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COPYRIGHT

The Kingdom was L ost consists of a video, a course guide and a quick guide. These are
subject to copyright, and, with the single exception set out below, must not be copied, edited,
added to or reproduced in any way except with the express, prior, written permission of
Melrose Film Productions Limited.

The material in the resources section of this guide may be copied for use only i
presentations, seminars or courses of which The Kingdom was Lost forms a part.

© 1996 Melrose Film ProductionsLimited, London, England. All ri Vd

O #act and Fiction
All the characters and eventsin The Kingdom was L ost are enti ional. Any similarity

to real people, products or organisationsis coincidental.
May 1996
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INTRODUCTION

Purpose

Thistraining pack is designed to show people the critical importance of attention to detail in
their everyday work. Excellent performance has aways depended on getting the little things
right first time. In today’ s organisations this is everybody’ s responsibility, no matter who they
are, what they do or how long they have been around. In afast moving world we caf,no
longer rely on the boss or bureaucratic systemsto check our work. We must do r
ourselves every day, in everything we do, large or small. The purpose of The Kingdomywas
Lost isto help people recognise their responsibility for the quality of thej Kk show
them how to act upon it. It will make them think twice before saying:

‘] can't be bothered’
‘No-onewill noticeif | don’t do that’

It'sonly a minor detail’

Just thisoncewon’t matter’ &

‘It snot myjob to do that'.

Audience

Because attention to detail is ever 'sresponsibility the pack can be used at all levelsin
any organisation, whether i private sector.

As an organisation’s p e isthe result of cooperative effort between individuals and
teams, there are advan in Using the pack with groups containing a cross section of
seniority and funetion. ussion of the contribution which different individuals and
functionsm prevent anyone thinking that thisis nothing to do with them, perhaps
ior or never come in contact with customers.

orkshop detailed in this guide is designed for a group of eight to twelve

e Useof The Kingdom was Lost will enable individuals to: Understand the importance of
attention to detail in their everyday work

e Recognise the contribution which everyone must make if their organisation isto achieve
the levels of performance needed to survive and prosper




e Understand how to deliver high quality work by applying the 3 As - Attitude, Awareness
and Action

e Apply thelessonsfrom The Kingdom was L ost to their own circumstances at work and
produce an Action Plan (Handout 2).

Using the pack
Y ou can use the pack:

O fTorun astand-alone, half day session »
You will find details of how to do thisin the remainder of this co '

O Torun an intensive, ninety minute session
The quick guide will tell you how to do this. O

nsibility for attention to

O Toinject theimportant lessonsabout individual
detail into programmes such as:

e Induction. It isvery important for new em toknow why, what and how they are
expected to contribute to their organisati ance from their first day in thejob.

ul, but they exist to support individual
€ess everyone accepts and acts upon that

e Quality. Quality systemsare impor
responsibility for quality, not r
responsibility, quality will not ev

e Customer service. Itis ose who are not in direct contact with customersto
recognise that their attent details of their day to day work will have an effect, for
good or ill, onthe [t8delivered to the customer.

desonstrates what that means - getting work right first time, being alert for problems
pportunities for improvement, speaking up when they think things are going wrong,
taking initiative.

e Teamwork. A good team is more than the sum of its parts. Effective team workers share
responsibility for their team’s performance and use their different strengths to support
each other’ s efforts. Y ou can use The Kingdom was L ost to explore what thisimplies for
teamsin your organisation.




KEY MESSAGES

Attention to detail
Excellent performance depends on getting the details of our work right - and right first time.

O #ndividuals responsibility for performance
Everybody has aresponsibility for the quality of their own work - junior people a8 well as
senior, new recruits and old stagers, front line staff and back room people - dy.

O #How individuals make excellent per for mance happen
Accepting responsibility isan essential first step, but building on that con ent takes:

e Attitude. The charactersin The Kingdom was L ost display <
range from arrogance to diffidence and from carelessness to esponsibility. Though
few people would deny responsibility for getting the detai
lack the correct positive attitude to make it happen.

ways to build on the former and compen

e Action. Responsibility, commitment, at
spur usto take action they are of |j

&

wledge, are al mere words. Unless they

O




CONTENTS OF THE PACK

Video
O ¥The Kingdom was L ost (20 mins)

The story of how asimpletyping error started atrain of events which led to a huge,
prestigious architectural project for the Millennium going disastrously wrong.

Course guide
0 #About the pack V
An overview of the contents of the pack.

0 Workshop session plan
Detailed instructions for the half day workshop.

[l Resources

Handouts and ready made OHP transparenci

Quick guide
0 Notesfor running a short cour
Designed to be used when tim reparation and training is limited.
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SYNOPSIS OF THE VIDEO

Case study

The distinguished architect Stephen Sunbeam wins a competition for the design of a major
building to celebrate the Millennium. Hisimaginative ideais for a giant arena in the shape of
ahuman ear to be built in aLondon park.

The Ear will be capable of holding 100,000 people. Access by tube, coach, taxi will
al be underground and the audience will be transported to their seats by a system o h
speed lifts.

Unfortunately, just as Sunbeam’s PA, Sally, istyping that part of the desigrthrief for the
consulting engineer, David Wishart, which specifies the capacit ey are
interrupted by the delivery of aletter. Sunbeam is distracted by gssage it contains: heis
to be knighted. Sally cannot take her eyes off the handso 0 has delivered it. The
result isthat the figure that goesinto the brief is 10,00 le per hour instead of 100,000.

From here things go from bad to worse. Time pr
from proof-reading the brief. Wishart and hist

to Paul Kumar, the sub-contractor who will dési
when he should because, dueto an error in
when it isrushed to himit still doesn '
the urgency, alows himself to be

t the error before passing the brief
system. He does not receive the brief
ffice, it goesto the wrong address. Even
e because the courier, not understanding
opposite direction on another job. A young
trainee engineer, Janice, does spo But sheis unsure of herself and, although shetries
to contact Paul Kumar by phe not persist and her initiative comes to nothing
because of the inability ofga] ice worker to take a proper message.

Throughout the whole ess everybody works away diligently at their own little bits
without much g f thelpthinking about where these fit into the whole. The process |ooks
logical and ic. There are properly structured meetings. Documents are signed off at
appropri IALS in the project. But still that missing zero does not come to light.

Final#y, Hall, the head of the company building the Ear, confronts the now knighted
S out the mistake. But Sunbeam brushes him aside and Hall, thinking that it is
suf t to cover his own back by recording their conversation, goes ahead with
construction.

Only when the building of the access system to the Ear istoo far advanced to be rectified in
time for the Millennium do the senior people - Sunbeam, Wishart, Kumar and Hall - realise
what has happened. Their mutual recriminations do none of them any good. They must all
bear the responsibility for this public disaster. The kingdom islost.




WORKSHOP TIMETABLE

Thisis asuggested outline timetable for a half day workshop. Y ou can adapt it to your own
requirements.

Introduction 15 mins
Video: The Kingdom was Lost 20 mins
How mistakes are made 40 mins V
Break 15 mins

How people make excellent

performance happen - the 3 As 90 mins
Review 15 mi
TOTAL 3

&
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OVERVIEW OF THE COURSE

Session Duration Objectives Process Resources

Introduction | 15mins | O To explaintheworkshop's * Trainer input * OHPI

objectives & the programme » Group discussion | « OHP 2

[0 To brainstorm somereal life e Pr lipchart

examples of poor performance

caused by inattention to detail
Video: The 20mins | O To show how small mistakescan |+ Group vi deo: The
Kingdom lead to catastrophe ingdom was L ost
wasL ost » Handout 1
How mistakes [ 40 mins | [ To demonstrate how the actions divi small
aremade of individuals contribute, for go up work

orill, to the end result up discussion

O To identify examples of Iner input

which contribute to po

performance
How people 90 mins | O Toidentify must | » Small groupwork | « OHP 3
make excellent * Group discussion | « Handout 2
performance * Trainer input
happen al lessons from

their own specific
at work

Review 15 min iew the key objectives * Group discussion |« OHP|

of the workshop » Handout 3

To agree follow up work

11



PREPARATION AND FURTHER TRAINING

Preparation
[ #Decide who should attend the wor kshop

This may involve discussions with senior managers about the appropriate mix ofJevels
and functions.

[ 4Collect afew, preferably current, examples of poor performance cal by or
errorsand inattention to detail
If possible these should be a mixture of public gaffes (for exampl Istakesin
advertisements, lorries stuck under low bridges, products recaliee of safety
problems that should have been picked up at the design stage rars specific to the
participants organisation. You will seethat participantsare eqeouraged to come up with
their own examplesin the first session of the workshgp, But it isadvisable for you to have

some available in case the group isreticent and n

Some real life examples
Sorry about that!
' t

When an elderly couple returned fro heir Council owned flat they found that it

to get started.

had been gutted and all their carp ni and possessions sent to the local dump. That’s
what Councils do when their ten e and have no heirs. But in this case someone had got
the addresses mixed up and her people involved had bothered to check.

We can always fix it late

When NASA launch ubbl e telescope which, at acost of amere $2 hillion, was
kp
duci

designed to send t, clear pictures from space, they discovered that a mistake had
been madew the mirrors and the pictures were out of focus. The Shuttle
mission to fi em cost another $629 million.

All falh d

When t rey Citicorp building in New Y ork was constructed a contractor saved money
by ng the structure together rather than welding it. But he failed to mention thislittle

deta'kto the engineer who had designed the building. The engineer remained in blissful
ignorance until years later when a student wrote to him to politely enquire why the building
didn’t fall down. The engineer realised that all it would have taken was a 70 mile per hour
wind to blow for five minutes to topple it and take with it all the other skyscrapersin the 18
blocks between it and Central Park.

12



O Another reason for examples

Thisisto counter any suggestions that the problem in the video is too simple to happen in
real life. History is littered with examples, from the Leaning Tower of Pisato the Challenger
Shuttle disaster which, with the benefit of hindsight, could have been averted.

e Review the video and think about how the messages it contains relate to the participants
organisation

e Prepare aflipchart to help you outline the programme during the first sessio

people make
rkifng in
syALhe strengths

osition of the

e During the discussion of the second ‘A - Awareness - in the session on
excellent performance happen (page 28) we suggest you ask particip
small groups, to analyse a project they have been involved in and
and weaknesses which contributed to the final result. Think
small groups you will use.

The systems issue

The Kingdom was L ost is about the importanc
getting the details of their work right first ti
fictional problem it illustrates and similar r
systems and procedures.

uals taking responsibility and
find that some people think the
ples can be solved by relying on

In most cases you will be ableto point during the general discussion in the
sessions which follow the vid

ith
er, you feel that there is a serious over-reliance on
systems and proceduresin ion, to the extent that people will resist the message

in the video, you may wanmit more time to thisissue.

To help you do soweh
systems?, whi
Workshop Pl

Furthe @ i
If e ple

ing to use The Kingdom was Lost as part of awider programme, you will
fin it works well with the following Melrose titles on programmes covering:

provided an optional session, called Does quality come from
t into the workshop. Y ou will find this at the end of the

O #induction:
For Starters
O Ruality:
Quality - The Only Way

13



O 4Customer service:
Keeping Customers Cool

O #Planning/pr o] ect management:
The Project

[J fEmpower ment:
The Empowering Manager

empi S \/
\(y

14



WORKSHOP SESSION PLAN

INTRODUCTION 16
VIDEO: THE KINGDOM WAS LOST 18
HOW MISTAKES ARE MADE 19

HOW PEOPLE MAKE EXCELLENT PERFORMANCE
HAPPEN

REVIEW

Optional session
DOES QUALITY COME FROM SYSTEMS? 24

\
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INTRODUCTION 15 mins

Objectives

To explain the workshop’s objectives and programme.

To brainstorm some real life examples of poor performance caused by inattention to detail.

\%

Resources

O 4OHP 1: Workshop objectives

O4OHP 2: Anything that can go wrong...?

O 4Prepared flipchart: Workshop programme

Session outline
[ #Welcome participantsand ask them tointroduce ves
O EExplain the wor kshop objectivesusing OHP

The objectives are:
e To show that good work i ant attention to detail in our everyday work.

e Tounderstand indivi ility for excellent performance and show how we must
al contributeto th uality resultsthat our organisatons need to survive and prosper.

e To put responsibility ork - Attitude, Awareness, Action.

of The Kingdom was L ost to everyday work and produce an action
to the workplace.

I] the prepared flipchart to outline the half day programme
0 # ntPoduce the video

The video tells the story of a project that went badly wrong because of small errors made
by a number of people.

16



[ tAsk for examples

Ask for any examples the participants can think of which demonstrate poor performance
caused by inattention to detail .

[0 #Show OHP 2

Introduce a short brainstorming session to identify examples of work th
because of inattention to detail. The Leaning Tower of Pisais an earl
simple design error that slipped past at the planning stage!

as gone'wrong
f a

[ ¥Encour age participantsto identify examplesfrom within organisation, as

well as mor e public ones

Obvioudly they do not have to be mgjor catastroph
individuals or their teams or departments|ook sill
identify.

arrassing errors which made
appropriate examples to

Record the examples on aflipchart asyo
programme.

to refer back to them later in the

17



VIDEO:
THE KINGDOM WAS LOST 20 mins

Objective

To show how small mistakes can lead to catastrophe.

Resources

[0 Handout 1: Who'swho

O Video: TheKingdom was L ost V
Session outline

O Distribute Handout 1

Ask participantsto pay particular attenti \ akes these individuals make and

why they make them.
O Show thevideo

O

18



HOW MISTAKES ARE MADE 40 mins

Objectives

To demonstrate how the actions of individuals contribute, for good or ill, to the end result.

To identify examples of actions which contribute to poor performance.

Session outline
O Find out what went wrong

Ask the group to list all the mistakes which led to the lift system being
necessary capacity. Tell them to concentrate, for the moment, on what
have a chance to discuss why later in this session.

atenth'of the
> They will

[0 Record their responseson aflipchart

Their answers should include:
e Sally typing the wrong figure
e Stephen Sunbeam failing to proof-read the bri
e Paul Kumar’s copy of the brief being sen c@wg address

e Paul finally receiving his copy two hour

e The scheme for construction bei

ff without adequate checking

e Janicefailing to follow thrg
correctly The detailed d

e Sir Stephen brushi
e Hall failing to stick t

ern Sean failing to take the phone message
ng signed off without adequate checking

ge Hall’ s concerns about the lift capacity
IS guns and make Sir Stephen listen.

0 Ask forr or mistakes

Divide ' ts into groups of two or three. Ask them to take each of the mistakes one
explanations for this catalogue of errors.

ethegroup for discussion

{I answers may include:

e Sally’styping mistake. Sheisdistracted by the handsome courier. Stephen Sunbeam can
think of nothing but his knighthood. They both stop concentrating.

e Proof-reading the brief. Sir Stephen is an arrogant man facing time pressures. Thistask is
his clear responsibility and he shirksit. (Perhaps Sally, who knows what heislike, should
have put alittle more effort into making him do it?)

19



e Paul Kumar’s brief going to the wrong address. Muriel should have updated the Rotadex
and checked that he had received the brief.

e Paul finally receiving his copy two hourslate. Miguel accepted the instruction that re-
routed him without any thought or discussion.

e Thetwo sign offs going through without adequate checking. At the very beginning of the
project David Wishart realises that time is tight and that Stephen Sunbeam is the kind of

person who thinks up grand concepts and |leaves the detail to others.

Wishart:
Sephen, it'swonderful but isit feasible?

Sunbeam:

You'retheengineer. I’ mbanking on you, David. The competiti In€"sthe end of the
month.

An experienced consulting engineer like Wishart should’kno a combination of time

increases the possibility of
ind ways of being extra

pressures and a creative mind unconcerned by detail
error. It was his responsibility to take thisinto
careful.

e Janicefailing to follow through her con Lgiet the group about another well-known
folk tale - the story of the Emperor’ s newac It ishard to tell the bossthat he has
made asilly mistake, particularly i "t'quite believe that you areright and heis

wrong. But it is better to speak ¥p t d him naked into the street. Of course it
helpsin these situationsif y rt from your colleagues, but Trevor provides the
opposite.

Janice:

What if they' ve all mistake?

Trevor:

They'll pr now, iswhat. And without any help fromyou.

e the phone message correctly. Sean knows he is hopel ess on the phone.
)ld him how to take messages, but he has failed to act on her advice, almost
ecause heisabit scared of speaking on the phone.

SR Stephen ignoring George Hall’ s concerns. Once again, time pressures play their part.
But'in addition, Sir Stephenis preening himself about the awards ceremony and failsto
register the importance of what Hall is saying. Moreover, there is arelationship problem
between these two men, a problem which causes Sir Stephen to misinterpret, deliberately
perhaps, Hall’s motives in raising this issue.

20



Sunbeam:
George, | didn’t get wherel amtoday by making silly mistakes - isthisyour usual ploy of
post-contractual re-negotiation?

e Hall failing to make Sir Stephen listen. George Hall seems to think that covering his back
solves the problem.

0 Summariselessonsabout individual responsibility

The end result of an organisation’swork is only the tip of the iceberg of perf ce. Itis
what lies beneath the surface - the mass of details, the scores of actions, the com ent
of many individuals - which produces that result, good or bad.

who has
details right

Remind the group that excellent performance can only be achiev
had a hand in delivering it understands their responsibility for |
first time.

[0 Lead abrainstor ming session

Spend a few minutes brainstorming the general |
Ear - what happened and why - teach us about

[0 Record theanswerson aflipchart. They
Good work comes from

e Concentration

e Attention to detail (the archit usieFsaid ‘God isin the detail’)

e Accuracy

e Doing the boring, routin ating the Rotadex) Sorting problems before they get

J g thejob first
e TaKing initiative

e Persevering

e Looking ahead

e Teamwork.

Stress the fact that most of these are about the actions that individual s take. Explain that you
will be exploring what individual responsibility meansin more detail in the next session.

21



HOW PEOPLE MAKE EXCELLENT PERFORMANCE
HAPPEN 90 mins

Objectives

To identify what individuals must do to turn a commitment to good work into action.

To apply the general lessons from the workshop to their own specific circumstances at w@rk.

\%

Resources
[0 OHP 3: Responsibility: The3 As
0 Handout 2: Action plan

Session outline
Introducethe3 Asusing OHP 3

Knowing (or ssimply being told) that attention to eryone’ sresponsibility isan
important first step. But for individuals to tur wledge into results takes:
e Attitude. Though few people would.d %f) ibility for the quality of their work,

many simply lack the correct posii titude to make it happen.

e Awareness. We must all becl ut the particular contributions we can make. We must
esses and find ways to build on the former and

also recognise our streng
compensate for the | atter.
e Action. Responsibi itment, attitude, knowledge, are al mere words. Unless they

spur usto take actionthey are of little use.

pful Attitudes
into groups of two or three. Ask them for examples of unhelpful attitudes

O ldentify ugk
Divide

to their ayed by the charactersin The Kingdom was L ost. Answers might
in X
J ephen is arrogant and has alofty disdain for detail.

e Sallyisafalible human being (aren’'t we al!) and that leads to her original lapse of
concentration. She is also perhaps too eager to please Sir Stephen.

e Wishart isinsufficiently focussed on his responsibility for the detailed engineering design
of this project and alows himself to be swept along by Sir Stephen’ s enthusiasm.

22



e Janice lacks sufficient confidence in herself to follow up her concerns.

e Sean isfrightened of speaking on the phone. Miguel behaves like a robot, blindly obeying
the instructions he is given without attempting to question them.

e George Hall’ s attitude is almost entirely concerned with trying to cover his back. Point out
to the group that thisfails to protect him when disaster strikes.

O DiscussAwar eness

Explain to the group that, whileit is absolutely true that everyone makes a contrifgution to
creating aquality end result, individuals' contributions will naturally vary. Thatispartly

Wisharts have the skills to make them happen.
Stress that it is possible to draw a very dangerous conclusion from ent of the
obvious. Part of the reason that the project to build the Ear we usly wrongis
that many of those involved were simply doing their thing w @ hought for how
they might support one another and compensate for oneg@not eaknesses.

If, for example, Sally had been more aware of her r jbility to support Stephen
Sunbeam’ s genius, she might have spent lesstim Mg his ego and paid more
attention to the detail that clearly did not intergst h .
Good teamwork is essential to produce hi Its and that means being aware,
individually and collectively, of our str S nesses and then acting on that
awareness.

O Divideparticipantsinto small P
\ :

Ask them to think about r S i which they have been involved at work. What
strengths can they identi nesses?

O #identify Actions

Ask each individual Icipant to spend five minutes or so listing, as specifically as

sin wbich their own attention to detail at work contributes to producing
for their team, department or organisation.

pful during this discussion to refer back to the examples of poor
result of inattention to detail which they identified at the beginning of

, particularly those which relate to their own organisation.

D theparticipantstoform pairs

After they have done this, ask them to form pairs who understand one another’ s jobs,
swop lists, then discuss, add to and amend their individual conclusions.

O Pistribute Handout 2

Ask participants to complete Handout 2: Personal Action Plan - to record the specific
actions they can take to prevent mistakes happening.

31
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REVIEW 15 mins

Objectives

To review the key objectives of the workshop.

To agree follow up work.

Resources
O 4OHP 1: Workshop objectives

O tHandout 3: The Kingdom was L ost: Summary

Session outline
Show OHP 1

Use OHP 1 to review the objectives of the war . Establish whether these have been
achieved and deal with any outstanding qu ncerns.

[0 #Agreeaction

Use the conclusions from the
together with timescales f
workshop.

O MistributeH andoQ

ussion in the last session to agree specific actions,
ation, which participants will take as aresult of the

Optional s

DOE ITY COME FROM SYSTEMS? 30 mins

Olye

Toi tify the strengths and weaknesses of systems as a means for delivering high quality work.
Resources

(HOHP 4: Systems

24



Session outline
O #ntroducethe session

Tell the group that organisations naturally rely extensively on systems and proceduresto
help them produce high quality work. The larger the organisation and the more complex
the process that has to be managed to produce a satisfactory end result, the morethisis
likely to be the case.

[ #i dentify systemsfrom the video

Ask participants what systems they observed from what they saw of the prgject to design and
build the Far. Answers should include:

e Demarcation of responsibility. Sunbeam is the architect, Wishart th onsulting
engineer, Kumar a sub-contracted specialist on lift systems aad Hall, the builder. Ina
project of this size there would certainly be many others that & ot see and their
responsibilities and reporting relationships would be spélt out t6%hem in formal briefs and
contracts.

e Formal documentation. We see the exchange formal briefs.

e Formal meetings. We see David Wishart Ingywhat, on the face of it, look like well
structured and organised discussions.

e Systematic staging of the project and sign offs at the appropriate points.

Wishart:
The purpose of this meeti
Ear. | fit' sall satisfactor
we can move on to

nt Stephen with our scheme for completion o f the
and | will approve the scheme stage as compl ete and
drawings...

Thetroubleisthat a
Deepinsid eleg

this system and order is like a shiny apple withaworminit.
t briefs lurks the erroneous figure of 10,000 people per hour.

O 1Briefl participants systems

Sp utes listing the various systems that exist to control and deliver quality
r articipants’ organisation.
O #dent

ify strengthsand limitations

Divide participants into groups of two or three. Ask them to identify the strengths and
limitations of using systems to deliver quality work. Record their answers on a flipchart.

O #Jse OHP 4 to summarisethe main strengthsand limitations of systems

25



Systems help organisations by:

e Making us plan what we are going to do and thereby increasing the possibility of spotting
problems and tackling them before they arise

e Forcing usto be consistent in the way we create and deliver products and services

e Obliging usto keep records, so that we know precisely what we have done and can
identify where improvements might be made and also where things have gone wkéng
when they do.

No matter how well designed, their limitations are:

e They cannot cover everything. In many casesit isthe tiny routine

e Thefact that they exist does not guarantee that they willfbe use

e They can encourage usto put our brains on auto-pil hink, wrongly, that the system

will cope and, without our active help, it cann
Put particular stress on the final point on the
e Systemsdon’t run organisations - peopl

O

26



RESOURCES

HANDOUTS

OHP TRANSPARENCIES

V\\'

mal eproduced or edited
inars, or courses of which

Theresourcesin thissect
for usein presentatio

27



HANDOUT 1:
WHO’S WHO

STEPHEN SUNBEAM
» Theleading architect whose inspiration is

behind the design of the Ear

charge of the
urfding

DAVID WISHART

* The consulting
structural design

P R

contractor in charge of designing the
li stem

GEORGE HALL

» Head of the building company which is
contracted to build the Ear

SALLY
» Stephen Sunbeam’ s personal assistant

28



HANDOUT 2:

PERSONAL ACTION PLAN

*

2,
3

>

Buluaddey saxeisiw
959y} 1uanaid 01 uonoy
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HANDOUT 3:
THE KINGDOM WAS LOST: SUMMARY

Attention to detail
Excellent performance depends on getting the details of our work right - and right first time.

Individuals’ responsibility for performance

Everybody has aresponsibility for the quality of their own work - junior people as as
senior, new recruits and old stagers, front line staff and back room people -Wdy.

mitment takes:

How individuals make quality happen
Accepting responsibility isan essential first step, but building o

O fAttitude

Though few of us would deny responsibility for the of our work, we need the
correct positive attitude to make it happen.

Ll ¥Awar eness

We must all be clear about the particul r ns we can make to excellent
performance. We must aso recognise o s and weaknesses and find ways to build
on the former and compensate fogthe

] #Action

Responsibility, commit
to take action they ar

itude, knowledge, are all mere words. Unless they spur us




WORKSHOP OBJECTIVES

[1 To understand the importance of attenti o:to

detall
\'%

[l To understand individua r @i ity for
excellent performance

\4

[1 To put responsi ity t6 work

0 To appl@&snns to participants' jobs

OHP 1
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ANYTHING THAT CAN GO WRONG...

Examples of poor performance caused by *

|nattention to detail ? EV

(] Public?

0 Your organisati or{\\Q/$
&
\
~
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RESPONSIBILITY

Thethree As *
0 Attitude s\/

wareness 4«/&
&
\!
Q&
O

[1 Action




SYSTEMS

STRENGTHS

[1 Planning *
[1 Consistency V
} Os

Records

N
s %\Q’

[1 Can't cover

[] May noth

[] Bra@guto-pilot

&ems don’t run organisations - people do!

OHP 4
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INTRODUCTION

Objectives
0 fThosetaking part in thisninety minute wor kshop will:

e Seethat excellent performance depends on attention to detail, that is getting the detail s of
our work right - and right first time.

e Recognise that everyone in an organisation has aresponsibility for the qualit eir own
work.

e Learn how to put their responsibility into practice by applying the 3 A itude,
Awarenessand Action.

Audience
Because attention to detail is everybody’ s responsibility the p used at al levelsin

any organisation, whether in the public or private sector.
iduals and functions make to the

Y ou may want to use it with groups containing ac
enable discussion of the contribution which diff [
overal performance of the organisation. Thi anyone thinking that it has nothing

to do with them, perhaps because they are \ never come in contact with

of seniority and function to

customers.

Contents of the pack

O #ideo: TheKingdom w. INs)
The story of how asi ror started atrain of events which led to a huge,
prestigious archit roject for the Millennium going disastrously wrong.

0 4Course guid
A full outli video, notes and resources for a half day workshop.

O 4Qui

Il help you run a shorter session, using the video and selected resources
heTull course guide.
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Preparation

Collect afew, preferably current, examples of poor performance caused by minor errors and
Inattention to detail. Aim for a mixture of public gaffes (for example, spelling mistakesin
advertisements, lorries stuck under low bridges, products recalled because of safety problems
that should have been picked up at the design stage) and errors specific to the participants
organisation. There are three examplesin the course guide (pages 12 - 13).

Thiswill help you to relate the fictional examplein the video to real life and co

suggestions that the error in the video is too simple to lead to such an outcome. Hi IS
littered with examples, from the Leaning Tower of Pisato the Challenger Shuttle disaster
which, with the benefit of hindsight, could have been averted.

When you are briefing colleagues about the practical arrangem r g, ask them to
think, as specifically as possible, about the ways in which their on to detail

contributesto aquality end result for their team, department or ion.
O #Prepareaflipchart
Thiswill help you outline the objectives and e during the introductory session.

] 1Be prepared to keep tight control of th\

OVERVIEW OF TH ING SESSION

Session Duration Process Resources
Introduction | 5 mins the objectives and * Trainer input * Prepared flipchart
Video: The s | To show how small mistakes can » Group viewing *Video

Kingdom was lead to catastrophe » Handout 1

To identify the mistakes that were * Group discussion
made in the video and the reasons * Trainer input
for them

Toidentify what individuals must do | « Group discussion | « OHP 3

responsibility to turn acommitment to good work Trainer input
into action

Summary 5mins | To check that the objectives of the * Trainer input * Prepared flipchart
workshop have been achieved » Handout 3

» Handout
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OUTLINE TRAINING SESSION

Introduction 5 mins

O utlinethe session’ s obj ectivesand programme
Use the prepared flipchart to explain that the purpose of this ninety minute sessign is to:
Demonstrate the importance of attention to detail

Explore the responsibility that everyone in an organisation has for the quélity of théfr own

work

Learn how to put that responsibility into practice by applying the 3 jtude,

Awareness and Action.

Video: The Kingdom was Lost 20 mins $
O dDistribute Handout 1 e

Ask participantsto pay particular i Xe mi stakes these individuals make and
why they make them.

O #Show the video Q

How mistakesgare e 25 mins

0 #Find out t wrong in the video and why

list all the mistakes which led to the lift system being only atenth of the
ity and why they think these occurred. Record their responses on a
eir answers should include:

'styping mistake. Sheisdistracted by the handsome courier, Stephen Sunbeam by his
thood. They both stop concentrating. Proof-reading the brief. Sir Stephenisan
arrogant man facing time pressures. Thistask is his responsibility and he shirks it.

e Paul Kumar’s brief going to the wrong address. Muriel should have updated the Rotadex
and checked that he had received the brief.




e Paul finally receiving his copy two hours late. Miguel accepts the changed route without
any discussion.

e Thetwo sign offs going through without adequate checking. Time istight and Sunbeam is
the kind of person who leaves detail to others. An experienced consulting engineer like
Wishart should know that this vastly increases the possibility of error and find ways of
being extra careful.

e Janicefailing to follow through her concern. It ishard to tell the boss that he hashade a
silly mistake, particularly if you are not quite sure of your ground. Of coursel in

these situations if you get support from your colleagues, but Trevor provides the opposite.
g on the

&go trip about the award
Stephen to dismiss what

e Sean failing to take the phone message correctly. He is simply scar
phone.

e Sir Stephen ignoring George Hall’ s concerns. Time pressures
ceremony and the relationship problem between them causes
Hall sayswithout really listening to him.

e Hall failing to make Sir Stephen listen. Hall
the problem.

Individual responsibility 35 mins \

0 UseOHP 3tointroducethe3

that covering his back solves

It isimportant to know that eYs responsible for attention to detail and the quality of
their work. But turnin ledge into results takes:

ould deny responsibility for their performance, but you need the
titude to make it happen.

o 1on. Responsibility isjust aword. Unlessit spursusto action it is of little use.

O Identify unhelpful Attitudes

Spend a few minutes discussing examples of unhelpful attitudes to their work displayed by
the charactersin The Kingdom was L ost.
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e Sir Stephenisarrogant and has alofty disdain for detail.

o Sdlyisafalible human being (aren’t we all!) and perhaps too eager to please Sir
Stephen.

e Wishart isinsufficiently focussed on his responsibility for the detailed engineering design
and allows himself to be swept along by Sir Stephen’ s enthusiasm.

e Janice lacks sufficient confidence in herself to follow up her concerns.
e Sean isfrightened of speaking on the phone.

e Miguel behaveslike arobot, blindly obeying the instructions heis giv, itho

attempting to question them.

e George Hall’ s attitude is aimost entirely concerned with tryin ack.

0 Explain theimportance of Awareness

Individuals make different contributionsto the produced by their teams, partly
because their Jobs differ, but also because weél od at some things and less good at
others.

Good teamwork and mutual support are 1alPto produce high quality results. We have

to be aware of our strengths and w,

LeN participants' own attention to detail contributesto
r eir team, department or organisation. Encourage them
clusions.

O Identify Actions

Brainstorm the specific
producing aquality en
to challengeonean

O Identify improvem

Usethisdi
detail.

n to identify how participants might improve their own attention to

Sum ns
O session’ sobj ectives
the prepared flipchart to check that the session’ s objectives have been achieved.

[J Distribute Handout 3

O Distribute Handout 2
Individuals can record their ideas to improve their own attention to detail.
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