
Over two decades ago, I knew a young waitress—let’s call her Lydia—who had the enviable knack

of making each guest in the all-inclusive hotel where she worked feel that they were the most

important person in the room. Guests frequently mentioned Lydia by name when completing

their customer feedback forms, and repeat visitors were excited to see her smiling face and

incredulous that she remembered their names. It wasn’t just guests who appreciated Lydia and

her work ethic. Management knew they could always rely on her to go the extra mile to ensure

guests had a memorable holiday experience.

Then one day, Management decided to reward Lydia’s exceptional performance by promoting

her to the position of maitre d’. Everyone was so happy for her. She was delighted that

Management valued her contribution to the hotel’s success. Of course, the extra income was

great too. 

But everything didn’t exactly go as planned. Whenever the restaurant got busy, instead of

planning, leading, and organizing (managerial functions), Lydia reverted to what came most

naturally to her. In other words, she reverted to carrying out the functions of a waitress. This left

the members of her team scurrying around on their own and created the impression that no one

was in control. 

After a few months, Management was disappointed; Lydia was demoralised; and the other

members of the team missed the smiling, friendly, outgoing coworker they had grown to know

and love. 

It was Lydia and so many other good people who share her experience who motivated me to

write this book. Far too often employers reward employees for doing a good job as an individual

contributor by promoting them to a supervisory or managerial position. Unfortunately, they do

so without helping those high-performing employees to acquire and/or develop the knowledge,

skills, and abilities they need to succeed in their new role. As a result, high performers such as

Lydia may experience feelings of frustration, and even fail in the new role.

Research published by The Ken Blanchard Companies® revealed that new managers are not

getting the training they need to succeed. As a result, 51% of the managers in that study reported

that they felt unprepared for their new role. The findings of that study were not an isolated event.

Research from CEB revealed that as many as 60% of new managers either underperformed or

failed in their first two years.

I conceptualised this book as a first aid kit for people like Lydia and the 51% of respondents in the

study published by The Ken Blanchard Companies. It’s also for all those who can relate to the

53% of newly appointed managers who told Officevibe that they didn’t have an accurate

understanding of what it meant to be a manager when they took up the position.
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The American College of Emergency Physicians recommends that each household have a first aid

kit packed with supplies and equipment to correct minor problems and prevent them from

becoming big problems which require a major intervention—such as a trip to the hospital. In

much the same way, I’ve written this book with the intention that new and aspiring managers will

use it as their first resource to help them successfully transition to their new role. By following

this practical guide, new managers reduce the likelihood of falling prey to the most common

pitfalls such as those experienced by Lydia.

With this book, you have access to a guide to help you anticipate and skilfully navigate the

challenges you will inevitably encounter. In a 2013 Harvard Business Review article titled “The

Focused Leader”, Daniel Goleman posited that every leader needs to cultivate three levels of

focus—inward focus, focus on others, and outward focus. That paradigm aligns with the design of

this book, in that it has been structured around three levels of managerial challenges—managing

self, managing others, and managing systems and processes.

As someone who has been certified as a Senior Professional in Human Resources (SPHR) for over

a decade, and who is a designated Master Trainer and certified Professional Coach, I have

amassed a wealth of experience and had a first-hand view of the highs and lows experienced by

new managers. Additionally, based on my experience as a subject matter expert and graduate-

level lecturer and facilitator with the Cave Hill School o f Business at the University of the West

Indies, I know that traditional business school text books are not as accessible, and do not

necessarily provide the practical support new managers need.

Many of the personal experiences I share in this book came from my time on what to date is still

the most high-performing team I’ve had the privilege to lead or observe at work—the HR

Department at ABI Holdings Ltd. Those ladies continue to inspire me with their professionalism,

as well as their individual and collective strength, authenticity, and ability to get the job done. I

share our stories with their permission and with the hope that they will help you with your

personal journey. 

I begin the book with a focus on self as I define emotional intelligence—which, according to

Warren Bennis, can account for up to 85 to 90% of success at work. I then go on to draw on the

work of Dr. Susan David to share how you can develop emotional agility so that you choose how

to respond rather than being hijacked by your emotions—or the emotions or actions of those

around you. The rest of Part I contains other essential gems such as cultivating winning habits,

making the distinction between blame and accountability, and choosing your attitude. I then

close out the managing self section of the book by examining what is arguably the most

important issue—i.e. self-care.  
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In Part II, the focus shifts to managing others. That discussion begins with trust and goes on to

cover the other essential building blocks for mutually beneficial working relationships. In keeping

with my commitment to be your guide on the side, I go on to provide strategies and proven tips

on the essentials, such as giving and receiving feedback, effective delegation, and managing your

boss.

In Part III, attention shifts to the processes and systems that will determine your level of

efficiency. You will discover what is required to create and sustain a high-performance team, to

coach your direct reports in a way that will optimise their performance, and to conduct great

meetings. One of the keys to creating and maintaining a high-performance team is understanding

each of your direct report’s preferred role within the team. As a special bonus for purchasing this

book, you are entitled to a 40% discount on the purchase of a Belbin’s Individual Report.

Throughout each section of the book, you will find questions to take you through guided

introspection as well as activities that will help you apply the lessons learnt in real time. I strongly

encourage you to complete these exercises and activities. Research has shown that we best learn

by doing. Or, as the Chinese philosopher Xun Kuang reportedly said, “Tell me and I forget, teach

me and I may remember, involve me and I learn.”

I’m a big proponent of the importance of choices in life. Therefore, I exhort you to choose

carefully what seeds you plant while on your journey to becoming the best manager you could

possibly be. 

Every reader of my book will be equipped with a kit to:  
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connect with me here

Make a smoother transition from individual contributor  To manager

Possess a higher level of self-awareness

Gain proven strategies for self-regulation

Have the ability to anticipate and respond rather than merely 

reacting to challenges

Possess an enhanced ability to get things done with and  

through others
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