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Execution Excellence
Swinging right along in any

leadership position will bring 

a smile to the face of even a 

"bad egg." As we watch a

Humpty Dumpty leader 

joyfully flying high into 

the sky, we can only hope 

that this time both he and 

we can hang on for dear life.



effort involved. Further, Ben and his
team have no intention of stopping.

If you were Anna, wouldn’t you be
annoyed? Perhaps you’ve been in a sit-
uation where things seem to be going
well, and then they go wrong. The
more you get involved, the more you
feel sucked into the problem. The
more you work on the issue, the worse
it gets. At the extreme, these are the
times when you com-
plain about it to col-
leagues, worry about it
in the shower, or even
indulge in some light
career sabotage.

SShhiifftt  PPeerrssppeeccttiivveess
We create this sort of

problem when we get
stuck in our own per-
spective, situation and
emotions. We can’t step
back from the situation and assess
what we need to do to move forward.
It’s the root cause of a many problems.
So let’s find out what Anna did.

Step one: What is important to you?
Anna considers the situation. She is
annoyed with Ben and his team, and
that she didn’t anticipate that this might
happen. She considers what’s important
to her in this situation. Above all, she
wants to look professional. 

Step two: What’s important to the
other person? Shifting perspective,
Anna puts herself in Ben’s shoes:
What’s important to him? She figures
that the reason for his actions could
include: his career, avoiding confronta-
tion and making his life as stress-free as
possible. By the way, it’s helpful to
imagine that people are always after
positive things for themselves (for
example, they rarely want to sabotage
you, only after make themselves look
better. They may hurt you in the
process, but that’s not what’s important
to them). What’s important to them will
be something which is good for them,
for example, acknowledgement, infor-
mation, calm, power or being heard.

Step three: What’s important to the
organization? Shifting perspective again
time, Anna considers the issue from an
organisational perspective, where it
matters little who solves the problem.
What’s important is that things move

Shift Perspectives

WHEN PEOPLE GET
stuck in a single

view of a situation,
problems result. Take the perspectives
of the following five people.
• Glen works in sales. He’s always

thinking about his customer’s busi-
ness (and rarely about his or his
organisation’s objectives), so he dis-
counts everything he sells. 
• Andrew thinks that customers

should know that his telecoms busi-
ness isn’t the same as the internet
business with the same brand. 
• Dil’s annoyed when suppliers

don’t use the correct transaction codes
(which he knows by heart). 
• Margaret in sales doesn’t see why

she should spend time with market-
ing, since she works in a sales-driven
organization. She blames marketing for
their inadequate marketing materials. 
• Gita runs archives for a major pub-

lic service organization. They have no
storage left. She issued a memo
explaining this several months ago.
She doesn’t understand why her inter-
nal customers keep sending her boxes.

All these people are stuck in a sin-
gle perspective. Sometimes they fail to
put themselves in the shoes of the
other person; often they fail to look at
it from an organisational perspective.
They have only one perspective.

Work-place peace happens when
we make the effort to discover multi-
ple perspectives on a given situation.

There are four simple steps to gain-
ing perspective: 1. What’s important
to you? 2. What’s important to others?
3. What’s important to the organiza-
tion? 4. What can you do to give oth-
ers more of what’s important?

We’ll walk through these steps
with Anna as an example.

Anna and her team are given the
responsibility to fix a problem, and
she engages Ben’s area to solve part of
the problem. After several months she
discovers that Ben’s area is also work-
ing on other parts of the problem for
which her team is responsible. She is
annoyed, not only because Ben should
have communicated this to her, but
also because of the duplication of

forward. It’s important that both Anna
and Ben to resolve the issue so that
they can work together in the future.

Step four: How can you give them
more of what’s important to them?
Anna returns to her own perspective.
She and Ben have coffee and she floats
the idea of him being responsible for the
problem. She believes if she is prepared
to give him the kudos for solving the
problem (and she is), he will fix it. This
gives Ben what she thinks is important
to him (acknowledgement). He wins
because his career develops, and she’s
helped because the problem goes away.

TTrryy  IItt  YYoouurrsseellff
Pay attention next

time a team member
complains about
another team, supplier
or customer. Usually
complaints spring
from being stuck in
one perspective. A sin-
gle perspective risks
one-sided decisions—
decisions which suit us
but not our suppliers,
customers or our

organisation, and which work for
management but not for team members.

Taking three perspectives into
account, working out what we can all
agree on, and where we can ‘give’ a lit-
tle so everyone gets what’s important
to them, can make a big difference.

To go back to the beginning: 
• Salesman Glen must discover what

value he and his services add from an
organizational perspective. He can’t just
work from his customers’ perspective.
• Telecom Andre needs to discover

the customer’s point of view. 
• Transaction-code Dil has to visit a

supplier and see their problems too. 
• No-marketing Margaret needs to

recognize the wastage caused by her
not communicating with marketing. 
• Archiving Gita needs to see that she

is not her customers’ top priority and
to remind them when things go awry.

So next time you are frustrated, or
in a pattern where the more you get
involved, the more you feel sucked
into the problem, remember to pull
yourself out of your situation, and
then in turn go to each of the perspec-
tives, asking what’s important here?
You’ll discover it’s as easy as 1-2-3. LE

Cindy Tonkin is the author of six books and works as an execu-
tive coach and influence trainer. Find out more about her at
www.cindytonkin.com.

ACTION: See situations from three perspectives.

by Cindy Tonkin

L e a d e r s h i p  E x c e l l e n c e 1 9

MANAGEMENT PERSPECTIVE

Don’t get stuck in a single viewpoint.

http://www.cindytonkin.com
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