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z CASE 11 z
A Large Production Plant Hit by a Hurricane in Southeastern USA
Presenting Problem
This large production facility located in the Southeastern US was hit by a large hurricane. The small
community where it is located was devastated with flooding and damage by high winds. One
contract employee was trapped by a flash flood on the plant site itself and drowned.
Management was having a difficult time deciding how and when to reopen the plant for production.
Purpose
There had been enormous damage to the surrounding community but the plant site itself had
sustained minimal damage. Once power was restored after about three days the plant was capable
of going back to full production. However, the plant manager and several leaders felt it was too soon
to ask employees to return to work, even though large numbers of employees had asked to return to
work. The plant was a ´´work for pay´´ facility, meaning that the time off from production was not paid
time.
Intervention/Process
The EAC arrived on site on the third day of shutdown. Interviews were held with the plant
manager and key business leaders. It was found that the plant manager was the one who found the
body of the drowned contract employee, and was also the major block to startup. The EAC held a
meeting with the plant leadership team, including the plant manager, and discussed the role of work in
recovery from disaster. The representative also reviewed the growing financial strain that loss of income
represented to many employees. Key issues were discussed with the management team regarding
safety concerns and staffing plans.
Implementation Strategies
The EAC met separately with the key leaders to debrief them on their own experiences with the
hurricane. He also arranged for rotating shifts of EAP staff from the company EAP in the USA
to begin providing Critical Incident Debriefing sessions to all affected employees. Finally, the EAC
continued meeting with the plant leaders for the next day to provide assistance in developing employee
communications and assist in discussing safety processes and social support services. CID sessions for
employees were scheduled for each shift and planned to continue for 3 weeks following startup.
Key Learning
Concern over potential safety issues immediately after the hurricane shifted to a sense of
insecurity over what would be the right timing to call employees back to work. The plant leaders were
unable to determine how workers would respond to a call back when they were still trying to recover
from the hurricane. When they were able to understand the positive influence work can have on
recovering from disaster, they made the decision to restart the plant, much to the relief of most
employees. Also, the emotional impact of finding the body of the dead contractor was
very significant for the plant manager and resulted in further hesitation on his part to
restart the plant. Earlier intervention for him would have shortened the delay in startup.
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z CASE 12 z
Response to September 11th Incident of an Investment Bank in Singapore
Background/Presenting Problem
The Managing Director of Employee Relations of an investment bank requested Human Dynamic to
conduct a Critical Incident Stress Debriefing (CISD) session for 6 staff (and 2 spouses) who had been in
New York during the time of the tragedy. These staff, based in Singapore, had been sent to New York
for training stints of varying duration. Though fortunately removed from any life threatening danger,
Management was nonetheless concerned that these staff and their spouses undergo a de-briefing to
process lingering or unresolved emotional or physical reactions aroused. Though the debriefing was
extended to the 2 spouses who accompanied their partners, both women were unable to attend. Of
the 6 staff to attend the briefing, one staff was absent on the scheduled day of the briefing. (This staff
was subsequently followed up individually).
Process
Management demonstrated active concern in seeing the returnees supported and assisted through
the event and its aftermath. It had arranged for the returnees to be escorted back to Singapore
and received at the airport by company representatives. Returning staffs were given a one pager
welcoming them home and inviting them to the de-briefing (scheduled 4 days after their arrival). Also
listed in the communication was the emergency contact numbers of Human Dynamic’s consultants,
should they need immediate consultation.
Pre-session Contact
Human Dynamic was authorized to call each returnee once prior to the debriefing session to do a
preliminary assessment of their coping and render immediate assistance if indicated. This pre-briefing
call also offered an opportunity to prime returnees on the debriefing’s purpose to encourage their
attendance of it.
Intervention
o Refreshments
The Company had arranged to provide pastries and beverages for the returnees prior to the
start of the session. Refreshments were useful in breaking the ice, giving the participants the
chance to talk to each other and wonder aloud about the purpose of the session.
o

Start of Session
The session began well as participants were by that time acquainted with one of the 2
facilitators, having spoken to either of them days before. Participants were nonetheless
curious about the session, most not having heard, much less experienced one. Housekeeping
duties took 15 minutes to go over with participants and covered issues of confidentiality, ground
rules for speaking/not speaking as well as advising participants on the flow of the session. The
primary facilitator sought and the group gave its consent to the 2 staff to disclose to their
spouses, insights based on the group’s discussion, provided the disclosure went no further.
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o

De-Briefing Proper
The session made clear the following goals of the debriefing:
- to enable those involved to talk through the event
- to allow ventilation of impressions, reactions and feelings
- to help make some sense of the experience
- to gain a more complete picture of events by sharing experiences as a group
- to utilize the strengths of the group and not feel isolated in their experiences
- to normalize the situation and their reactions and encourage them to look to the future
- to recognize that support was available if needed

The facilitators made it a point to distinguish debriefing from counseling – to put participants at ease
due to the general discomfort or stigma that counseling connotes in the Asian context.
The Debriefing Model utilized was the Three-Stage Revised Briefing Model by Frank Parkinson (1997).
Briefly, the Model dictates that participants be asked in turn to discuss:
•
•
•

Facts – telling the story without discussing feelings
Feelings – looking at feelings, emotions and reactions
Future - normalization, provision of information and support

All participants were able to share their reactions and experiences - some more than others, but with
none of the participants choosing to stay silent throughout. Participants reported experiencing a
combination of physical, cognitive, emotional and behavioral symptoms in reaction to being so close to
the tragedy. Participants mentioned the following learning points rendered by their experience:
•
•
•

realization of their mortality and not to take things for granted,
realization that they are loved, that there is concern for their wellbeing
realization that their time was not up, time to appreciate life and strive to be more content

Key Learning
Expectation of Attendance by Management:
Management’s strong concern for the welfare of the returnees was manifested in the care taken to
support their safe and secure entry back to Singapore. Management went a step further by making
available the CISD session and actively encouraging attendance. Participants had shown a degree
of skepticism on the need or even usefulness of being made to attend the session. However, after the session, all reported finding the debriefing useful. Apart from being better able to put their
experiences in perspective, participants appreciated the educational component of the session
(i.e. information about delayed reactions, likely form symptoms could take etc).
Strong Partnership, Preparation & Communication:
The de-briefing’s success was in large part also due to the prompt communication and close
partnership between Management and the EAP provider. This open communication and trust allowed
for small but important touches and details to be built into the way the returnees were received and
supported.
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Factors Influencing Coping:
o Spousal Support
Participants, whose spouses accompanied them on their training stint, reported feeling less alone
and more secure for having a significant other close at hand. Where possible and where training stints
are of significant duration, a policy of allowing and even encouraging such companionship may add to
employee support and performance.
o

Co-occurrence of Significant Life Events
One participant in the group was quite shaken by events and required follow up support. This
employee was more affected than the others because of another tragedy involving the loss of a
close friend. The timing of this second event left this employee more vulnerable to self-doubt,
anxiety and distress.
Had Management not mandated this Debriefing, this participant would have been left to cope
alone, without professional support and input. One returnee who was absent for the briefing,
had actually been called away to attend to work. It is good Management to routinely schedule
debriefings whenever a critical incident occurs. Affected employees should be made to attend
the session however far removed they are perceived (by themselves or others) to have been
from the incident.

o

Management of Other Employees’ Reactions to the Returnees
Participants reported being quizzed over their experiences by many colleagues upon their
return. Perhaps to lighten the mood, some colleagues had even shared jokes about the
tragedy. Some participants found being asked about their experiences difficult to handle when
they were still trying to come to terms with their experience. To pre-empt such incidents,
Management could consider sending an email to the general staff population ahead of time,
reminding all to give affected individuals the time, space and privacy they require.
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z CASE 13 z
Crisis Intervention after a Workplace Suicide in China
Background/Presenting Problem
A food manufacturing company in China was witness to an extremely distressing even. An employee
had hanged himself during the lunch break. Though his colleagues discovered him and brought him to
hospital, he did not survive the attempt. He was reportedly suffering from depression.
Witnesses and the deceased employee’s colleagues were shocked, and as the organization had never
experienced anything like this before, the local management escalated the situation to the headquarters in Hong Kong. Human Dynamic was called in to provide crisis support.
Objectives
Crisis intervention for the company was aimed at:
o minimizing the psychological impact caused by the incident
o providing a safe platform for affected individuals and groups to share experiences, reactions
and feelings
o helping participants cognitively restructure their perception of the event and make better
sense of the experience
o helping individuals tap on each other’s resources, resilience and strengths so that they can
support each other in reducing the tension and discomfort
o identifying individuals who have been badly affected and might require further counseling
and help
o helping individuals manage stress after a traumatic experience
o normalizing the situation and employee’s reactions
o helping employees move on and look to the future
Intervention/Impact on People
Human Dynamic clarified the situation and provided assistance in the form of Critical Incident Stress
Debriefings (CISD). Two CISD sessions were conducted within 72 hours of the incident, and were
attended by 11 participants. The objectives of the intervention were met to a great extent.
Key Learning
Depression and mental health are silent killers in the workplace. Data developed by the massive
Global Burden of Disease study conducted by the World Health Organization, the World Bank, and
Harvard University, reveal that mental illness, including suicide, accounts for over 15 percent of the
burden of disease in established market economies, such as the United States. This is more than the
disease burden caused by all cancers. The numbers are staggering, and no job category or professional
level is immune, and even a formerly outstanding employee can be affected. Untreated depression is
costly. A RAND Corporation study found that patients with depressive symptoms spend more days in
bed than those with diabetes, arthritis, back problems, lung problems or gastrointestinal disorders.
Estimates of the total cost of depression to the US in 1990 range from $30-$44 billion. Of the $44
billion figure, depression accounts for close to $12 billion in lost work days each year. Additionally,
more than $11 billion in other costs accrue from decreased productivity due to symptoms that sap
energy, affect work habits, cause problems with concentration, memory, and decision-making. And costs
escalate still further if a worker’s untreated depression contributes to alcoholism or drug abuse.
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Workers at every level in an organization can do something about depression. Management and HR
should have a practical knowledge about this insidious yet treatable disease. In fact, employers and
managers can play a role in altering the impact of depression in the workplace; for instance, they can
receive training in identifying signs and symptoms of depression. Basic counseling skills can also be
imparted. As alluded to earlier, the very real risk of undiagnosed mental health issues at the workplace
should never be underestimated.
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z CASE 14 z
Handling a Suspected Employee Suicide in an European Country Office
Presenting Problem
An employee from a Company with an office in Europe had not shown up for work for two days and was
subsequently discovered dead in his apartment by local police. The country HR manager identified the
body of the employee, who appeared to have committed suicide. It was learned that the employee
had been separated from his wife and family.
A number of individuals were affected by this tragic incident. Aside from the employee’s family, the
HR manager and the employees’ work group were extremely distressed by their colleague’s manner of
passing. As a result of their grief, work had begun to be affected, with the work group’s ability to focus
greatly diminished. A further compounding factor was that this incident occurred on September 11th
2001, the day the world trade center had been attacked by terrorists.
Intervention/Process
EAC arrived on site the next day and met with the country and HR managers. The HR was debriefed
and a plan to meet with the work group and family was arranged. A voluntary meeting with the
employees work group was held and the group went through a debriefing. Materials and business
cards were given out to all who attended the session. A follow up meeting was also held with the management team. Arrangements were made for family members of the deceased to receive counseling
services to cope with feelings of grief and guilt.
Intervention Strategies
EAP services sought to manage the impact of the employee’s death with the following intervention
goals in mind:
• Aid the grieving and healing process of members who were part of the deceased’s work
group via debriefing sessions,
• Manage rumors and speculation aroused by the employee’s manner of death,
• Restore the work group’s functioning as early as possible,
• Identify individuals in need of further counseling services and make appropriate referrals,
• Serve as a resource to Management in its efforts to support the work group.
Key Learning
The impact of the employee’s tragic passing had begun to affect the productivity of the work group.
Timely support by EAC helped manage the grief process for distressed co-workers and family members.
The established working relationship between Management and the EAC had facilitated the speedy
implementation of intervention goals in support of distressed colleagues. The CID sessions arranged
had proved to be an effective and much appreciated support to this European population.
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z CASE 15 z
Supporting Family and Colleagues Following the Sudden Death of an Employee in India
Background/Presenting Problem
SA was an employee of a financial company in India. After a routine night shift ended, she went for a
bike ride with a friend. Very unfortunately, she was involved in a road traffic accident which she did
not survive. SA’s family and colleagues were shocked by the incident, and sensing a crisis looming, the
company approached Human Dynamic.
Challenges
HR visited SA’s family that evening and provided feedback that they appeared to be doing well. They
advised Human Dynamic that the family need not be contacted on an urgent basis. But fifteen days
later, an HR representative informed the consultant-in-charge that SA’s mother was suffering from
severe depression, and had been increasingly withdrawn.
HR did not appear to understand that early debriefing sessions were vital in dealing with trauma, and
erroneously believed that the family would not be able to appreciate an external consultant’s
involvement.
Objective/Process
The main objective of intervention was to provide support to the affected colleagues and family
members.
A debriefing session was organized for all 23 team members and leaders. An opportunity for catharsis was given to each participant. The nature of her death – being as sudden as it was – resulted in
shock and denial across the board. An exercise in letter-writing (addressed to SA) helped most of the
members ventilate emotions and tie up unresolved issues. Some participants broke down and wept
during the session. The letters from the participants were then put in a box to symbolize burial and
helped participants find closure.
A group session was also conducted for the family members (including the SA’s mother, sister,
brother). During the session, they shared about their feelings and perspectives on the incident. Whilst
each of them had personal reactions, they were most concerned with the effect on SA’s mother.
Psycho-education was a significant component in this crisis debriefing. During this phase, the
consultant provided more information on grief and bereavement, to help the family make better
sense of what had happened. Several themes surfaced, including those of guilt and concerns for the
future, which were processed and normalized where appropriate. The session helped put things in
perspective for each of the family members so that they could gradually come to terms with had
happened. They found comfort in knowing that they were not alone. By the end of the session, they
were able to provide support to one another.
Effectiveness/Impact on People
In conclusion, the intervention was successful. The debriefings formed a good platform for the victim’s
family and team members to ventilate their feelings. They also saw that they had each other to rely
on for support during and after the session. It would have been ideal, especially for the SA’s mother,
to have received earlier intervention. This raises the issue of how organizations and service providers
may form better partnerships during crisis response.
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SECTION TWO: SHAPING LEADERS & BUILDING TEAMS
Organizational leaders and teams are the key drivers who make or break a business. The depth and
capability of the leadership capital of a company is seen as a market-facing strategy directly related to
organization-level outcomes and creating a competitive edge. The demands being placed on today’s
corporate leadership (individuals and teams) have unsurprisingly continued to grow unabated.
Companies perceived to have good leadership have better employer branding. And strong and effective teams have a positive impact on the company’s standing as a whole. It has, for instance, been
shown that supportive and effective work relationships (handling conflict, effective communication
etc) contribute to the formulation of positive attitudes to change and therefore, to the success of
change initiatives.
Knowledgeable, intuitive, decisive and responsible leaders capable of recognizing and seizing
opportunities, instigating change, and winning the support of their workforce are essential to
organizations that intend to maximize their opportunities for growth and development. But the
same leaders can be stumbling blocks to success if they remain inert and resistant to change.
Organizations need to not only recruit, but build, and maintain effective teams and leaders.
How does people management play a role here?
Today – coaching is in, and traditional training initiatives are out. Coaching, a highly-customizable
tool, is heavily reliant on providing feedback, insight and guidance, a far-cry from the didactic lectures
of the past. Armed with the lofty aim of allowing team members to achieve their maximum potential in developing greater leadership, people and team management capabilities, self-efficiency and
positive attitudes, this process can occur at a few levels – individual, team, and organizational. And
depending on the specific needs of the company, the coach can provide support in skills coaching,
performance coaching, and developmental coaching. Implemented correctly, coaching enables far
greater effectiveness at work, and can have a large positive effect on the organization as a whole.
Diversity management is a new concept we cannot run away from – the world is becoming smaller,
and the workforce more international. Corporations are beginning to see the importance of educating
managers on dealing with other (non-native) cultures in a truly global environment.
The cases in this segment of the casebook provide a snapshot of the situations in which consultants
and coaches become partners in risk management, skills building, performance coaching, conflict
management, team building, and diversity management.
As businesses continue to evolve, other complex organizational and people issues will surface
and compete to take center stage. EAP and people management service providers must remain
committed to the continuous development of new strategies to keep abreast of, and surpass, the
demands of today’s business world.
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z CASE 16 z
Conflict Management for a Multinational Organization in USA
Background/Presenting Problem
The Manager of a group that provides contracting services for a Multinational Organization contacted
the site Employee Assistance Consultant (EAC) as his group of 24 employees was not getting along well.
Specifically, a number of individuals within the group were experiencing a great deal of interpersonal
conflict. The resultant disagreements and arguments had begun to negatively affect productivity.
Background/Purpose
The EAC, in further discussion with the Manager and three supervisors from the group,
ascertained that the group had experienced a number of changes over the past two years. Two of the
supervisors had joined the group within one year while the manager himself had been in his position for
approximately six months. Additionally, two long service group members had suddenly passed away
within one year. Although EAP had provided debriefings and grief groups when this occurred, the
organization was still impacted.
Intervention/Process
With the background information from the group’s leadership, the EAC proceeded to conduct
focus groups with all members of the organization. These focus groups discussed opportunities for
enhanced teamwork, as well as allowed for an assessment of how well members of the
organization worked together. Additionally, recommendations for improvement were solicited
from group members. Groups were assured that the information shared would be conveyed to the
leadership in general, unidentifiable form.
After conducting the focus groups, the EAC reviewed the findings with leadership and possible
initiatives were discussed. Subsequently, a meeting of the entire organization was conducted by the
EAC. The feedback from the focus groups was reviewed and ideas for improvement were solicited
from everyone.
Implementation Strategies
The EAC developed a program that focused on “Conflict Management and Effective
Communication.” This six-week program was presented in 60-minute weekly segments. Leadership
endorsed the program and enabled half of the workgroup to attend a morning session, and half to
attend an afternoon session in an effort to balance group development with business needs.
Additionally, leadership addressed several other organizational/structural issues that were raised in
both focus groups and the feedback sessions.
After three and then six months, the EAC conducted follow-up sessions and met with the workgroup
to discuss the group’s progress. Productivity had improved significantly and teamwork had been
enhanced as a result of the intervention.
Key Learning
Workgroups frequently experience discord due to an inability to deal with the conflict that inevitably
surfaces in life. As a preventative measure, it would be advantageous to provide conflict
management and communications training to workgroups. Such training provides
valuable guidelines for the resolution of disagreements as they occur at work with the
added benefit of such skills being easily transferable to encounters with family and friends.
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z CASE 17 z
Team Energizing for a Semiconductor Company in Taiwan
Background/Presenting Problem
The Product Engineering Department (PE) of a semiconductor company in Taiwan was facing serious
competition from rival companies and design houses. Not only were they facing stiff competition in
terms of product lines, the company was also finding it hard to keep experienced product engineers
from joining its competitors.
Section managers within the PE department had too many responsibilities to find time to devote
to coaching and developing the project engineers under them. Lacking the necessary support and
supervision from their managers, product engineers experienced job frustration and stress due to
poor career prospects and lack of challenge in their work. As a result many engineers were leaving the
company to work in design houses which were able to offer challenging design work and better pay.
Purpose:
The two department heads met with the Deputy Director of Learning and Development to seek ways to
overcome these problems. The discussion between the Department Heads & the Deputy Director
identified the following issues for attention:
•
•
•
•

Need to ascertain the sources of job stress for engineers & section managers,
Need for managers to be trained in coaching and supporting their engineers more effectively,
Need for engineers to be trained in stress management and to be motivated in their career,
Need for improved work-life balance within the department.

The ultimate purpose of this organizational learning project was for the Company to be able to retain
its valuable human capital.
Process:
Due to time and resource constraints, the Deputy Director decided to tap the expertise of a team of 3
external consultants. The consultants worked with the company’s HR specialists to design and deliver
the learning and development program.
The Team Energizing workshop was designed as a 1½-day training workshop based on the following
sources of information:
-

In-depth interviews with both Department heads and a select group of managers and 		
engineers
Responses from the questionnaire, Sources of Job Stress completed by the engineers.
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Ranking of Sources of Job Stress (Category)
1200
1000
800
Score

600
400
200
0

C7

C1

C9

C5

C2

C3

C4

C8

C6 C10

Category

Keys:
C7

Overload

C1

Lack of Control

C9

Environment

C5

Blocked Career

C2

Information Gap

C3

Cause & Effect

C4

Conflict

C8

Under-load

C6

Alienation

C10

Value Conflict
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Top Ten of Sources of Job Stress
(Individual Items)
250
200

Score

150
100
50
0

Q45 Q32 Q4

Q34 Q21 Q31 Q39 Q16 Q33 Q25

Question

Keys:
Q.45

I have to deal with many little hassles.

Q.32

I take on new responsibilities without letting go of any of the old ones.

Q.4

There are a lot of requirements that get in the way of my doing certain tasks.

Q.34

I must work on my own time (during breaks, lunch, at home, and so on).

Q.21

I feel pessimistic about opportunities for advancement or growth in my job.

Q.31

I have too much to do and too little time in which to do it.

Q.39

Most of my work is very routine.

Q.16

I am expected to satisfy conflicting needs.

Q.33

My job seems to interfere with my personal life.

Q.25

My progress on the job seems less than it could be.
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From the above, the consultants developed relevant case studies and discussion material for use in the
workshop. Two workshops were held off-site, over 2 consecutive weekends and attracted a total of
250 engineers and section managers, the total employee population of the PE Department.
The first day of the workshop focused on stress management and the challenges to career
development posed by a changing business environment. Team building exercises were integrated
into the learning process to facilitate interaction and boost team spirit.
On the second day, section managers and the engineers were separated into two groups to learn
supporting and coaching skills. Case material was specially designed to meet the learning needs of
each group. Experiential learning exercises that closely simulated real work situations were also
used to facilitate teamwork and team communication between section managers and engineers.
Opportunities for sharing and supporting participants were actively encouraged throughout the
training process. Section managers were additionally offered confidential post-training individual
coaching from the key consultant.
Impact on People
Participants experienced the training program as highly useful, reporting improvements in
departmental morale and team spirit. On a 5-point scale, participants registered an overall satisfaction
rating of 4 points. Several participants reported that the atmosphere within their units had improved
and that relationships between section managers and their staff had similarly improved. Both the
Department Heads were very satisfied with the outcomes of the program for having addressed the
problems that had plagued their staff.
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z CASE 18 z
Rebuilding a Team for a Global Finance Company in Korea
Presenting Problem/Background
The Operations Department of a multinational finance company in Korea was facing serious internal
conflicts between team managers and team members. Due to the multitude of different working styles
and views on operational management, performance and team morale had taken a massive hit. Team
members demonstrated superficial politeness to one another, but lacked true team spirit. A constant
lack of proper information and continual miscommunication ensured that the department would be
no closer to finding a solution.
In order to stave off disaster, the management team held meetings with the department head and
team managers, and even went so far as to hold many one-to-one interviews with individual team
members. No solution was forthcoming, however, and management decided that professional help
was required. They turned to Human Dynamic’s Professional People Management Solutions service.
Objective
The ultimate purpose of this team building program was to enhance team performance and employee
relationships by learning teamwork and effective communication skills. A secondary goal was for the
company to retain its key talents. Thus, this program was designed with the following three main
objectives:
1. To understand the importance of teamwork and effective communication skills in a diverse
workforce
2. To develop team collaboration skills in meeting task, relationship and individual needs in a
team
3. To enhance the internal relationships through learning, effective communication skills, and
demonstrating understanding and empathy to one another

Sufficient Understanding
of Team Members

Teamwork

Effective Staff
Communication

Systematic Work
Assignment & Clear Work
Boundary
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Intervention/Process
A preliminary meeting with management and the department head was held to gain a clearer
understanding of the team’s issues. People management consultants then carried out a survey on
team needs with the department head’s assistance, and proceeded to redesign the contents of the
team building program based on the survey’s results.
A full-day training program was planned, which focused on team building and effective
communication skills development. It also included group activities to facilitate the participants’
general understanding and practical application of their newly-acquired communication skills.
The Team Building Workshop began with ice-breaking and warm-up activities to engage the learners’
participation and to break down the initial embarrassment often encountered in these
programs. Group activities facilitated participants to understand the needs, thoughts, and
emotions of other team members; this aided tremendously in developing empathy and trust for one
another. The quintessential meaning of teamwork also was introduced by a lecture followed by a film
dedicated to teamwork. The final phase was to allow employees to experience working directly with
each other and collectively as a team, to fully appreciate the roles and challenges of being a team player.
This Team Building Workshop was followed with a course in Effective Communication Skills
Training. Lectures on effective communication were held, and explanations of the possible sources of
miscommunication were given. Role playing was adopted as the primary tool to facilitate the
participants’ understandings of one another’s communication styles. This session ended with group
activities focusing on non-verbal communication and expression with the “I- message” technique.
After three weeks, the consultants had a follow up meeting with the department head in order to
review the effectiveness of the team building program. Participants’ feedback was also reviewed.
Process Flow Chart of Team Building Program

Preliminary
meeting
between Heads
of Department &
People
Management
Consultants

Program
redesign based
on Team Survey
Results

Presenting Proposal of
Team Building Program and
Team Survey Tools

Full-Day Team Building
Program for all team
members, including:
1. Half-day Team Building
Program
2. Half-day Effective
Communication Skills
Training
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Follow-up
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Effectiveness/Impact on People
Participants reported much greater insight with regard to the importance of teamwork, effective
communication and demonstrating understanding. The small group discussions and role playing had
resulted in significant improvements in team communication and empathy. The overall satisfaction
was recorded as 4.1 points on a 5-point scale. The Department Head was satisfied with the outcome,
and was happy to report a decrease in work conflicts after implementation of the program.
Key Learning
Team building is a process of awareness building. It helps employees appreciate teamwork and
reinforces the age-old paradigm of how the whole is greater than the sum of its parts. Each individual
has an individual personality, and failure to understand this key concept will certainly adversely affect
the overall work dynamic. If a person is capable of understanding this, however, unnecessary conflict
can be avoided, with a resultant increase in the overall efficiency of the team.
The Team Building Program and Effective Communication Program have proven essential in this case
in assisting a large department dissolve internal strife by refocusing energies on the most important
cog in the wheel – the individual.
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z CASE 19 z
The Value of Coaching in Teambuilding: Can Highly Independent Individuals Work Together?
A Case in Malaysia
Background/Presenting Problem:
The Head of the HR Division of a large local conglomerate in Malaysia had a preference for hiring
strong personalities. He viewed them as self-starters with strong personal drive, and with the definite
plus of being able to get things done without much prodding. The down side was the competition,
and downright territorial disputes, that arose from time to time. Getting them to gel as a team was a
continuous challenge.
Two managers, A and B, were having severe difficulties with each other. A was very task-driven and
had a reputation for straight and tough talking. B, on the other hand, was more relational, and had a
need to feel connected.
When a minor conflict arose, and emails started flying, the situation began to deteriorate rapidly. They
started avoiding each other, and talked to each other through others. Team members were so badly
distracted and affected by the cold war raging that team performance started to take a hit.
Intervention/Process:
The Head of Division (HOD) of HR sought Human Dynamic’s advice on how to best handle the
situation. The consultant advised that the HOD speak to both A and B individually, to see if they could
understand themselves, analyze the causes of their over-reaction, and investigate the sources of
tension between them. Thereafter they were to have an open dialogue with each other to clear the air
and to agree on an effective way of relating to each other.
Working with the HOD behind the scenes, the consultant helped him develop his questioning skills
to better coach his managers. Additional reading materials were provided which helped him better
prepare himself before coaching the two managers. The challenge was to help the two managers gain
insight to their own stressors. Though a quicker option would have been to tell them what to do, not
much self-insight would have been gained.
Effectiveness/Impact on People:
Several sessions held separately later led the two managers to initiate their own dialogue with the HOD
in attendance. They talked through their respective concerns and fears and confronted the perceived
issues, they recognized that certain things were not so important after all and conceded on them to
accommodate each other. They agreed to make it a point to promptly sort problems out face-to-face
in the future to ensure that neither would constipate over issues to the point that resentment arose.
This was a beginning to a better working relationship.
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z CASE 20 z
Making a Team Crisis an Opportunity for Positive Change in Korea
Presenting Problem
A multinational manufacturing company located in Korea required on-site support for the team which
was experiencing a great deal of confusion and distress as a result of the sudden dismissal of the
managing director. The managing director had been found to be in moral disrepute. The
executive management had made a command decision to remove the director to minimize the
potential negative impact on the organization.
Background
The management team had previously held closed-door discussions with the director, in a bid to
protect the ethical integrity of the organization and for the sake of the director concerned. But due to
his recalcitrance, the management team had no choice but to dismiss him. When HR first contacted
Human Dynamic for assistance, they were already expecting to encounter strong resistance from the
director. Another major concern was the emotional shock and reaction from the team members.
Challenges
One of the greatest challenges for both the company and Human Dynamic was to design a proactive
action plan that could be applied to the affected group quickly. The state of emotional distress was
assessed as to be so high as to require immediate collaboration between HR and Human Dynamic.
Objectives
HR and Human Dynamic set forth the following objectives:
o
o
o

To resolve and manage the conflicts between the respective parties
To restore the team’s morale
To minimize on-site psychological support for individuals at potential risk

Intervention/Process
Human Dynamic’s IPMS (Integrated People Management Solutions) paradigm is to transform an
organizational crisis into an opportunity for change and growth. The applied steps of intervention
process included multi-functional actions as shown in the chart below.
			
o Identification of problem and treatment planning through collaboration
In partnership with HR, the Human Dynamic Crisis Management Team assessed the
targeted group’s emotional shock as severe. There was a strong sense of uncertainty of the
team’s future. The Crisis Management Team also found an atmosphere of tense emotion
surrounding the workplace.
HR had also reported that the outgoing managing director might need professional
psychological assistance.
On discussion with the Crisis Management Team, a twofold action plan was provided – to
provide a standby service for the managing director, and group consultation for the targeted team.
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o

Group intervention through people management
The professional team provided on-site group consultation and implemented the following
steps:
o Deep breathing & relaxation techniques
o Debriefing
• To help individuals relieve emotional distress by sharing their feelings in a group
• To share the team’s uncertainty during this organizational crisis
o

o

Revitalization
• To reframe thoughts and ideas by self talk (the ‘empty chair’ technique)
• To rebuild the team’s unity and objectives
• Affected team members were given a day off for ‘self-care’
Feedback to HR

o

Individual restoration through work life coaching
• Individual work life coaching was provided to those requiring further consultation
• HR referral and follow up

o

Organizational approach through learning & development program
• Facilitate stress management training
• On going collaboration and follow up between HR and Human Dynamic
Integrated People Management Intervention Process
Leading Change and Innovation

<Organizational Training & Development>
Organizational Resilience & Effectiveness

HR &
Management

Collaborative
Evaluation

Targeted
Group

Relationship
Feedback

Human
Dynamic

<Group Intervention>
Team’s revitalization

<Individual Restoration>
Personal Growth

Organization Crisis
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Effectiveness/Impact on People
The intervention effectively helped relieve the team of negative reactions; emotional bonds were
reformed and sustained between team members. Team members felt that they were able to express
their feelings and personal opinions openly and securely in the support group. Human Dynamic also
successfully supported HR in managing the organizational crisis by responding with an on-site team
within 24 hours.
Key Learning
People Management provides integrated solutions for organizations in many aspects: not only at the
level of the individuals, but also at the organizational level. Moral traps, sexual harassment, neglect,
discrimination etc can severely damage the workplace environment and employee performance. A
rapid therapeutic approach is critical in maintaining organizational resilience and preventing the affected group from experiencing critical damage.
Human Dynamic’s role in partnering this organization was that of prevention and change management.
It would have been ideal if HR had proactively engaged Human Dynamic earlier when the managing
team uncovered the director’s indiscretions – much negativism could have been avoided.
Work life coaching, coupled with developmental programs, will continue to prove to be essential in
preventing, or ameliorating, conflict and crisis in organizations worldwide.
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