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Message From the
Chief Executive Officer
Message du
directeur général
Dr. Matthew Jelavic, C.Mgr.

As the summer winds down, I would
like to give the membership an update on
the state of our association and plans for
the near future. After our Special Meeting
on June 3, 2020, the membership elected
an outstanding slate of candidates to the
Board of Directors. The member turnout
was exceptional for our first online
election in the history of the association.
The membership also approved a revision
to our by-laws that created two classes
of member: Class A Professional (Voting)
and Class B Associate (Non-Voting)
membership. This allows the association
to embrace student members from NCMA
Nationally Accredited institutions and
give them the opportunity to experience
free membership during their studies
until they are ready to apply for our
professional designations.
I am pleased to announce that we
have been upgrading our application
process for obtaining our professional
designations. Applicants for the C.Mgr.
and C.I.M. designations will soon be
able to complete the process securely
online, including document and payment
information, including the issuance
of digital certificates to complement
our secure digital badges. This will
significantly reduce the time required for
the processing of applications. We have
also begun work on creating the Certified
in Management Competency Framework
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Alors que l’été touche à sa fin,
j’aimerais offrir aux membres une mise à
jour sur la situation de notre association
et sur nos projets à court terme. À la
suite de notre assemblée extraordinaire
du 3 juin 2020, les membres ont élu
une liste de candidats remarquables
au conseil d’administration. Le taux de
participation a été exceptionnel compte
tenu du fait qu’il s’agissait de notre
première élection en ligne dans l’histoire
de notre association. Les membres
ont également approuvé la révision
de nos règlements administratifs qui
identifient dorénavant deux catégories
de membres : un membre professionnel
de catégorie A (avec droit de vote)
et un membre associé de catégorie
B (sans droit de vote). L’association
peut ainsi accueillir des étudiants
provenant d’établissements nationaux
agréés par le CNAG et leur donner la
possibilité d’avoir une adhésion gratuite
pendant leurs études jusqu’à ce qu’ils
soient prêts à présenter une demande
en vue d’obtenir nos désignations
professionnelles.
J’ai le plaisir d’annoncer que nous
avons mis à jour notre processus
de demande pour nos désignations
professionnelles. Les candidats aux
désignations C.Mgr. et C.I.M. seront
bientôt en mesure de faire leur demande
en ligne de façon sécurisée, y compris
la soumission des documents et
des informations de paiement, et la
délivrance de certificats numériques,
en plus de nos badges numériques
sécurisés. Cela permettra de réduire
considérablement le temps nécessaire
au traitement des demandes. Nous
avons également commencé à
élaborer un Cadre de compétences
de certification en gestion (CCCG)
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(CIMCF) to complement the Chartered
Manager Competency Framework
(CMCF) that launched in 2016. The
CIMCF will modernize and streamline the
requirements for the C.I.M. designation,
allowing a broader range of acceptable
qualifications to obtain the designation,
focusing on management and leadership
competencies.
Even though our country has started
to open, we are still cautious and will
be following guidelines established
by our governments and public health
authorities. It is evident at this stage that
our 2020 Annual General Meeting will
also be conducted virtually and chapter
activities will continue to follow suit. We
are all hopeful that 2021 will allow us
to return to a sense of normalcy, but at
this stage it is too early to know. The
association leadership will continue to
monitor developments and provide timely
updates to the membership as they arise.
On behalf of the Board of Directors,
I would like to personally thank the
membership for their continued support
of the association during these trying
times.
As your CEO, please contact me any
time at ceo@cim.ca
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pour complémenter le Cadre de
compétences des gestionnaires agréés
(CCGA) qui a été lancé en 2016. Le
CCCG modernisera et simplifiera les
exigences relatives à la désignation
C.I.M., ce qui permettra à un éventail
plus large de qualifications d’obtenir la
désignation, tout en mettant l’accent
sur les compétences en gestion et en
leadership.
Même si notre pays a commencé à
se déconfiner, nous restons prudents
et suivrons les directives établies par
nos gouvernements et les autorités
en matière de santé publique. Il est
évident à ce stade que notre assemblée
générale annuelle de 2020 aura
également lieu virtuellement et que les
activités des sections se feront de la
même manière. Nous espérons tous
que 2021 nous permettra de retrouver
un sentiment de normalité, mais pour
l’instant, il est trop tôt pour le savoir.
La direction de l’association continuera
de surveiller les développements et de
fournir des mises à jour opportunes
aux membres au fur et à mesure que la
situation évolue.
Au nom du conseil d’administration,
je tiens à remercier personnellement
nos membres pour leur soutien continu
de l’association pendant cette période
difficile.
N’hésitez pas à contacter votre PDG
à ceo@cim.ca
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Managing Through Disruption
We all need to be positive.

Dwight Mihalicz, President, Effective Managers™

Dwight Mihalicz helps organisations drive top performance. He focuses on manger
effectiveness… ensuring that all managers, from the CEO to the front line, are focused on their
key strategic priorities and have the accountability and authority required for success.
Dwight has founded and is President of Effective Managers™, a management consulting firm
based in Canada and providing services globally. He helps Owners and CEOs identify root cause
issues that hinder top performance and used research-based methods to help them improve.
Dwight has worked with a variety of organizations and situations. He has helped clients solve
a broad variety of complex problems in local, national, and global settings.
Dwight is also very involved in volunteer work. He is currently the Chair of The International
Council of Management Consulting Institutes (ICMCI). He was the Founding Chair of CMCGlobal Institute which provides membership and certification services for managements
consultants anywhere in the world there is no Institute. He has been elected a Fellow of the
Canadian Institute of Management Consultants (CMC-Canada) in recognition of his outstanding
contributions to his profession, his clients and to the community. Dwight is also a Fellow of the
Business Excellence Institute.
An author of many papers and publications, Dwight has published The Effective CEO: The
Balancing Act that Drives Sustainable Performance, a book that explores the key functions that
CEOs must execute to be successful.
There is so much information about
Covid-19 coming from so many sources. There
is very little about managing through such an
unprecedented time of disruption. Whether you
are a CEO/Owner, Executive or Manager, your
team members look to you for guidance.
Every situation is unique in so many ways.
There is no magic formula. For most businesses,
revenue has dried up. Expenses continue. The
duration of disruption is unknown. And the
recovery rate is uncertain.
How does one manage in such
circumstances, whether it is an organization, a
department or a team?
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The core principles for the best practices
of change management still apply.
In normal times, when there is a change, the
executive and managers can expect resistance.
In normal times, the desired organizational
outcome is known, and we manage a change
process to get there.
The big difference now, in these days of
Covid-19, is that the executive and managers do
not know the organizational outcome. Instead
of trying to introduce dissonance, we are all
living in a state of dissonance.
Communication is Key
There is a temptation for us to wait until we
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know more before we communicate. We feel
that our employees will want answers, and we
want to find answers before communicating.
But the opposite is true. People are looking for
answers, true. But in the absence of answers,
knowing your thoughts, and even your own
areas of uncertainty, will help people.
In this communication, transparency is key. In
large change projects I have managed, we use
the mantra with employees:
“We will tell you what we know, we will tell
you what we don’t know, and we will tell you
more as soon as we know.”
In times of uncertainty, this is even more
important. Without information, speculation
abounds, and this can lead to rumours which
are harmful to the team. Being transparent early,
even without all the facts, is better than more
complete information that is late.
Remember the 5 Requirements
All managers, no matter what level of the
organization, have Five Requirements that
must be fulfilled to be effective. They apply,
perhaps in different ways, but they are more
important than ever.
Plan
If you are like me, your plan that was
perfectly valid a month ago is out the window.
In time of uncertainty, having a plan is more
important than ever. Because of the nature of
the pandemic, the
plan will be shorter
than usual. What are
your one, two and
three month options?
What can you
decide that is in your
control? Your plan
may have a lot of ‘if
then’ statements,
but even that will give you more clarity for short
term decision-making. The crisis will pass – so
the challenge is how to position yourself and
your team to take off running when you can.
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As a manager, executive or owner, it is
useful to remember that your to-do list is
always longer then the time available to
complete the tasks. The nature of work in
all roles above front line employees always
has deliverables that go out into the future.
This is where the plan is essential, it provides
guidance on the priorities of those things on
the list that are worthy of your energy on that
particular day.
Do
What is the value-added work that only
you can do? Make sure you set enough time
aside to focus on
these initiatives.
What is the valueadded work that
only your immediate
subordinates can
do? Do they realize
this is work they
must do? Have you
been clear in delegating? Are you sure they are
focused on it?
Answers to these questions accomplish two
things. The first, it gives you some assurance
that your team members are focused on the
right work. If they are, this frees you up to focus
on your value-added work. Remember, valueadded work is work that only you, in your role,
with your capability, and the right resources can
do. If you don’t do this work, no-one else will. If
your team members don’t do their value-added
work, you will be pulled into the weeds to do
their work. And this will distract you from your
value-added work, forcing your boss to dip into
what you should be doing.
Context &
Boundaries
At this time more
than ever you need
to set context for
your team. If you
are the head of the
organization, the
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context must be set for your team and for the
organization as a whole. What is the same?
What is different? How do we act in the interim
phase? If working from home – what does that
mean? If you are an essential service, how do
employees protect themselves? And what is the
role of managers in assuring this?
Context setting requires regular interaction
with team members. At its heart, this is all and
any information that you can provide to a team
member that gives them the context they need
to take initiatives and make decisions. You
need to feel comfortable that they are taking
action and moving forward. But you also need
to feel comfortable that they are doing within
context; in other words, in support of your plan.
Team members must be and feel empowered.
Empowerment is not abdication. In normal times
context is often not sufficiently provided. In
times of turmoil it needs to eb crystal clear.
Delegate
Delegation is all about setting clear outcome
expectations for each of your team members.
This clarity should include expectations of
quality, quantity,
timeliness and the
resources available.
Whatever you had
in place even a
few weeks ago has
probably changed.
Those things you
expected to have
completed by the end of the quarter, or the end
of the year are not likely to happen. As a result,
you have work to do as a manager to reset these
expectations.
Effective managers delegate objectives to
subordinate managers with clarity about what
is expected by when. Elliott Jaques introduced
the concept of QQT {R} measures, which
provide a very good shorthand for the necessary
elements for delegation: Quality in terms of
the quality of the work; Quantity in terms of
how much; Timeliness in terms of the specific
Summer 2020
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milestones and deadlines for doing the work;
and Resources, referring to the delegation of
resources that are necessary to successfully
achieve the results.
This is a step often missed by
heads of organizations.
It is often assumed that your team members
know what they need to do. They do in a
sense, and certainly do not need as much
direction as front line employees. But do not
forget that they are driven by the filter of the
department for which they are accountable.
What is best for Operations, or Sales, or Finance
is not necessarily what is best for the whole
organization. As the head of the organization,
only you have the context to set the priorities
that are the best for the organization overall.
Feedback Loops
Feedback loops are more important than
every before. Whatever you decide to do in
the short term, it is the people that are doing
the work that will know best how to initiate the
change. Accurate
information is critical,
and managers rely
on it to do their job
well. Be sure you
access and leverage
that information
that is within your
organization.
Remember that each manager has four
feedback loops that must be established and
maintained: with each team member, with the
team as a whole, with peers in the organization,
and with the community.
Preparing for the Bounce Back
We all need to be positive. As a management
consultant I provide methods, tools and counsel
to my clients. My business is also impacted for
the same reasons as most businesses. I am also
a spouse, a father, a grandparent and friend
of many wonderful people. I am worried, as I
am sure you are. Let’s temper these fears by

CANADIAN INSTITUTE OF MANAGEMENT / INSTITUT CANADIEN DE GESTION

10

focusing on those things we can control. There
organizations. Think about what you can do now
may be uncertainty about the length of the crisis, so your organization will be ready to bounce
and the nature of the recovery, but we know it is back when the opportunity presents itself.
coming. So, let’s be ready.
My insights
on that?
Ironically,
the best way
to ensure that
you are agile
as a company
is to have the
right structure
in place. Have
you got the best
organization
design for where
you are headed?
Do you have
the right people
in the right
roles? Are your
team members
properly
equipped?
Have they been
delegated
appropriate
work so you can
focus on your
own added-value
work? Do you
have a system for
ensuring bench
strength? Do you
have a common
language for
delegating and
collaborating?
Here is a short
article on the
key elements
that need to
be in place for
top performing
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CIM Chartered Managers Canada and the McGill School of Continuing Studies have
partnered to offer a prestigious dual-credential management program. Students who
complete the Graduate Diploma in Management from the McGill School of Continuing
Studies will now also be able to attain the Chartered Manager (C.Mgr.) designation,
the most prestigious status that can be achieved in the management profession. One
of only three programs in the world to be awarded this status, McGill’s Diploma in
Management is a graduate-level program designed to prepare students for positions
in management in a variety of industries. Read the full press release online.
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PROFESSIONAL DESIGNATIONS GRANTED

NEW MEMBERS

Last Name
C.MGR.
Zarate
Bayduza
Junius
Kostenko
Spencer
Rahim
Garbutt
Osterroth
Ezzeddine
Zimnicki
Nouri
Kolawole
Beharry
Louisa
Singh
Nsengiyumva Ndeze
Haddad
George
Debleds
C.I.M.
Raes
Kamanga
Wiebe
West
Duncan
Ross
Samaan
Grota
Haskell
Binda
Sahrawat
Weerakoon
Santos
CIMA
Almubarak
CSM
Puddicombe
Mills

Last Name
Jones
Pandey
Meunier
Mcconaghie
Martins
Schultz
Neblett
Khan
Mills
Nsengiyumva Ndeze
Krause
Kapadia
Diaw
Tofsrud
Gider
Kaiser
Engel
Abioye
Lèger
Jean
Abou Khater
Thwin
Slator
Mason
Parker
Napoleon
Pablo
Bashour
Budney
Panganiban
Bosompem
Habash
Kaldas
Mustedanagic
Siddiqui
Sulypka
Campbell
AlMubarak
Singh
Shaikh
Grewal
Kaur
Siddique
Wong
Schettler
Singh
Yahya
Menon
Sandhu
Lumbala
Izzo
Butler
Lawrence
Gupta
Qiu
Lau
Kirzinger
Modi
Zhang
Sadowski
Lofton
Tessler
Santos
Crilly
Liu
Awaad
Pilgrim
Issa
Jadav
Toric
Hamstra
Haddad

First Name

Chapter

Alexandro
David
Cheng
Olga
David
Dr. Emad
Brent
Erwin Carlos
Lamia
Monica
Seyed
Olubunmi
Jonathan
Rod
Manpreet
Kennedy
Fady
Vipin
Sacha

Toronto
Southern Alberta
Toronto
NA/NWT
National
National
Grand Valley
Southern Alberta
Quebec
Manitoba
National
Manitoba
Toronto
Quebec
BC/Yukon
National
National
National
Toronto

Jay
Felix
Grant
Stephanie
Zachary
Jacobe
Anna
Lisa
Brody
Logan
Ashok
Chaminda
Arsenio

London
Manitoba
Manitoba
Manitoba
Hamilton-Niagara
Grand Valley
Grand Valley
Grand Valley
Maritime
Manitoba
Manitoba
Manitoba
Hamilton-Niagara

Feras

BC/Yukon

Chris
Karen

Lake Simcoe
Maritime

First Name
Darren
Jay Steven
Shiella
Raymon
David Anthony
Ufuoma
Ravindranth
Lamia
Emad
Anna
Dhruvi
Christopher
Navneet
Jacobe
Adrian
Matthew
Matthew Clayton
Peter
Jonathan David
Lisa
Tracy
Dejon
Akash
Seyed Hossein
Nazz
Stacey
Becky
Parth
Melissa
Logan
Khurram
Carie
Olumide
Rod
Roman

Chapter
BC/Yukon
London
Manitoba
Quebec
National
Southern Alberta
Toronto
Quebec
National
Grand Valley
Grand Valley
London
Toronto
Grand Valley
BC/Yukon
BC/Yukon
Southern Alberta
Toronto
Toronto
Grand Valley
Toronto
BC/Yukon
Manitoba
National
NA/NWT
Toronto
Manitoba
Manitoba
Ontario East
Manitoba
Hamilton-Niagara
Grand Valley
National
Quebec
London

NEW MEMBERS
Last Name
Dunn
Raes
Tuason
Saadeh
Spencer
Otomewo
Seegobin
Ezzeddine
Rahim
Samaan
Thakkar
Bell
Kaur
Ross
Dirassar
Langford
Mason
Albi
Beharry
Grota
MacLean
Douglas
Lalka
Nouri
Baksh
Clark
Cianflone
Joshi
Fraser-Arnott
Binda
Hassan
Stroszka
Olaifa
Louisa
Lalich
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First Name
Barbara
Yubraj
Dustin
Katherine
Breno
Amanda
Dwayne
Yousuf
Karen
Kennedy
Lee
Pranav
Rokhaya Daba
Justin
Cihat
Lauren
Barkley
Adetoyese
Andrè-Michel
Patrick
Tarek
Aye
Corrine
Michael
Susan
Che
Freisz
Rafif
Lisa
Belinda
Osei Bonsu
Razanne
Mark
Edina
Abdul
Sonia
Linnéa
Feras
Manpreet
Neha
Rehmat
Simran
Ziaurrahman
Jonathan
Bryson
Sanil
Moutaz
Adhvait
Simran
Malu Melisa-Rose
Milan
Darcey
Josh
Deepanjan
William
Kelly
Stephen
Vicki
Yu
Damian
Collette
Brenda
Arsenio
Deirdre
Fule
Ahmed
Clarence E
Natasha
Avinash
Armin
Graham
Fady

Chapter
Saskatchewan
Manitoba
NA/NWT
NA/NWT
Manitoba
Manitoba
Manitoba
Toronto
Maritime
National
NA/NWT
Hamilton-Niagara
Quebec
BC/Yukon
Toronto
Maritime
Manitoba
Manitoba
Maritime
NA/NWT
NA/NWT
Toronto
NA/NWT
NA/NWT
Grand Valley
Southern Alberta
Manitoba
Quebec
NA/NWT
NA/NWT
Southern Alberta
Hamilton-Niagara
Hamilton-Niagara
Hamilton-Niagara
Toronto
Hamilton-Niagara
Hamilton-Niagara
BC/Yukon
BC/Yukon
Toronto
Hamilton-Niagara
Manitoba
Manitoba
Toronto
Manitoba
Hamilton-Niagara
Hamilton-Niagara
Toronto
Toronto
Southern Alberta
Hamilton-Niagara
London
Hamilton-Niagara
Hamilton-Niagara
Toronto
Toronto
Saskatchewan
Hamilton-Niagara
NA/NWT
Hamilton-Niagara
NA/NWT
Manitoba
Hamilton-Niagara
London
Hamilton-Niagara
National
National
Toronto
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Your 24/7 Online Management Resource

Exclusive to CIM members in Canada, ManagementDirect is an online resource portal to support
managers at all levels. If you are studying for one of our management designations or would like some
help with the issue of the day, there will be something for you on ManagementDirect!
ManagementDirect holds a vast range of resources:
Hundreds of practical checklist activities to ensure a best practice approach
Over 100 hours of E-learning modules
CMI Research reports as they are released
400 Videos
Over 10,000 Journal articles
80 practical management Models
Over 9,000 eBooks and more...
These aim to cover many of the challenges you will face as a manager, from motivating your team to
handling financial reports. A research team validates all the content to ensure the quality adds value to your
CIM membership. Visit the Members' Only section of our website!
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The 5 Laws of Post-Pandemic
Financial Recovery
Master the art of the turnaround.

Beth Brady

Beth Brady is a CMO with Chief Outsiders, the nation’s leading fractional CMO firm
focused on mid-size company growth. She Works with consumer packaged goods,
information services, and financial services companies to turnaround underperforming
business units, drive revenue, and exceed P&L growth targets. More information at:
www.chiefoutsiders.com.
The economic fallout of COVID-19 is forcing
companies of all stripes to master the art of the
turnaround. Since this is no ordinary market
contraction, now more than ever, there are 5 key
principles companies should keep in mind as
they work on financial recovery.
Focus on Problems, Not
Products or Services
First and foremost, companies should
determine how they define core capabilities.
Avoid defining yourself solely by your products
or services. Those criteria alone may create a
limited view since certain products can become
irrelevant as tough times change market
demand. Instead, take into account the whole
set of skills and capabilities of the company.
It’s best to establish a relevant group of
problems, and then align the capabilities of the
company to address the new set of problems.
Thus, the business can define its value
proposition in a way that transcends any one
offering.
There are already examples of companies
successfully shifting gears—or pivoting—to
meet new needs. Think of a pillow manufacturer
that’s now making face masks. They don’t make
pillows; they sew, and now they’re sewing to
Summer 2020

solve a new problem. Not every company can
pivot like that, but most can shift their focus to
better serve current market needs.
Understand Customers Are
Your Greatest Assets
Companies need to reach out to customers
proactively to discover what they need now,
because in the case of a crisis as expansive as
a pandemic, those needs have changed. If the
company genuinely listens to their customers
and responds effectively to those needs, the
business can earn loyalty that lasts well beyond
the crisis. The best companies will discover
their customers’ current pain points and find
creative ways to address them.
Recent examples include insurance
companies automatically offering refunds to
customers who are clearly driving less during
lockdowns, or the gyms that are offering
online classes for members at home. These
innovations are driven by thinking of the
customer first, and adapting the product or
service to them.
Diagnose Accurately
In the midst of a crisis, companies may feel
the need to diagnose the problem as quickly
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as possible, but speed shouldn’t be the priority
here. Accuracy matters most right now, and
given the stakes of turnaround efforts, there’s
no time to get the diagnosis wrong. Proper
rationalizations yield operational efficiencies, and
in turn sales bumps and returns of momentum.
Shape Your Future Around
What Makes You Unique
No one should suggest companies ignore their
competitors while executing a turnaround, but
being aware of one’s peers is different than letting
them shape the market for themselves. It’s far
better to shape the future of the business around
what makes the company unique among its peers.
Double Down on What’s Working
Turnarounds require doubling down with a
single-minded focus on what works. The Pareto
Principle states that, for many events, roughly
80% of the effects come from 20% of the
causes. Some companies ignore this at their own
peril. It’s time to discover that 20% and invest
even more time and resources there. Now’s
the time to sunset any products, services, or
activities that are underperforming.
If you have years of product proliferation,
all those products need support and ongoing
maintenance that rob the successful products
of the investment they need. The company’s
leadership should not be afraid of losing
obsolete products. It will provide more than
enough savings to make up for any lost
customers. Migrate most of your customers to
better offerings and see your sales increase and
margins improve.
Bottom Line
If there’s one recurring theme to all these
principles, it’s appreciating the unique situation
of a given company and its competitive position.
Everything is grounded in an accurate view of
a business and its place in the market—in this
moment, not what was the case a year ago. And
in the weeks to come, you should be digging
deeper into these 5 principles at work, because
in turnarounds, the real world matters most.
Summer 2020

15

CANADIAN INSTITUTE OF MANAGEMENT / INSTITUT CANADIEN DE GESTION

Connecting Through the Camera and
Keyboard
10 success strategies for managing meetings in the virtual world.

Kate Zabriskie

Kate Zabriskie is the president of Business Training Works, Inc., a Maryland-based talent
development firm. She and her team help businesses establish customer service strategies and
train their people to live up to what’s promised. For more information, visit:
www.businesstrainingworks.com.
As the world finds itself rapidly adopting
virtual meetings, many people struggle
while attempting to translate the in-person
experience to an online format. Luckily, there
are some tried and true actions neophytes can
take to have their online gatherings running
like clockwork. By following ten strategies for
surviving in the virtual world, a newbie can
perform like a pro in record time.
Strategy One: Know what you
want to accomplish
Just as it’s important to have a game plan
for an in-person meeting, it’s essential that you
have a goal for any online get-together. Are
you informing, gathering information, looking
for opinion, making a decision, or something
else? If you don’t know, your meeting is not
going to feel as tight as it could, and you won’t
look as put together as you might had you
done some thinking in advance.
Once you know the goal, it should inform
the meeting’s length, number of attendees,
and desired level of interaction. For example,
if you’re discussing your company’s new
telecommuting rules and short-term business
plans, you’re probably not seeking opinion
but instead providing information and perhaps
answering questions. Given the one-way
nature of the bulk of that gathering, you can
Summer 2020

probably accommodate far more people than
you could if your goal were to elicit opinion
and seek input.
Strategy Two: Communicate
Your Expectations
Most people will do what you ask them
to do if you ask them to do it and you model
the behavior. Be specific and direct. If you
want people to share their cameras, have a
slide outlining your request as people join
the meeting. If you want them to raise their
hands to answer a question, raise your hand
when you ask it. If you want people to type
something in the chat box, you should type as
they are typing. The more deliberate you are
in your instruction and actions, the better your
chances of seeing what you want to see.
Strategy Three: Share a Roadmap
Just as an in-person meeting can benefit
from an agenda, virtual meetings need a
roadmap or itinerary. Furthermore, in the virtual
world it is helpful to show the agenda several
times during the meeting and point out where
you are on the schedule. An agenda check
refocuses people who may have drifted off
and it gives them an easy onramp back to the
meeting. Furthermore, acknowledging where
you are in the process gives people a sense
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of movement (or lack of movement, for that
matter) and helps the group stay on task.
Strategy Four: Recognize
Technology Diversity
When it comes to technology, the virtual
world is not equal. In a typical meeting,
some participants will have equipment and
bandwidth worthy of a Hollywood production,
while others will appear to have a dial-up line
reminiscent of equipment from the previous
century. For that reason, it’s important to
think about what could go wrong and how to
troubleshoot potential problems before they
occur. For example, will you record and post
the meeting for people who have difficulty
joining? Do you have a dial-in number for
those attendees who can’t get VoIP technology
to work correctly? Will you send slides in
advance for people who have difficulty logging
in altogether and must rely solely on a PDF?
The more you prepare for problems, the easier
they are to deal with should they arise.
Strategy Five: Arrive Early
and Start on Time
If at all possible, it’s a good idea to arrive
to your virtual meeting well in advance of your
participants. The time you have in the virtual
room before it fills will give you an opportunity
to troubleshoot your technology, get
comfortable in your seat, and welcome early
birds as they enter the room. Your early arrival
also allows you to avoid having participants
wait in a lobby. In principle, the lobby is a neat
concept. In practice, it can work against you.
If participants arrive to a lobby, they will more
than likely work on other tasks as they wait
for you, and you’ll have to work harder to get
the full attention they were initially prepared to
give you.
Strategy Six: Accept You Are in
a Competition for Attention
Nothing says multitasking opportunity like
a web-based meeting. Even the most effective
presenter competes with a participant’s inbox,
Summer 2020
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other work, and just about any activity that
is potentially more interesting. You will have
to double or even triple your efforts to keep
virtual attendees involved. Putting yourself on
camera and asking participants to appear on
camera is only the first step. Next, you have to
think about ways to keep people’s eyes on the
screen or handout and their hands busy about
every two minutes. Two minutes? Yes! People
want to be engaged. If they don’t engage with
you, they will engage with something else.
Strategy Seven: Add Variety
The longer your meeting, the more
important it is for you to add variety. If you are
taking a poll, for example, consider conducting
one using one that uses fingers held up to
screen, another that uses the systems polling
function, one that requires people to stamp a
shape on a Likert scale displayed on a slide,
and another that requires attendees to type a
number in the chat box. The idea is to avoid
becoming predictable. Slide, slide, poll; slide,
slide, poll; slide, slide poll equals BORING.
Strategy Eight: Balance Conversation
Just as people participate in in-person
meetings at various levels, the same thing will
happen in the virtual world. A good meeting
facilitator will take action to add balance.
For instance, “I’m going to throw this next
question to the people I see in the second row
on my screen. That’s Jane, Josh, and Juan.” In
that example, nobody is individually put on the
spot. However, those three participants know
that at least one of them is on deck to speak
next. In addition to calling on a few people,
you should also consider directing people to
different channels.
“If you would like to answer in the chat
box, do that. If you would prefer to open your
microphone, go ahead. If you would like to
send a message just to me, send a private
chat.” The variety of avenues offered in that
example accommodate people who like to
talk, those who prefer to write, and others who
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are less comfortable speaking up in public.
Strategy Nine: Consider Using
a Production Team
It takes time to master a virtual meeting
program, and even the pros can find it difficult
to wear half a dozen hats at once. If you are
running a large meeting or new to the process,
consider assembling a team. For example,
designate someone to troubleshoot tech
problems for attendees, assign a chat monitor
to bring anything to your attention you don’t
see right away, and so forth.
Strategy Ten: Limit Your
Time and Use it Wisely
No adult wants to sit for more than two
hours at a time, and this is especially true in
the virtual world. If you plan to move a sixhour meeting online and leave the agenda
essential as is, think again. For meetings that
are essentially information-sharing exercises,
consider limiting yourself to one-hour blocks.
For interactive conversations, as a rule of
thumb, you should be able to get away with
two hours at a time. Rarely, if ever, should you
schedule more than four hours a day. And
those four hours should include a generous
break if possible. If you need more hours to
accomplish everything you need to, consider
running smaller meetings with fewer people,
spreading a long meeting over several days,
or sharing video recordings instead of bringing
people together if they would accomplish the
same result.
It’s a new world for many people taking the
plunge into the world of virtual meetings, and
now is the time to get comfortable. Take the
time now to leverage a few simple strategies
that will get you on solid footing. Paying
attention to what you like and don’t that others
do in their meetings will help you grow. Asking
for feedback from your attendees will further
accelerate the process. May your next online
meeting be a smashing success.
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The Top 5 Business Strategies Leaders Must
Adopt During COVID-19
Necessity is the Mother of Invention.

Shelley Armato

Shelley Armato is CEO at MySmartPlans, a provider of best-in-class SaaS construction
technology that eliminates risk, creates transparency and protects the budget. She provides
professional construction services to some of the most prestigious business owners in the
healthcare, scholastic, government, and other commercial market sectors. Contact her at:
www.mysmartplans.com.
Entrepreneurs, business owners, and
company leaders in every industry are living
in a state of overwhelm right now. The rules of
business have changed seemingly overnight,
and many are struggling to adapt to the new
normal of our current reality.
The number of decisions business owners
and leaders need to make daily is staggering.
How do we communicate with customers?
What do we do about projects put on hold?
How do we keep our employees safe? What
kind of infrastructure do we need to support
our remote workers? And of course, the biggest
decision of all, what steps must we take to
ensure our business survives this crisis?
Being a business owner or company leader
requires you to be nimble and ready to react
at a moment’s notice. But that doesn’t negate
the fact that you’re feeling stressed and
overwhelmed. Now more than ever you need to
commit to your goals and squash any fears that
may be holding you or your company back.
The following 5 strategies will help you
persevere through any challenge, stay on track
with your dreams, and emerge from the crisis
victoriously.
1. Be tenacious
As an entrepreneur, business owner, or
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company leader, you likely made the decision
to be tenacious long ago. After all, if you
hadn’t, you wouldn’t be in the position you
are today. Now is the time to double down
on that commitment, not back away from it.
Times of crisis demand boldness, innovation,
and tenacity like no other. If you feel your
tenacity wavering, pick a mantra that is
powerful and motivating for you and have it
play on a loop in your mind. Some common
mantras leaders use to build their tenacity
are “never give up,” “tough times don’t last;
tough people do,” and “persistence breaks
down resistance.” Pick a phrase that works
for you and use it as your guide.
2. Look to your past challenges
and how you overcame them
We’ve all had to overcome challenges in
the past. Whether it was a business failure, a
job loss, the death of a loved one, or anything
else, no one’s life is without obstacles. And,
believe it or not, that’s a good thing, because
by living and working through those setbacks,
you learned some important and useful skills.
Even though the current global challenge
facing us may seem different than anything
anyone has experienced in the past, the fact is
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that the skills you have honed over the years
during other challenges are the same skills
that will get you through the current crisis. Just
as a skilled cyclist picks themselves up after a
wipeout and can ride again, so can you if you
focus on the skills you already have.
3. Get comfortable being uncomfortable
During times of crisis, you will need to try
new things—maybe even things you never
imagined you’d do. Often, that means being
uncomfortable. For example, many business
owners are now doing live videos on social
media to stay in front of customers and
prospects. While they may be very comfortable
giving scripted messages to the camera,
talking off the cuff, in a casual setting (such as
their home), is very different. During any crisis,
“business as usual” isn’t enough. Therefore,
think about what new, uncomfortable things
you can do to keep your company top-of-mind
for your customers.
4. Reinvent your message
If your sales have dropped or projects
have been put on hold, taking a “wait and
see” stance is dangerous. You need to keep
your business profitable during the crisis, so
you may need to reinvent or reposition your
message and your offerings. The key is to
find the pain your clients are having right now
(which may be very different from the pain
they were trying to address a mere 3 months
ago), and then deliver solutions to meet their
current needs. Realize that repositioning your
offering often requires only a slight pivot, not
a 180-degree change. Look at some examples
currently occurring in communities across the
country: restaurants offering grocery delivery
services, distilleries making hand sanitizer,
apparel and shoe makers adding face masks
to their product line, etc. You already know
how to reposition—you did it when you started
your business or leadership position. Simply
put that skill to work again now.
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5. Protect your company’s culture
In order for your business to survive and
thrive during a crisis, you need to nurture
and protect the company culture you’ve
worked so hard to create. This requires you
to model strength for your employees, and to
communicate honestly and often with them.
The goal is to keep fear at a minimum and to
make your employees feel safe. Let them know
that they are doing a fabulous job during all the
changes. Listen to their ideas. Ensure they feel
part of the team and valued. Above all else,
make sure they know—both by your words and
your actions—that you are going to lead them
through the storm.
Embrace the Challenge
They say that necessity is the mother
of invention. And it’s true! In fact, often the
best innovations come during times of crisis.
The key is for you to assess the situation,
determine where your business can add value,
and then take action using the strategies
outlined here. When you do, you’ll find that
your company can weather any obstacle and
emerge as the marketplace leader.

CIM | Chartered Managers Canada Announces Reciprocity with the
Institute of Certified Professional Managers (ICPM) in the USA
CIM | Chartered Managers Canada and the Institute of Certified Professional Managers have signed a reciprocity agreement for the mutual
recognition of their C.Mgr. and CM designations. With over 14,000 managers and leaders certified worldwide, the Institute of Certified Professional
Managers is the largest management certifying body in the United States, doing business globally. Both managers and employers benefit from the
CM certification which is recognized internationally as a valid indicator of managerial competency and leadership potential.The Certified Manager
(CM®) certification is a professional credentialing program that verifies an individual's ability to manage and potential to lead with a level of
competency. Successful applicants earn the privilege to use the “CM” professional credential as a sign of their competency.
Visit www.cim.ca for details!

in partnership with
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7 Signs Your Team Isn’t Ready for Change
The leader who develops the skill of problem solving will be able to help their team
quickly pivot to the new normal because they can focus on innovation instead of
dealing with old problems that are costing them customers, profits and employees.

Liz Uram

Liz Uram is a nationally-recognized speaker, trainer, consultant, and author. As a result of
her work, leaders are prepared to anticipate and solve problems, develop and empower others
to embrace change, and attract and retain top talent. With 20 years of experience, she’s
developed systems that work. Uram’s written four books packed full of strategies leaders can
implement to get real results, real fast. For more information, please visit:
www.lizuram.com
It was a typical Monday morning staff
meeting. The team gathered in the conference
room to hear the usual reminders from the
manager about the importance of following
procedures.
The team listened politely but responded with
silence when the manager asked if they had any
questions. The following week the whole scene
was repeated as if it were Groundhog Day.
Business was booming and the team was
working hard to keep up with customer demand
so the reminders were largely ignored and errors
continued.
Then everything changed. An economic
downturn caused revenue to dry up, seemingly
overnight. Suddenly, every customer, every
dollar, and every skilled employee counted. The
old problems were exposed and now they had
new problems to deal with.
The manager knew things needed to change
but he didn’t know where to start. Identifying
and solving underlying problems is the key to
helping your team prepare for change.
These 7 signs can alert you to problems in
the workplace that affect your team’s ability to
successfully pivot to a changing environment:
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Silence
Don’t assume that silence means agreement
or is an indication of compliance. If your
team rarely asks questions, voices issues, or
offers ideas it could be a sign of a disengaged
workforce. Employee disengagement costs
companies billions of dollars in lost productivity
each year. According to research, 70% of the
American workforce is disengaged which mean
employees are not motivated to share input and
ideas. Lack of collaboration makes long-lasting
change nearly impossible. Breaking the silence
is a problem worth digging into.
No Change in Behavior
At one major hospital in the Midwest, a health
care assistant (HCA) had a habit of frequently
disappearing during their shift. To correct the
behavior the nursing supervisor sent a generic
email blast to the entire team reminding them
that they were required to stay on their floor
during their shift. The guilty party’s behavior
didn’t change but the supervisor’s email did
offend the HCAs who weren’t violating the rule.
When individuals don’t respond to reminders to
adhere to policies and procedures, it can be a
sign of an accountability problem.
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Roller Coaster Performance
Sometimes leaders get so fed up with people
not doing their job that they call an emergency
staff meeting and lay down the law. The team
finally responds to their demands and things
improve for a while but then they go back to
the way they were. The hard part is that the
team thinks they are doing a good job and are
meeting expectations only to find out at the next
staff meeting that they aren’t. The surprising
truth is that only 50% of employees know what
is expected of them on the job. Roller coaster
performance is an indicator that expectations
haven’t been established or communicated.
Employee Turnover
Turnover is inevitable but excessive turnover
is a red flag. Knowing what your industry
average is will help you establish a baseline
of what to expect. For example, the average
annual turnover in a customer contact center
is 30 – 45%. It’s important information because
high turnover is an expensive problem. As a
general rule of thumb, it costs 1x the annual
wages to replace a non-exempt employee. A
40% turnover rate in a department of 20 equates
to 8 employees a year. At $38,000 a year that
comes out to $304,000. Turnover, even when
the employee moves to another department
internally, is a problem worth looking into.
Excessive Overtime
Intermittent overtime is a reality for many
businesses due to fluctuating customer demands.
One customer service department spent in excess
of $100,000 annually in overtime pay because
they maintained the same staffing levels Monday
– Friday even though 47% of their volume came
in during the first two days of the week. When
employees aren’t able to complete their work in
the normal hours on a regular and ongoing basis it
could indicate a staff utilization problem.
Broken Record
They’re tired of hearing about it. You’re
tired of talking about it but nothing changes.
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When the accounting manager has to remind
the team every week to enter the customer
purchase order number on the order form that’s
a problem that impacts the customer. Absorbing
a million or more dollars in uncharged shipping
costs is a direct hit to the bottom line. When
the same information is repeated over and over
with no change it could indicate a training or
accountability issue.
Recurring Issues
A large employer in Iowa gave its employees
bonus checks at the same time every year.
Every year the employer’s credit union would
get overwhelmed by hundreds of employees
coming in to cash their checks. Until one year
the credit union’s branch manager proactively
implemented process improvements to ensure
the extra volume could be handled with ease.
Infrequent, yet recurring events that take
people by surprise can signal an opportunity to
implement a process improvement.
The leader who develops the skill of problem
solving will be able to help their team quickly
pivot to the new normal because they can
focus on innovation instead of dealing with old
problems that are costing them customers,
profits, and employees.
Nobody knows what the future holds but the
highly competent leader won’t sit around and
wait to find out. They will actively seek out and
resolve problems during good times so they
are prepared to survive the downturns. The
organizations that not only survive, but thrive,
will be led by future-thinking leaders who are
able to pivot and embrace new realities.

CIM partners with many national and local companies to bring exclusive
discounts and promotional offers to our members. Please login to the
Members’ Only section of our website (cim.ca/members-only) for more
information about these affinity programs.

Now live! Register at cim.venngo.com

*To register, you will need your Member ID. If you're not sure of your NEW Member ID, please refer to
your recent membership receipt or login to your member account at cim.ca or contact admin@cim.ca

In addition to our existing partners!
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Maintaining a Leadership EDGE in
Turbulent Times
Why is it that some people seem to weather any business storm or crisis without
appearing to break into a sweat?

Jill J. Johnson

Jill J. Johnson is the President and Founder of Johnson Consulting Services, a highly
accomplished speaker, an award-winning management consultant, and author of the bestselling
book Compounding Your Confidence. Jill helps her clients make critical business decisions
and develop market-based strategic plans for turnarounds or growth. Her consulting work has
impacted more than $4 billion worth of decisions. She has a proven track record of dealing with
complex business issues and getting results. For more information on Jill J. Johnson, please visit:
www.jcs-usa.com

Why is it that some people seem to weather
any business storm or crisis without appearing to
break into a sweat? How is it that they always seem
able to recover from a stumble and move on to
even greater success? Are they immune to failure
because they have won the Success Lottery?
No. Those who achieve success during turbulent
times do so because they have an EDGE to their
approach to leadership: They understand the value
of external information. They establish a framework
for their decision-making. They develop goals to
provide a focus for accountability. They also take
advantage of outside experts to provide them with
additional insight.

External Information is Essential

Leaders who have an EDGE in achieving
success no matter the situation understand the
value of using external information. They know
it is vital to understanding what is going on with
the target markets they serve, especially when
they are in a distressed situation. These leaders
continually reassess their assumptions about their
circumstances and they look for deeper insights
to help them understand the complexity of the
distressing situation.
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EDGE leaders focus their time and energy on
asking the hard questions that help them go deeper
into understanding the alternatives available for
resolving their situation. They do not hide in their
office with the door closed when they are working
through a challenging situation. They get out of
their day-to-day bubble and look outward to gain
new ideas.
EDGE leaders leverage abundant external
information to provide them with insights to
use for reviewing their own situation. This
external information is often the catalyst for a
new beginning. They adapt and take advantage
of evolving circumstances and emerging
opportunities to provide a foundation for even
greater future success.

Decisions Use a Framework of Critical Criteria

Leaders who have an EDGE always develop
a solid framework for making critical decisions.
They understand that this framework will help them
manage their emotions as they deal with the anxiety
and pressure brought on by a business crisis. A
solid decision framework provides focus for the
criteria that they will use to evaluate their options.
They also use their decision framework to consider
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the implications of each choice available to them.
Leaders with an EDGE use the questions they
asked during the information gathering phase to
ensure they consider a wide range of alternative
solutions. Yet they drive their decision-making
by using their decision criteria to help them
establish a framework for their priorities. They are
attentive to the nuances each option provides.
They prioritize the value of each element of their
decision criteria. They use their decision framework
to determine what they need to do to reclaim their
success as they sort through their various decision
options. Knowing the boundaries for their decisionmaking gives them a more objective sense of how
to evaluate their options. It moves them to a more
detached and impartial view as they go through
their evaluation process.
These leaders do not avoid making decisions.
They use decision criterial to control their
emotions and stay focused on the most critical
decisions that need to be made. They consider the
consequences of implementing each option and
are laser-focused on the elements that matter the
most to resolving the critical issues.

Goals Focus on Daily Accountability

Leaders who have an EDGE set high goals for
themselves. When circumstances collide to put
up barriers to their achievements, they reassess
their goals and then create new ones. Their goals
stretch their leadership capability and provide
them with clarity for their on-going learning to
expand their excellence. They establish metrics
to measure their goal achievement. They use data
and information to measure their performance.
Everything they do is focused on moving
through the tough time to seek out options for
resolving the situation. Yet these leaders take it
further by pushing themselves to achieve even
more. They view a difficult time as something that
tests their abilities. They embrace the challenge
this provides and they trust themselves to succeed
by using thoughtful processes. They know they
have the tenacity and focus to reach their goals
each day and throughout their careers.
EDGE leaders view their role as one in which
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they need all hands-on deck to solve the problem.
They share accountability with other members
of their team which helps to deepen team bonds
while creating stretch challenges for them too. The
best EDGE leaders hold their teams accountable
but they never abandon their team or the
challenge. They work collaboratively to resolve it.

Experts Provide Additional Insight

Leaders who have an EDGE use outside
advisors to augment their understanding of their
options and to serve as an objective sounding
board. The best advisors are the ones that
challenge the leader’s thinking and help move
them beyond the status quo. Seasoned advisors
have seen challenging situations like this countless
times. These leaders take advantage of outside
expertise to gain deeper insight and move more
quickly to understand and implement their
available options.
Outside advisors may bring forward alternatives
that had previously been dismissed because they
were not fully understood or how to tweak them for
effective implementation. Once the array of options
is on the table, working with outside advisors helps
EDGE leaders assess the real benefits of each
alternative while supporting them as they deal
with the overload and pressure of a distressing
situation. These leaders don’t feel so alone or
isolated from deeper insights. Outside experts
also provide a buffer so they can maintain their
leadership authority in front of their employees.
Final Thoughts
Using the leadership EDGE to achieve success
in turbulent times is not easy. It requires discipline,
laser focus and daily effort. Those who continue
to achieve success even after surviving a crisis
recognize that they have to change and adjust
to the evolving situation. When they do, they
create opportunities to develop a real strategy for
enduring success. When you thoughtfully look at
your own circumstances, you can develop your
own leadership EDGE to evaluate your situation
and chart a course for ongoing success.
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Take Advantage of the Current
Financial Mess
There’s no denying a societal crisis, especially a global one is a game changer in
many ways, especially in the business community.

Ami Kassar

Ami Kassar is the founder and chief executive officer of Multifunding LLC, speaker, and
author of The Growth Dilemma. He has advised the White House, The Treasury Department and
The Federal Reserve Bank on the state of the financing markets. A nationally-recognized expert
on business capital, Ami has helped over 1,000 entrepreneurs raise over $400 million of debt for
their businesses. For more information on Ami Kassar, please visit:
www.AmiKassar.com.
There’s no denying a societal crisis, especially
a global one is a game changer in many ways,
especially in the business community.
Plenty of business people – entrepreneurs
and otherwise – are dealing with real pain and
life- and business-threatening situations. You can
only hope for the best.
Yet business owners, especially those whose
current and future prospects aren’t completely
bad off, have the ability to take advantage of
whatever opportunities have arisen in these
strange times.
That’s not to say you should prey on the
misery of others, but there are some things you
should be doing at this point that could pay off in
the future.
Here are five things to consider.
1. RESTRUCTURE ANY DEBT
YOU ALREADY HAVE
Ideally, you don’t want to be taking on any
more debt these days if you can help it – and
that might be a big “if” for a lot of businesses.
Still, there’s plenty of opportunity to reduce your
monthly payments.
Considering how life is always changing,
Summer 2020

your business might be viewed vastly differently
now by lenders. For example, perhaps you’re
generating increased amounts of collateral, cash
flow or credit. Even with a pandemic slowdown,
maybe your products or services are still in
demand.
Refinancing should be on your table. Just by
shaving a percentage point or two is going to cut
your monthly debt service, which will put more
money in your coffers. And in these troubled
times, cash is king more than ever.
2. THE SBA WORKS
Unlike in the past, you might now be eligible
for a Small Business Administration-backed loan
– or a better conventional bank loan.
The SBA got a lot of attention because of the
CARES Act and the Payroll Protection Program,
but it’s the agency’s regular lending programs
that should interest you. Do note that in its regular
programs, the SBA doesn’t make the loans – it
only backs them for a select group of lenders.
The flagship 7(a) program offers low rates
and fees, comes with counseling and education
if so desired and generous repayment terms.
In addition, lower down payments, flexible

CANADIAN INSTITUTE OF MANAGEMENT / INSTITUT CANADIEN DE GESTION

requirement regarding overhead and no collateral
may also figure into the equation
3. LOYALTY IS NICE WHEN IT COMES TO
DOGS, BUT NOT NECESSARILY IN BANKING
At the very least, you need to conduct a debt
review to consider financing options as they stand
now.
That said, you have to be careful. Your current
lender won’t want you to go, especially if the
current arrangement is lucrative in their favor. They
may try scare tactics, claiming you’ll lose flexibility
if you change lenders or that you may risk running
out of money.
Resist that pressure. Think of it this way: What’s
more important – your business or your lender?
Your lender is certainly looking out for itself first.
You must, too.
And remember, it’s always possible your lender
could rework your deal, which could save you from
awkward moments.
4. LOANS (AND LOAN RESTRUCTURING)
AREN’T ALWAYS THE ANSWER
More capital isn’t always the answer.
Sometimes, it’s better to make do with less.
Entrepreneurs generally don’t want to scale
back their operations because they’re too worried
about growth. But few businesses grow in a
straight line. There are ups and downs along the
way and now you might just want to minimize the
damage.
Steps you might take include deferring capital
expenditures or deferring or reducing lease
payments and non-critical vendor payments, if
possible. By reaching out proactively to landlords,
vendors and other contractor holder, you might be
able to craft some breathing ground.
On the unpleasant side, you could think about
furloughing some employees or even pay cuts (if
you choose the latter, make sure you cut your pay
as well).
5. GIVE YOURSELF SOME CREDIT
This advice – which isn’t heeded nearly often
enough -- applies for both when your company is
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doing well and when it’s struggling.
You should open a line of credit.
A credit line gives you peace of mind because
you have a ready reserve to tap. And it gives you
a great deal of flexibility. Say you get a shortterm opportunity to buy a stockpile of a key raw
material at a ridiculously low price. With a credit
line, you can take advance.
Remember that you only pay interest on a
credit line if you borrow from it – and there’s no
requirement that you do that. The credit line can sit
there untouched, if need be.
In summary, now’s a time when your goal may
well be simply to ride out the next few months.
That’s fine. Yet riding out the next few months isn’t
the same as doing nothing. By being proactive,
you can not only make the most of a bad time, but
position yourself for the inevitable rebound.
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Why Corporate Structure Is Becoming
Even More Important
Corporate culture includes three dimensions of collaboration, trust and learning.

Mostafa Sayyadi

At this point, you’re probably asking why
flexible structure is so important. The answer
is that a flexible structures is necessary to lead
a global organization. This type of corporate
structure is at the forefront of the knowledge
base and has relative value in organizations
throughout North American and the rest of the
developed countries. When executives can
generate flexible corporate structures inspiring
innovation and creativity within organizations,
they will secure a foothold in an ever-changing
hypercompetitive marketplace.
Corporate structure has been defined as a
pattern by which organizations can divide their
activities and tasks as well as control them
to achieve higher degrees of coordination.
[1]
Corporate structure, therefore, refers to the
bureaucratic division of labor accompanied
by control and coordination between different
tasks in order to develop communication within
organizations.[2] [3]
Centralization and formalization are the
most common structural aspects to examine
corporate structure.[4] Thus, important
milestones in corporate structure could
include centralization and formalization, which
inspire employees to take risk-related efforts
and generate more innovative solutions. To
examine centralization, executives should
explore the degree of control and authority
over decisions in hierarchical levels — that
is, how much employees can undertake daily
work operations without a supervisor and/
or how much employees are encouraged to
make their own decisions and/or how much
employees need to refer to someone else
Summer 2020

Mostafa Sayyadi works with senior
business leaders to effectively develop
innovation in companies, and helps
companies—from start-ups to the
Fortune 100—succeed by improving the
effectiveness of their leaders. He is a
business book author and a long-time
contributor to HR.com, People + Strategy,
Consulting Magazine and The Canadian
Business Journal and his work has been
featured in these top-flight business
publications.

when making decisions and/or how much
employees need their superior’s approval before
they do almost anything in their businesses.
Formalization, as another structural aspect, is
operationally investigated through measuring
the extent to which working relationships and
decisions are assigned by formal language that
represents official statements, policies, rules
and procedures — that is, how much rules and
procedures are generally documented and/or
how much relationships with our supervisors
are on a formal or planned basis and/or how
much employees can ignore the rules and reach
informal agreements to handle some situations.
Corporate structure can be reshaped by
executives when they develop knowledge
sharing and inspire employees to create new
ideas for a better environment among businessunits and departments. Two prominent scholars
by the names of Sirkka Jarvenpaa and Sandy
Staples maintain that the informal structure
could facilitate new idea generation to build a
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more innovative climate within organizations.
[5]
Executives can implement organizational
changes that develop better collaboration
among subordinates and managers.
Centralized versus decentralized decision
making is also a topic that executives must
deal with. Scholars found that more emphasis
on formalized and mechanistic structures
can negatively impact the executive’s ability
to exert such changes.[6] On the contrary, a
more decentralized and flexible structure
may improve departmental and managerial
interactions. The mechanical or centralization
at the commanding level of leadership impairs
the opportunity to develop relationships among
managers, business units, and departments.
Executives can reshape corporate structure
to be more effective when the command center
of organizations can disseminate information
in a decentralized and organic way as opposed
to the mechanical and centralized command
center. Decentralized structures shift the power
of decision-making to the lower levels and
subsequently inspire organizational members
to create new ideas and even implement them
while centralized structures may negatively
impact interdepartmental communications
and inhibit knowledge exchange. A recent
empirical study conducted in Texas A&M
University affirms that the there is a negative
impact of centralization on various knowledge
management processes such as knowledge
acquiring, creating, and sharing among both
managers and departmental units.[7] On the
contrary, a more decentralized and flexible
structure may enable executives in improving
departmental and managerial interactions
that can lead to identify best opportunities
for investment that potentially leads to
improve knowledge utilization process for
companies. Executives have acknowledged
some form of relationship between corporate
structure and knowledge utilization process.
Ergo, executives can positively contribute to
knowledge management through building more
Summer 2020
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decentralized structures within organizations.
The key take-away for executives is to facilitate
knowledge management through developing
a more flexible structure that is considered an
essential source for developing relationships.
Furthermore, scholars such as Brian Fugate,
Theodore Stank and John Metzer have
affirmed that knowledge management is a
significant indicator of improving organizational
performance.[8] Knowledge management can,
in fact, improve organizational performance
through increasing sales, customer satisfaction,
learning opportunities, innovation and quality
of products and services while still keeping
the shareholder. With this view, executives
can develop a flexible corporate structure
that links knowledge management and firm
performance together to serve the customer
needs and become more profitable. Therefore, if
corporate structure is not completely in favor of
supporting knowledge management, executives
cannot effectively manage organizational
knowledge to improve performance and
companies cannot be effective. Hence, the key
kernel for executives is that corporate structure
is a resource that enables organizations to solve
problems and create value through improved
performance and it is this point that will narrow
the gaps of success and failure leading to more
successful decision-making.
Moreover, flexible structures can directly
impact leadership effectiveness. For example,
leaders inspire followers to generate new
solutions and a better environment. An
empirical study by two prominent scholars
by the names of Frank Walter and Heike
Bruch in the University of St. Gallen provides
evidence that a highly centralized structure
has a negative impact on leadership practices,
while decentralization positively contributes
to executives in developing a more innovative
[9]
climate. These findings are enhanced by
the crucial role of decentralized structures
in facilitating the exchange of ideas and the
implementation of more innovative solutions
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based on stipulating the power of decision-making at all
levels of the organization. Furthermore, highly formalized
structures are more bureaucratic, and this negatively
contributes to the effectiveness of leadership in changing the
existing situations and creating a better environment.
In conclusion, organizational performance can be
enhanced when executives reshape corporate structure to
develop a more flexible corporate structure that provides
open access to knowledge and information. Thus, this article
suggests that flexible structures constitute the foundation
of a supportive workplace to disseminate knowledge and
subsequently enhance overall organizational performance.
I also presented some very beneficial managerial
implications for industry leaders and simply extended the
current literature by showing how executives can enhance
leadership effectiveness by reshaping corporate structure.
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