEBTORS 2014  2013
 £  £
Trade debtors  647 1,447
Other debtors  1,126 769
Prepayments  3,110 2,872
 4,883                5,088

13. CREDITORS: AMOUNTS FALLING DUE WITHIN ONE YEAR  2014  2013
 £  £
Trade creditors  7,895 9,316
Other creditors  27,106 26,460
Accruals and deferred incoming resources (Note 15)  11,310 40,226
 46,311              76,002
The Royal Bank of Scotland has a charge on the cash in deposit account of the charity’s bank account.
Included in accruals and deferred incoming resourcesx are lifetime-membership subscription receipts.  
Income will be released to the statement of financial activity over the estimated lifetime of members of 10 years.

14. CREDITORS: AMOUNTS FALLING DUE AFTER MORE THAN ONE YEAR  2014  2013
 £  £
Accruals and deferred incoming resources (Note 15)  8,355 6,404
Included in accruals and deferred incoming resources are lifetime-membership subscription receipts.  
Income will be released to the statement of financial activity over the estimated lifetime of members of 10 years.

15. ACCRUALS AND DEFERRED INCOMING RESOURCES  2014  2013
 £  £
Advance subscriptions
At 1 January 2014  39,040 65,231
Increase in year    4,011   2,907
 43,051 68,138
Released in year  (30,976) (29,098)
At 31 December 2014     12,075    39,040
Included in accruals and deferred incoming resources are lifetime-membership subscription receipts.  
Income will be released to the statement of financial activity over the estimated lifetime of members of 10 years.

16. ANALYSIS OF NET ASSETS BETWEEN FUNDS Unrestricted funds  Total funds
 £  £
Fund balances at 31 December 2014 as represented by:
Listed investments  165,164 165,164
Current assets  336,407 336,407
Current liabilities  (46,311) (46,311)
Long-term liabilities     (8,355)    (8,355)
  446,905            446,905

17. UNRESTRICTED FUNDS AT  At 1 January  Incoming  Outgoing  Gains and  31 December
 2014  resources  resources  losses  2014
 £  £  £  £  £
General fund  459,875 71,313 (80,420) (3,863) 446,905

Purposes of unrestricted funds
The Institute has as its main objective the promotion of the science, technology, practice and profession of Management Services 
which results in the advancement of the efficiency, productivity and satisfaction of human work.
The purpose of the unrestricted funds is the dissemination of knowledge and information on productivity improvement both to its 
members and the public in general, in order to improve the financial viability of both companies and countries across the world. The 
increasing realisation of the role that productivity improvement  can play in ensuring the economic well-being of all is an indicator of 
the success of the Institute over the past 47 years.

18. RELATED PARTY TRANSACTIONS
The institute co-operate with the RM Currie Memorial Fund which is a charity dedicated to advancing the concept of productivity.  
The Institute appoints the trustees to the RM Currie charity and presently two trustees of the Institute of Management Services 
also serve as trustees to the RM Currie charity, they are David  Blanchflower and John Heap. During the 2014 financial year one 
transaction took place between the two charities with the RM Currie charity donating £2,500 to enable the Institute to undertake a 
membership recruitment campaign.

19. COMPANY LIMITED BY GUARANTEE
The Institute of Management Services is a company limited by guarantee and accordingly does not have a share capital. Every 
member of the company undertakes to contribute such amount as may be required not exceeding £1 to the   assets of the charitable 
company in the event of its being wound up while he or she is a member, or within one year after he or she ceases to be a member.



With the advent of life membership 
we are attracting new members. There 
are still people who are engaged in 
management services who are not 
members and we would like them to join 
the Institute.

We can use our ‘direct entry’ route to fast 
track this and information is available 
from Brooke House.

We very much hope that our existing 
members will make potential members 
aware of this option.

Why Don’t YOU  
Join the IMS

What Next?
Contact the IMS for an application form
W:   www.ims-productivity.com
E:   admin@ims-stowe.fsnet.co.uk
T:   01543 266909

   Brooke House, 24 Dam Street,  
Lichfield, Staffs WS13 6AA

• Actively promoting the IMS in your place of work 

•  Encourage colleagues at work as well as  
professional and social contacts to join  
the Institute

•  Refer potential new members to the Journal  
as an example of what the IMS is about

•  Remind potential members of the benefits of IMS 
membership, eg, education system, regional structure, 
recognised professional qualification

•  Up to the minute information via the IMS Journal and 
website professional support

• Undertaking contract/consultancy work


