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Introduction to Human Behaviour

You may have a new organization structure and new 
management systems but they will only work with 
positive human behaviour.  

Human behaviour can be defined as the collection of 
behaviours by people that are influenced by culture, 
attitudes, emotions, values, ethics, authority, persua-
sion, and coercion. 

Human behaviour may also be governed by tribal eth-
ics, religion, emotion, unwritten principles or behav-
iours that are governed by laws, regulations and work 
procedures. 

We must understand the different aspects of human 
behaviour in order to be good managers. This helps us 
create situations that people will respond to in the de-
sired way. 

Human behaviour can be positive or negative; it may 
lead to correct decisions and good results or it can lead 
to bad decisions and negative results.  

Behaviour may change over time, as people accumu-
late experience, as their organizations grow in size, as 
their tasks become more complex, and as they gain 
knowledge and use new technologies like the internet 
and social media (Facebook, Twitter and blogs). 
The behaviour of one person will likely influence the 
behaviour of others. If one person is positive and pro-
ductive, this will influence others to do the same – es-
pecially if he is rewarded. And we all know those peo-
ple who walk into a room and light it up! One person 
in a bad mood will have the opposite effect.
A challenge for managers is to channel human behav-
iour in positive directions that support the aims of the 
organization. 

A. The Importance of Human Behaviour  

One of the most important assets of an organization 
is its human resources – the people who do the work. 

The way people behave reflects the image of the organ-
ization and is a major factor in its success or failure. 
The best organization structure and the best financial, 
management and technical systems will be useless un-
less there are capable people who are willing and able 
to implement these systems. 

B. Chapters in this Guidebook that cover   
  Human Behaviour 

Effective Work Behaviour
• Conflict Resolution
• Effective Meetings
• Time Management
• Ethics
• Teamwork
• Doing a Good Job

Communications
• Communicating Effectively
• Reporting and Analysis
• Making Effective Presentations
• Negotiation

Supervision
• Leading People
• Motivation
• Employee Feedback

C. How May the Guidebook Help You    
  Influence Human Behaviour? 
 
How can we positively influence the behaviour of em-
ployees in an organization? 

This will depend on the nature of the organization.  
Is it newly formed where you can start doing things in 
good ways from the first step? Or, is it an organization 
that has existed for many years and employees do things 
the same way they have for years? 
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Tessie’s Frustration

The new general manager held a staff meeting and 

asked for ideas to improve the utility. Each person 

contributed an idea – except for Tessie, the manag-

er of customer service. “Come on Tessie – I am sure 

you have some good ideas”. Tessie would not speak 

and started to become upset. “Tessie – what is the 

matter?” Nervously, Tessie said this: “When I was 

younger and became the manager, I had ideas to im-

prove that I suggested to the general manager. He 

told me that he was not paying me to think, he was 

paying me to do what he told me to do. Ever since 

then, I have kept my ideas to myself”.

This example about Tessie shows that people consid-
er the consequences as they decide how to behave. The 
normal case is: You keep doing the work you have al-
ways done in the same manner in order to please your 
boss or to gain a certain benefit. Maybe you have 
learned that by doing it this way you will not get into 
trouble. Why should you think of changing your be-
haviour in a new way that might be risky? 

On the other hand, some people are more inclined to 
bring about change, challenge the status quo and inno-
vate to benefit the organization.  

Good leaders understand, appreciate and accommodate 
these different attitudes and behaviours. They encour-
age positive behaviour and discourage negative behav-
iour. 

Training is one way to build effective behaviour. Can 
training alone influence human behaviour? The sim-
ple answer to this question is “No”: people are not will-
ing to adopt new ideas and to change the way they do 
things unless they are sure that there will be positive 
consequences. 

This means that when we ask people to change their be-
haviour it will take place more readily if we show them 
the expected benefits - and the lack of negative conse-
quences. Leadership has a dual obligation: they must 
point out the benefits of changing behaviour and at the 
same time they must show appreciation when people 
change their behaviour to the positive side. 

Due to the importance of these concepts, we have dedi-
cated this section of the Guidebook to “Human Behav-
iour”. This section provides ideas for improving human 
behaviour - proven ideas that can bring about positive 
changes very quickly. It takes little time to learn about 
holding Effective Meetings, and it costs nothing to do 
them. Yet, you may find the benefits to be great. 

Each of those chapters includes basic concepts, self 
analysis, the successful experience of others, lessons 
learned, activities to help you improve human behav-
iour in your organization and links for more informa-
tion on the subject.

D. Chapter Summaries

Conflict Resolution: The history of the human race is 
full of conflicts – between countries, groups and indi-
viduals. When conflicts arise, it makes sense to resolve 
them so that things can proceed smoothly. There are 
techniques to systematically resolve conflicts in your 
work and personal life. Conflict is not always a bad 
thing – it can often help an organization find a better 
way to proceed.

Effective Meetings: How often do we go to meetings 
that drift from the agenda, take too long and accom-
plish too little? People can learn how to prepare, conduct 
and follow-up that will help meetings accomplish ob-
jectives. Meetings that respect time, stick to the agenda, 
and bring about interactive participation are the meet-
ings that people take seriously, enjoy and find useful.

Time Management: Time is a valuable resource. Time 
management refers to a range of skills, tools and tech-
niques used to manage this resource that you can use as 
you work. You may be better able to manage your time 
if you: Plan, set goals, prioritize, delegate, organize, 
monitor, schedule and adopt management by results.

Ethics: Can you imagine how life might be without 
ethical principles like honesty, fairness, transparency, 
accountability, credibility, responsiveness and equity. 
Related to governance principles, this chapter provides 
guidelines for establishing or improving the ethical 
behaviour of people in your organization. 
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Teamwork: Together Everyone Achieves More – but 
how often do we work individually and forget the 
benefits of teamwork? The chapter provides ideas for 
building teams and encouraging teamwork. 

Doing a Good Job: People who are actively engaged, 
motivated and skilful do things well and this means 
that they do a good job. This chapter discusses the 
benefits of doing a good job and provides tips to em-
ployees for improving their performance in a gener-
al manner. 

Communicating Effectively: We communicate to let 
people know what we think or feel and to understand 
what others think or feel. This can be a challenge be-
cause so much of communication is non-verbal. The 
success of organizations today is closely linked with the 
ability of people to communicate effectively.  This chap-
ter shows how to improve communication practices.  

Reporting and Analysis: Management reporting is a 
core component of management control. It measures 
the results, compares them to goals and relays this im-
portant information to different levels in the organiza-
tion. Accurate and timely reports help managers make 
effective plans and decisions. They help an organization 
hold people accountable for the results of their actions.

Making Effective Presentations: How often have you 
listened to someone make a presentation that helped 
you go to sleep? Or one in which you could hardly 
read the slide because there were too many words on 
it? There are simple rules to follow to make sure that 
when you make a presentation, the audience pays close 
attention to what you say.

Negotiation: Managing an organization involves 
working with many different stakeholders who may 
have different and sometimes even conflicting values, 
goals and views. We need a way to maintain harmony 
and bring people together. Negotiation is a way to do 
that. It takes preparation and effective skills across the 
negotiating table – and there are mistakes to avoid.

Leading People: Where would we ever be without 
leaders? Think for a moment: what if there were no 
community leaders to represent the people? What 

would happen in a battle without a general? How 
would you know what to do today without direction?  
Leading people is an essential ingredient for an organ-
ization to successfully fulfil its mission – and leader-
ship is more of an art than a science. Most successful 
leaders share the same traits and behaviours and they 
have a high level of commitment. 

Motivation: Motivation is a drive that inspires peo-
ple in groups or individually to accomplish an activi-
ty and do it as perfectly as possible. A person may have 
the ability and skills to perform but due to low or no 
motivation, he does not optimise his skills and abili-
ties for the organization. Investing in motivation may 
lead to positive behaviour among staff.

Employee Feedback: None of us does everything per-
fectly all the time. We make mistakes – or we do not 
do as well as we could. One of the important roles 
of a supervisor is to give feedback to people – point-
ing out things they have done well and those that they 
have not done so well. These discussions may be about 
behaviour or about the quality or timeliness of their 
work. The intent of feedback is to help an employee 
develop and improve.

E. How to Benefit from the Human  
  Behaviour Section 
          
Each chapter has an analysis section that poses ques-
tions to get you thinking about how your situation 
compares to the basic concepts. If you find that your 
situation can improve, we suggest that you consider 
the activities.  

Each activity is designed to illustrate effective human 
behaviour and provide a learning experience. You can 
do these activities on your own or you can do them in 
a group. Most of the activities lend themselves to dis-
cussion. Encourage people to talk freely and bring in 
those who are reluctant to participate.
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Chapter 25 

Time Management    

I. BASIC CONCEPTS  

We split our time in a normal day between sleep, meals, 
working, personal affairs and family.

What happens if personal and family needs take more 
time? The result is less sleep and less work time. 

What happens if work takes more time? This will lead to 
less family time.

If we don’t manage our time, we can harm:
• Our health because we sleep less, miss meals or 

avoid exercise.

• Our relationships with family and friends because 
we don’t have time for them and for our work.

• Our work because we are distracted by other con-
cerns and we don’t have enough time to concen-
trate.

• Our organizations or our communities when our 
lack of action causes disruptions.

In our professional life, routine work, new daily tasks, 
projects and meetings compete with each other for the 
limited time available in a normal working day.

Therefore, it is important for our overall well-being 
to balance competing time needs. People have differ-
ent goals and values for life and they will prioritize ac-
cordingly. 

A. What is Time Management?

Time management refers to the techniques that people 
use to make the most efficient use of their time – tech-
niques such as planning, setting goals, prioritizing ac-
tions, delegating, organizing, monitoring, etc. 

25

Concentrate on results, 
not on being busy.

Personal

Career

Sleep

Meals
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Time management helps you achieve the best desired 
results in the shortest time, improves productivity and 
supports better progress towards achieving your goals.  

B. The Importance of Time Management  
 
As in our lives, time in the organization is precious. 
Once you waste time, you can never get it back. 

We all have numerous demands on our limited time. 
Time keeps getting away and they have trouble control-
ling it. No matter what their position, they cannot stop 
time, they cannot slow it down, nor can they speed it 
up. Thus, they need to manage their time to be effec-
tive. 

Organizations that care about time management will 
often: 
• Have work schedules
• Have action plans related to goals
• Set clear institutional priorities
• Delegate
• Refuse to postpone actions
• Have satisfied customers

The people who manage their time well are often the 
ones who succeed.

C. How to Manage your Time

We all need to apply our precious time to areas where it 
can do the most good. Sometimes, that means thinking 
about ways to do things more efficiently and effectively.  
It also means managing our time.

Work Smart - Not Hard

The next four steps may help you manage your time 
better: 

Step 1: Look at How You Use Your Time
 “Many people think that the cause of their time man-
agement problems is outside themselves. They think 

they can’t control their work environment. However, 
the problem of giving in to outside time pressures re-
sides within you. You allow your time to be wasted. 

You delegate to someone, but then do much of the work 
yourself. Thus, you must examine your own habits and 
be willing to change them if they are interfering with 
your ability to manage time.”[1]  

For example, you answer the phone even though you 
are very busy because the call may be critical to the or-
ganization. But it may not be as important as the work 
at hand. It can be a challenge to find the right balance. 

Appendix A in this chapter includes a “Time Manage-
ment Self Assessment Questionnaire”. If you answer the 
questions on this form, it will help you see how well you 
manage your time. Also it will show where you may im-
prove.

You may also find it useful to keep a time management 
“diary” to see how you actually use your time – you 
may be surprised at the results. (See the Exercise Sec-
tion of this chapter)

Step 2: Define Your Time Management Strategies
Here are some strategies that can help you manage your 
time: 
• Use technology to save time in office work: compu-

terized applications to eliminate manual work and  
communications tools.[2]

• Use “To Do” Lists and make the best use of your 
waiting time.

• Learn to say “No” and politely refuse new tasks if 
you do not have time to do them well.

• Draft and implement work procedures that helps 
accomplish tasks efficiently.

• Delegate by sharing actions and decision making 
with others in the organization.

• Implement “Management by Results” (MBR) 
to motivate employees and focus their efforts on 
things that are important to the organization.

• Whenever possible, select a fixed time to check your 
email.

• Set rules for using the internet services during 
working hours.
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• Replace O&M manual tools with electro-mechani-
cal and/or electronic devices and software programs 
i.e. GIS, HR software, electronic billing and cus-
tomer service systems.  

• Keep in mind that everything you do has an oppor-
tunity cost. Therefore, don’t waste your time on low 
value tasks, when you have the opportunity to use it 
in more rewarding tasks.

• Work Smart - Not Hard:  Think through how to 
accomplish a task so that you don’t make it harder 
than it needs to be.

• Act today to avoid problems down the road that 
will take more time to solve later.

• Break down an overwhelming task into smaller 
steps and tasks that are easy to do.

• Set deadlines.
• Do not let fears of a mistake slow you down.

Step 3: Plan the Best Use of Your Time
Time management is easy as long as you commit to ac-
tion. The key to successful time management is plan-
ning and then protecting the planned time. 

Every one of us has his own goals. They could be pro-
fessional, social or family goals; in most cases, our goals 
are split between these areas. We need to strike a bal-
ance between these areas in order to have a better qual-
ity of life, more productivity and more peace of mind. 
Once we have well-defined goals, it is easier for us to 
plan our time and distribute it between them. 

You always have urgent things to do but they are not 
necessarily important. The important and the urgent 
compete with each other for your limited time. While 
the urgent may seem more pressing than the important, 
the unattended important elements may lead to emer-
gencies.

These two elements are combined in the following ma-
trix[3] which is based on the Eisenhower Principles. The 
matrix helps you set your priorities and keep your focus 
on the important things. Once your tasks and projects 
are sorted and inserted in the matrix, you will be able to 
schedule your work according to your priorities.

III. ExAMPLES AND ExErCISES

“The matrix in figure 1 shows the four categories of Im-
portant/Urgent activities:
• Urgent and Important (“Critical Activities”)
• Urgent and Not Important (“Interruptions”)
• Not Urgent, but Important (“Important Goals”)
• Not Urgent and Not Important (“Distractions”)”[4] 

To Do List

1

2

3

4

5

Again, the key is planning: control builds when you set 
priorities on the “To-do list”:
• “A” priorities are the  most important activities
• “B” priorities are activities of medium importance
• “C” priorities are the least important activities

Try to spend your time on the most important priorities.

Figure 1: Urgent/Important Matrix

“Important Goals” “Critical Activities”

“Distractions” “Interruptions”

UrgencyLow High

Low

High

Im
po

rt
an

ce
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One hour spent in planning may save  

many hours in implementation.

Step 4: Implementation
By now, you are more aware of the value of time, your 
organization’s time management level, time manage-
ment strategies and the importance of planning as the 
key for control. 

You may think of drafting a time management policy 
that includes some of the ideas in this chapter.

Here are techniques to manage your time: 
• Block out time for your A priorities - choose the 

time of the day or week when you work best. 
• Use one “To-do” list, update it every day, keep diffi-

cult items visible and do not skip them.
• Block out time for your B and C priorities and 

for other demands on your time schedule, such as 
meetings. Save time for the unexpected.

• When your schedule is set, try to stick to it.
• Try to handle each piece of paper that comes across 

your desk just one time and avoid procrastination 
by putting things aside to do  later. 

• Avoid the trap  in which work expands to fill the 
time allowed for its completion.

• Learn to say “no” when you just don’t have enough 
time to take on another task. If you don’t say “no” 
the quality of your work may suffer.

• Manage meetings so that they are effective and not 
time wasters. 

D. Personal Time Management

Personal time management is about controlling the use 
of your most valuable resource. If you really want to 
do a better job of managing your time, keep a diary to 
record your daily activities (professional and social) and 
the time you spend on each activity (Please see Appen-
dix B for a starting point).

After one week, review your daily diaries; see how you 
are using your time, look for ways to improve. 

The most common ways that people waste time are 
lengthy and unnecessary telephone calls, friends drop-
ping by and casual conversations. 

Always ask yourself:
 “Am I making the best use of my time?”

Many of us work better at some times of the day.  Man-
aging your time means understanding when you work 
best and planning your highest priority work for these 
times.

The person in this chart does his best work between 
Noon and 16:00. This is when he needs to concentrate 
on highest priorities.

II. ANALYSIS  

To evaluate your own situation, consider the following 
questions:
• Do you usually have plenty of time to get your 

work done each day? 
• Do you have enough time to develop and improve 

the way you perform your work?
• Does your organization usually accomplish its goals 

on time?
• Do you have plenty of time to spend with your 

family?
• Does your organization have time to plan for the 

future?

If you answer “no” to any of these questions, you may 
want to consider improving your time management 
skills as well as those of your staff.

Time of day

8:00 10:00 15:00 17:00

100

80

60

40

20

0
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III. ExAMPLES AND ExErCISES  
   
Example A

A water utility in the Middle East has a chronic prob-
lem with its collectors and meter readers. They all 
claim that the number of daily meter readings they 
are asked to do is too high (around 100 meters per 
working day/meter reader). They say that this number 
should be reduced to 80 meters/reader/day. 

The head of the administration department wants to 
settle this issue. One morning he comes up with a sim-
ple but very effective idea to calculate the time a meter 
reader needs to read 100 meters. He selects 10 employ-
ees from the different sections in the water utility and 
asks each of them to accompany a meter reader as he 
works on one day. He asks these people to register the 
time of departure from the utility in the morning and 
the time of return after the reader has read the 100 
meters. He also asks them to calculate time spent on 
tasks not related to the meter reading assignment. 

The meter readers usually complete their assignments 
and return to the utility between 1 p.m. and 2 p.m. 
On the day of the test, all of them returned and re-
ported to their superiors between 10 and 11 in the 
morning. The utility’s management considered this re-
sult to be a reasonable expectation for meter reading 
capacity per day. As a result, management decided to:
• Increase the expected number of meters a reader 

reads per day to 150 meters (on average)
• Introduce hand-held reading and billing sets to 

carry out three tasks at the same time: Read the 
water meter, calculate and print the water bill on 
site and track the real time consumed in rendering 
the service to each consumer

This example displays the following:
• Time and movement study using simple and avail-

able tools can show ways to improve
• Time management and time savings pay off
• Being innovative can pay off

Exercise A: ‘rocks in Bucket’ Story[5] 
This story will show how planning is the key to time 
management. 

Start with a bucket and enough big rocks enough to fill 
it, some small stones, some sand and water. 

Put the big rocks in the bucket - is it full?

Put the small stones in around the big rocks - is it full? 
Put the sand in and give it a shake - is it full? 

Put the water in. Now it’s full. 

The point is this: unless you put the big rocks in first, 
you won’t get them in at all.

In other words: Plan time-slots for your big issues be-
fore anything else. Otherwise, the inevitable sand and 
water issues will fill up your days and you won’t be able 
to fit the big issues. A big issue doesn’t necessarily have 
to be a work task - it could be your child’s sports-day, 
or a holiday.

Exercise B: Your Time Use
You are welcome to use the chart in Appendix B to 
study the way you use your time. You may be surprised 
at the results. For one thing, it will be very unusu-
al if you accomplish your day exactly as you planned.  
When you finish, look over the sheet and think about 
how and why your plans changed. Think about how 
you can avoid changes to what you plan.

But don’t worry too much: our friends in the Middle 
East have a phrase to bear in mind: Insha’Allah (If God 
wills it). None of us can completely control the world 
around us. 

IV. LESSONS LEArNED  

Time is precious! 
Time is money!
Time has an opportunity cost!  

Yet, people waste time through unanticipated interrup-
tions that do not pay off, poor planning, poor imple-
mentation of daily tasks and lack of proper monitoring 
and supervision.
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The most valuable time is wasted by managers and by 
top management when they fail to delegate or manage 
by results. They waste it when they postpone actions, 
organize work poorly or micro-manage so that people 
cannot perform work or grow in their jobs.

Lack of work procedures and lack of strict implementa-
tion of these procedures may be one of the most impor-
tant time wasters.

V. TAkINg ACTION 

In this chapter, we have seen that time management is 
linked to many other topics and best management prac-
tices such as: delegation, negotiations, accountability, 
policies, procedures, meeting management and the in-
troduction of technical tools. 

The most important factor to succeed in time man-
agement is to have the will for change and to imple-
ment change. As we have seen, savings will not relate 
to “Time” alone. The organization’s financial savings 
could be tremendous.
Here are some tips to help you start or improve your 
time management scheme:

Time Management 
Action Checklist

• Be committed to introduce the change in time 

management.  

• Assess your current situation in time management.

• Define your time management strategies.

• Plan for the best use of your time.

• Implement your plans and strategies.

• Prepare a list of the your biggest time wasters. 

• Prepare a list of the biggest time savers you 

may need.

• Draft your time management policy.

• Make sure that you implement Management by 

results.

• Make sure that you have a sound and imple-

mentable delegation table and policy.

• Investigate cost effective technical tools and 

equipment that may save time.

You can use three tools from this chapter to plan your 
approach:
• Your “To-do” List
• Your priorities according to the Eisenhower Princi-

ples
• Your analysis of when you work best 

Look at each task on your list and select a priority using 
the Eisenhower Principles. Note the priority next to the 
task. Now, plan when you will work on the most im-
portant priorities over the next few days and put lower 
priority tasks into times when you are not at your best.

Chapters in this book that might add to your under-
standing of Time Management: 
• Management by Results
• Delegation and Goal Setting
• Planning Ahead
• Reward for Achievement
• Meeting Participation

The 80:20 Rule

20% of the effort leads to 80% of the results.

The Spice in the Salad
“Nothing succeeds like success”

Dr. Ariovaldo Carmignani, Vice President of SABESP 

was the moderator for 2 presenters in a water sav-

ing conference held in May 1998 in Salvador – Bahia. 

The two presenters asked Dr. Carmignani’s to meet 

with them before they went back to their countries. 

They were granted five minutes of time only. During 

the meeting Dr. Ariovaldo was asked one question by 

these two: How could you change the financial situ-

ation from a loss position to a big profit maker in a 

2-year period? They wanted to get a short answer in 

this 5-minute meeting.

Dr. Ariovaldo was so enthusiastic about his success 

story that it took him more than 75 minutes to tell 

about it. Although his time was so important, he felt 

that expressing the company’s swift financial savings 

was worth the time spent.
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Appendix A

Time Management Self Assessment Questionnaire

Instructions: If your behavior is always like Choice A, check the box in column 5.  If it is always like Choice B, check the 

box in column 1.  If your behaviour is in between these choices, check the column that feels right.

# Choice A 5 4 3 2 1 Choice B

1 The tasks I work on during the 

day are the ones with the high-

est priority.

     The tasks I work on during the day 

are a mixture of different priorities.

2 I always complete my tasks 

before due date.

     I find myself completing tasks at 

the last minute, or asking for ex-

tensions.

3 I set aside time for planning 

and scheduling.

     I rarely plan my time.

4 I keep a record for how much 

time I am spending on each 

job I do.

     I do not keep time records.

5 I am rarely interrupted while 

working.

My biggest time management prob-

lem is interruptions.

6 I always set goals to decide 

what tasks and activities I 

should work on.

     I do not set goals for the work I am 

doing.

7 I leave contingency time in my 

schedule to deal with “the un-

expected”.

     Whenever faced with unexpected  

issues I deal with them then.

8 I prioritize the tasks I am 

working on.

     I do not know whether the tasks I 

am working on are of high, medium, 

or low importance.

9 When I am given a new as-

signment, I analyse it for im-

portance and prioritize it ac-

cordingly.

     I do not analyse or prioritize my  

assignments.

10 I hardly feel stressed about 

deadlines and commitments

     I am always under stress about 

deadlines and commitments.

11 I do not allow more than very 

few distractions in order not to 

harm my task schedule

     Distractions often keep me from 

working on critical tasks.
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12 I don’t take work home.      In order to complete my assign-

ments I have to take work home. 

13 I prioritize my “To-do” list or 

Action Programme.

     I work on tasks according to their 

arriving date order.

14 I regularly confirm my priori-

ties with my boss.

     I know my duties and responsibil-

ities, therefore I never ask for my 

boss’s opinion about prioritizing 

tasks that I am supposed to do.

15 Before I take on a task, I make 

sure that the results will be 

worth the time put in.

     A task is a task that should be 

completed regardless of its impor-

tance.

Totals 0 0 0 0 0  

 Multiply Totals times 5 4 3 2 1

 Equals 0 0 0 0 0

 Score ** 0     

      Percent of Perfect *** 0.0%

 Perfect Score * 75  
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Appendix B

Time Usage Diary

Time Slot Planned Actions1 Actual Actions2

8:00-9:00

9:00-10:00

10:00-11:00

11:00-12:00

12:00-13:00

13:00-14:00

14:00-15:00

15:00-16:00

16:00-17:00

17:00-18:003

18:00-19:00

19:00-20:00

1 Before the day begins, write in what you plan to do

2 At the end of each hour, write in what you actually did

3 Yes, record your planned and actual actions even after work – your time with your family and friends is also important!
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Chapter 28 

Doing a Good Job    

I. BASIC CONCEPTS  

The Older Carpenter

There is a carpenter whose name is Joe. He has worked 
for many years and is a very good carpenter. With age, 
he is getting too tired after a day of work. He tells his 
employer that he would like to retire but the employer 
asks him to build just one more house.

The carpenter reluctantly agrees to build the house but 
his heart is not in it. He does not do a very good job.  
When it is finished, the employer gives him the keys and 
tells him that it is his house. What is the moral of the 
story? While we work, we do not always know what the 
results will be or how we will benefit.

How does it feel to do a job badly and then get someone 
to sort it out? It can be much more expensive than doing 
the job properly in the first place.

When we do a good job, we help our organizations do 
better – and this may provide benefits to us as well: 
working conditions may improve; the organization may 
be better able to sponsor training, health benefits, social 
gatherings, etc.

And then, of course, when we do a good job, we can be 
justifiably proud of ourselves and our team; we have more 
self-respect and we know that we have done our best.

A. What is doing a good job all about?

Doing a good job means:
• Being fair, accountable and credible
• Accepting responsibility gladly
• Doing the best that you can do
• Meeting your commitments and targets 
• Being a team player
• Working diligently
• Applying your knowledge and skills to perform
• Having the necessary drive and initiative
• Owning the outcomes and doing whatever it takes 

to achieve your objectives
• Acting promptly to meet challenges
• Producing quality work that lasts a long time
• Using resources wisely
• Showing up on time 

“The way to get employees to behave in these ways is to 
build up their capacities, give them authority and hold 
them responsible for their achievements. This will bring 
out their capabilities and free the manager to assume 
additional responsibilities. 

As members of an organization become capable of as-
suming new and more difficult duties, they will also 
develop pride in doing the job well. This attitude soon 
permeates the entire organization.”[2]

28

“The person who knows how…….  
will always have a job,  

but the person who knows why…..  
Will be the boss”[1]

III_28_fin_dh.indd   1 14.01.13   20:29



28-2 

Module C. Human Behaviour 

B. Benefits of Doing a Good Job
 
The benefits of doing a good job to your organization 
are:
• Customer are more satisfied.
• Customers become loyal to your business, thus in-

creasing services.
• Your organization gets a good reputation when em-

ployees perform at their best.
• Your organization thrives – and is able to continue 

employing people.
• Your organization becomes more  competitive.
• Your organization gets better financial results.

Benefits of doing a good job to you are: 
• When you do your best at work, you are more likely 

to keep your job and advance in your career.
• You will get  the satisfaction and pride that come 

from doing a job well.
• You will avoid criticism from your supervisor or 

colleagues.
• The better the financial results of your organization, 

the more likely that your earnings will grow.

C. Ways of Doing a Good Job

The skills needed to do a good job range from social 
and communication skills to organizational skills and 
technical skills. Many chapters in this Guidebook will 
help you develop more specific skills. However this 
chapter deals with general approaches that will help you 
do a good job:  
• Take Initiative
• Be open to new ideas
• Learn all the time and teach others
• Be the best you can be
• Have a sense of ownership

1. Take Initiative
When you take initiative, you do what needs to be done 
without being told. When you volunteer to take on a 
new project and learn new skills, you begin to under-
stand the inner workings of your organization. You pick 
up new knowledge and skills and earn yourself a place 
on the track towards career growth and future promo-
tions.

Here are the characteristics of people who take initiative:

• They are self-motivated

Do you wait for someone to tell you what to do? Or do 
you figure it out for yourself and get to work?  Do you 
think of your job as a necessary evil or do you look for-
ward to going to work each day where you can make a 
difference? 

• They act without being told

If you are at your place of work and notice trash on the 
floor, do you stop to pick it up and throw it away? If 
not, why? You should. While small tasks like this may 
not be in your job description, taking the time to no-
tice and do something about them makes a difference. 
Employers notice these small things, whether they ac-
knowledge them or not.

• They do a job well 

Make sure you do each job as well as you can. Meet – 
or even exceed - the expectations of your superiors.

• They finish a task and then ask for more[3]

What would impress your employer more than to ask 
for more work to do? When you ask, you show your 
sense of responsibility. It also shows that you care about 
the job.[4] 

2. Be Open to New Ideas
“A person who is willing to take into account new 
thoughts of how to improve work performance is even-
tually the winner and goes far.” 

The competitiveness of the global economy and the 
speed of technological change are facts of life. Those 
who are open to new ideas will make progress for their 
organizations, their families and themselves. Those who 
close their minds to new ideas will slowly become obso-
lete and ineffective.

3. Learn Continuously 
“A person who can create ideas worthy of note is a per-
son who has learned much from others.”[5] 
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In today’s rapidly changing economy, the key to suc-
cess is not only what you know but also how fast you 
can learn.  

Consider this: When you receive a new piece of infor-
mation, you can more easily understand and assimilate 
it because of the broad foundation of knowledge and 
experience you already have.   

When we learn from life or from others, this is a gift – 
and it is our duty to share that gift with others. This is 
similar to the theme of the movie “Pay it Forward” in 
which the main character is asked to think of an idea 
that could change the world which spurs him to launch 
a campaign where people reciprocate random acts of 
charity with three good deeds of their own.”[6] 

Stay current with what is happening in your job market 
or the trends that are occurring in your field. Ways to 
stay current are to:
• Update your resume at least every 6 months
• Hone your networking skills and keep in touch 

with coworkers from all your other jobs
• Use social networking sites to interact with others 

in the same field whom you might never meet. They 
may introduce you  to ideas that you might not oth-
erwise see

• Review professional literature

Social Networking Sites

Facebook: www.facebook.com/

Twitter: http://twitter.com

Bebo: www.bebo.com/

Badoo: http://badoo.com/

Linked-In: http://www.linkedin.com/ 

4. Be Generous
Be generous with your time and your ideas. Share with 
others – especially when you can show admiration and 
praise for them. Every act of kindness multiplies good 
feelings.

 “One day I remember I was so happy: one of you said 
that something I had produced was quite good….”[7] 

5. Be the Best that You Can Be
Learn from your mistakes - don’t let them discourage 
you. When you do this, you show that you are flexi-
ble and that you are willing to do better next time. You 
also earn the respect of your co-workers when you are 
a good enough person to admit that you have made a 
mistake and try to learn from it. 

To be the best do the following:
• Be confident and organised.
• Strive to do the highest quality work possible.
• Be on time and work  within budget.
• Take initiative and be proactive.
• Compare your work output with others.
• Make yourself familiar with procedures and quality 

standards.
• Ask your employer to provide opportunities for 

training.
• Ask your colleagues for advice. 
• Ask your direct supervisor for regular feed back.
• Have a positive attitude about life and work.
• Focus on the important things in life.
• Manage stress – it tends to interfere with progress. 
• Be assertive and get things done.
• Share your experience and knowledge with others.
• Give a helping hand to others.

And probably most important of all: Check your work 
to make sure that it is accurate and ask yourself if this is 
the best you can do. 

Characteristics of Top Performers

• They are talented.

• They focus on doing what they love to do.

• They accomplish more with their resources 

than most people do.

• They work quickly.

• They understand how to leverage their 

strengths.

• Their personalities are as diverse as their  

talents.

• They achieve good results with less effort than 

the rest of us.[8]
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6. Have a Sense of Ownership
Cultivate ownership in your nature. This means treat-
ing your organization as if you were its owner and lead-
er. Treat the assets as if they were yours. Be conscious 
of costs and ways of saving money – just as you do at 
home.

Give employees responsibilities and duties. When they 
perform well, reward them. This will make them take 
pride in their work and develop an ownership attitude. 

“In the history of the world, no one has ever washed a 
rented car”, Lawrence Summers, former president of 
Harvard University. Think about it: when you own a 
car, you take good care of it so that it will keep running 
for as long as possible. You check the oil and the tire 
pressure.  You wash and wax it.  

II. ANALYSIS 

Ask yourself these questions and think about how well 
you are doing your job:
• Does your boss have to continually check on you to 

get work done?
• Do you arrive at work late more than once a month?
• Do you get warning letters for not accomplishing 

your tasks?
• Do you check your work to make sure that it is as 

good as you can make it?
• Does your boss always come around checking your 

work?
• How often does your supervisor warn you for sub-

standard job?
• Do you get complaints from your colleagues about 

your work?
• Do customers complain about your services? 
• How often do you get compliments from your cus-

tomers for your services?
• Do you meet your performance targets?

Now, think about how you can do better.

III. APPrOACH

Your Job: Do you hate it? Tolerate It? Or Improve in It?

You can think of your job as drudgery- and hate it. 
You can think of your job as routine and tolerate it. 
Or you can think of your job as a constant challenge 
and opportunity to improve – and enter an exciting, 
new career of getting better and quicker! 

It’s a matter of whether you let your job use you - or 
you use your job! Most people let their jobs use them 
- and wear them out until they are tossed aside with 
other worn-out parts. How can you use your job in-
stead of letting your job use you? 

You begin by doing your job so much better that you 
become better than your job. As soon as you become 
better than your present job, then you will have out-
grown it. This is when your employer will probably 
find a bigger job for you to do.
  
This is similar to a growing boy who is too big for his 
present clothing. He always gets larger clothes to fit 
his larger size. 

It is the same way with doing a good job. If you have 
out-grown your present job – somehow, somewhere, 
some way – you will get a bigger job! 

From this we learn that:

You must NOT think of your job as drudgery – and 
hate it.

You must NOT think of your job as routine - and tol-
erate it.

You MUST think of your job as a constant challenge 
and opportunity to improve. 

IV. LESSONS LEArNED  

“Work smart, not hard”. Sometimes, you get an as-
signment and dive right into it without thinking it 
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through.  Sometimes, that means that you do more 
work than you really need to do. Before you start 
an assignment, think about how to do it before you 
begin. You may be able to find the most efficient way 
to get it done and save yourself time.   

Some of us confuse activity or level of effort with 
doing a good job. You are not necessarily doing a good 
job when you work long hours. What matters is the re-
sult – not the amount of time it takes or how hard you 
may work.

People perform best when they are in the right job. 
Trying to force someone to do a job he doesn’t enjoy 
will not work. It will only make an unhappy employee 
who does a poor job.

 
V. ACTIVITIES

Here are some ideas to stimulate your thoughts:

Think of a time that you have done well in a job. What 
are the things you did that resulted in this good job? 
How could you have done even better?

Think of a time when you did not do such a good job 
and how you could have done better.

The activity sheets in the appendices may help you 
think through the answers to these questions.
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Appendix A

This was a Great Job I Did

This was a Great Job I Did

Here is why it was great Here is what I did to make it  great Here is what I could have done to 

make it even better
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Appendix B

This was a Job I Did Not do so well

This was a Job I Did Not do so well

Here is what went wrong Here are the mistakes I made Here is how I could have avoided 

those mistakes
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