Introduction 
This write-up is based upon identification of managerial behaviors and identifying critical incidents in managing others in recent personal experience in the work place. To use competency models to identify the competencies which are crucial in effectively managing people and to draw conclusions on managerial practices, level of competence in each incident to identify how this has contributed to the outcome. 
To establish an action plan to identify personal development plan to address knowledge and skill gap identified and to draw specific action plan with timelines. 

Major characteristics a Manager has to display are as below; 
1. Self-awareness 
2. People management 
3. Managing team 
4. Performance review 
5. Motivation 
6. Self-confidence 
7. Problem identification and solving 
8. Trustworthiness 
9. Assertiveness 
10. Emotional resilience 
11. Enthusiasm 
12. Sense of Humour 
13. Interpersonal sensitivity 
14. Influence 
15. Intuitiveness 
16. Conscientiousness 
17. Warmth 

A successful manager is expected to have all the above characteristics needed to achieve corporate goals. A manager is expected to obtain all the managerial characteristics to make any organization a successful and if a manager is lacking any managerial skills then the gap should be analyzed & action plan should be prepared to fill the gap. A manager should encash on their strengths to work towards organizational growth. 

Following are the managerial characteristic mention in the assignment; 
 Emotions in the Workplace 
 Difficult People 
 Managing Conflicts 
 Communication 
 Teams and groups 
 Performance Management 
Out of the above characteristics, two characteristics which are being discussed below are difficult people and managing conflicts. 

Critical Managing Incidents 
1. Difficult People: 
Traditionally our company has been very aggressive with the intention to grow at a faster rate then the other companies with major focus on export markets. This aggressive approach and pushy attitude has made the older managers; who are at top managerial position; assertive and violent in nature. These managers are very good with their area of expertise but have very bad people management skills. 
I have a functional boss who is with the company for last 15 years and has very bad man management skills. He is very good in his area of expertise but never appreciates the efforts of others; however; always tries to find a fault in any of the work/project completed successfully by anyone. Even if the work is appreciated by others very much; he will always discourage by finding some errors which if not found in the content of the project, will find in the formatting or fount sizes. 
The biggest challenge in handling him is his attitude and respect for collogues, junior or senior. For even small thing; he starts shouting at the top of his voice and will not even try to listen the logic of taking decision which may be based on the local regulation/policy. Although he is not directly responsible for the profit and loss of the country but always try to make business model changes without even looking at the local needs due to which we have once lost a tender which could have added a profit of more than $0.3 million. 
Within the company also he does not have a good reputation and people refuse to take-up good opportunity in any big country if the position reports to him. Many of my collogue from marketing department in various countries of Asia Pacific region has even commented that if he is shifted from this region then the region can grow 2 folds. Just because of his interruptions and forced decisions without looking at the local cultures/policies, company has missed plenty of profitable opportunities which could have been captured. 
He is considered to be the most difficult person in the whole company to work with. When I was given the Vietnam position to carryout changes in the business model, I was cautioned by many of my collogues and was suggested to refuse the offer but I accepted as a challenge but it turned out to be very challenging one and to complete the project & other work, I was expected to work & was working 7 days a week and 18 hrs a day. Due to high pressure & continuous de-motivating words from him, I planned to leave the organization but stopped myself to prove a point that I did not run away from the responsibilities which I assumed due to one person only which was my choice. 
As discussed in the class lectures that Emotional Intelligence is the single most significant factor influencing leadership effectiveness and that 90% of the difference between an exemplary and average performer is attributable to Emotional Intelligence. 
Since Emotional intelligence cannot be attained in a short period of time but to manage the current situation & to keep the motivational level high, a plan to cater the situation had to be worked out. After 1 year of joining Vietnam (i.e. 9 months back from now); having average emotional intelligence; I worked out a plan to manage the current situation than so that increasing EI can also be worked on. 
Daniel Goleman, author: Emotional Intelligence NY Times bestseller 
suggests a need to: "redefine what it means to be smart": "The rules for work are changing. We are being judged by a new yardstick; not just by how smart we are, or by our training and expertise, but also how well we handle ourselves and each other." 
The short term plan which was worked out smartly to handle the current situation was to list down the priorities & major information required by the person in region so that he is satisfied and do not add to the anxiety. This action plan was followed month on month and after a few months; interruption was minimized by following the plan. 

2. Managing Conflicts: 

• A Manager should have Self-awareness which has to deal with the ability to understand one’s moods, emotions and needs as well as their impact on others. Self-awareness also includes using intuition to make decisions you can live with happily. 
• Empathy is also important for managers in many ways like if they empathize with people, they can better understand their position on issues and how to communicate with and influence them. 
• We are expected to motivate the team so that they can demonstrate their best caliber to work towards the achievement of overall goal. The pressure with the managers gets from the top for the achievement of goal, should not be passed on to the team as it is. 
• Manager should be able to foresee the problems which may come up and should be ready with solutions, in other words; a manager should be intuitive. Manager should workout the strategy to know various strengths & weaknesses within the organization and to identify various opportunities and threats which may come so as to make use of opportunities fully for growth & should be ready with alternative strategy or contingency plan to protect the organization. 
• A manager should be realistically self-confident. A manager who is self-assured without being bombastic or overbearing instills confidence in team members. Apart from being self–confident, the manager has to project self-confidence to the group and the manager has to do so by using unequivocal wording, maintaining good posture & making appropriate gestures. It refers to the behaviour a person displays in a number of situations. It is akin to being calm under pressure. It can be concluded that a person is Self-confident manager when maintains composure while dealing with a crises. 
• Manager need to be trustworthy and also has to trust group members. Trust is defined as a person’s confidence in another individual’s intentions and motives and in the sincerity of that individual’s word (Lewicki, McAllister & Bies 1998). Evidence and opinion that being trustworthy and honest contributes to managerial effectiveness continue to mount (John & George 1998, McCune 1998). The importance of trust has entered into everyday discussions about managerial effectiveness. 
• Manager should be extrovert which is helpful for a manager to be gregarious and outgoing in most of the situations. Extroverts are more likely to assume a higher managerial role and participate in group activities which help in networking which ultimately is helpful in achievement of goals. 
• Manager has to be assertive which helps in expressing demands, opinions, feelings, and attitudes. Being assertive helps managers to perform many tasks and achieve their goals. Assertiveness mainly denotes confronting group members about their mistakes, demanding higher performance, setting high expectations, and making legitimate demands on higher management. An assertive manager makes explicit remarks without turning them into bullying treats (Working SMART 1998). 
• A manager should be emotionally stable so as to control emotions to the level that are appropriate to the occasion. Emotional stability is an important managerial characteristic as group members expect and need consistency in the way they are treated. Study shows that executives who are emotionally unstable and lack composure are more likely to handle pressure poorly and give in to moodiness, outbursts of anger and inconsistent behaviour. Effective managers are generally calm, confident and predictable during a crisis (Locke et al. 1992). 
• A Manager is expected to be enthusiastic. Team members tend to respond positively to enthusiasm, partly because enthusiasm may be perceived as a reward for constructive behaviour. Enthusiasm is also an important & desirable managerial behaviour because it helps in building good relationships with the team members. 
• Manager should have high degree of emotional intelligence which refers to qualities such as understanding one’s feelings, empathy for others and the regulation of emotions to enhance living. This type of intelligence has to do with the ability connect with people and understand their emotion. 
• Good managers are open and dedicated to lifelong learning. They seek feedback about their performance through direct conversations and objective tools such as 360-degree reviews. Seeking continuous improvement in their companies, they also seek it for themselves. 

Identification of Strength and Weakness 
Since we have a process of peer feedback in our company in Vietnam; where each employee has to give feedback for all colleagues and is compiled at HR department. Below are my strength and weakness derived out of peer feedback and also being supported by personality tests. Following are my strength & weakness which will be discussed in details along with gap analysis for the weakness; 
1. Weakness : Emotional Intelligence (Emotional stability) 
As per the personal assessment based on self behavioural pattern backed by colleague feedback and also backed by personality tests, one of my major weaknesses is emotional stability. 
Following are the results of personality assessment tests being conducted to support this particular weakness; 
1. As per the test of Emotional Intelligence Service, HayGroup; the scores is 55 which refers to an average Emotional Intelligence. This means that action plans for development of this quality of the effective manager is to be prepare and followed strictly. 
2. As per the questionnaire of Assessing yourself and setting some goals for self-development from “A Manager’s Guide to Self-development”, the lowest score amongst managerial behaviour is for Emotional resilience which is 18, which means that this is the first area where activities for the development is to be started 
3. As per Jung Typology test by HUMANMETRICS (http://www.humanmetrics.com/cgi-win/JTypes1.htm) ; following are the scores 
Your Type is ISTJ 
Strength of the preferences % 
Introverted Sensing Thinking Judging 
33 25 38 22 
As per the Qualitative analysis of type formula, following are the interpretations; 
• Moderately expressed introvert 
• Moderately expressed sensing personality 
• Moderately expressed thinking personality 
• Slightly expressed judging personality 
As per the description, I have and average emotional intelligence and following are famous ISTJs; 
U.S. Presidents: 
George Washington 
Andrew Johnson 
Benjamin Harrison 
Herbert Hoover 
George H. W. Bush 
Paul Coverdale (U.S. Senator, R-GA) 
Jackie Joyner-Kersee (U.S. Olympic athlete) 
Evander Holyfield, heavyweight boxing champion 
Mr. Martin (hero of James Thurber's Sitting in the Catbird Seat) 
Eeyore (Winnie the Pooh) 
Fred Mertz (I Love Lucy) 
Puddleglum, the marshwiggle (Chronicles of Narnia) Cliff (Cheers) 

As we know that emotional intelligence is one of the major qualities of managerial effectiveness which plays a vital role and the success of any organization. 
Some of the incidences at workplace which displays this weakness are as below; 
• Being a Finance & Commercial manager, we have to give production plan to Manufacturing for production planning. Recently; during my discussion with head of the country on 1st Quarter likely estimates (Sales and Profits) of various teams, I showed a major variance in one of the team who had not given their plan for production in Jan’07 though budgeted by giving the reason that distributor has huge stocks. When the head of the team was called for the meeting she started raising her voice saying that I had told Finance & commercial manager to take the plan but he must have missed it due to which now we cannot have import in Jan’07 and will be short of sales against budget. On this I clearly told her that there was no plan given and now we will lose huge sales in Jan’07 itself. On this she started shouting again and starting saying bad words for Finance & Commercial team. This made me lose my temper and even I started at top of my voice and then left the room by saying that now whatever is final, send me through mail and I will take a note. This made me so much angry that I immediately sent a mail on one of the advertisement expenses which was on hold and was pending for approval. I asked for some more documents and raised lots of questions on expenses which were actually aimed are raising questions on their integrity (which has been questioned for couple of months). 
• Lot of time when I am not in a good mood, I tend to react to certain things in an unusual way which could be avoided. 
The only plus point which I can see is that even if I am not in good mood, I do not take wrong decision or do not take decision based on emotions. 
Emotional Intelligence is the major managerial behaviour which I have been trying to develop by different ways. I have been trying to fill this gap to become an effective manager. To fill the gap; following are some of the action plans which I have developed which can help in developing this behaviour; 
1. When ever there is any argument in the workplace, will try to be calm or will ask for the discussion later and avoid confrontation. 
2. In case discussion cannot be postponed, will not take decision immediately and will relax for 20 minutes, then think again and will take a correct decision. 
3. Will remain calm even if the other person is shouting 
4. Will always ask for facts instead of verbal commitments or discussions with no supporting 
5. Will postpone the discussion incase my mood is not appropriate. 
6. Incase I am not in good mood, will speak to a person who can relieve pressure by talking before going to any meeting. 
7. Lastly, I have given proposal to the company to attend various training program for enhancing Emotional intelligence 
This is one of the major managerial behaviour which I have decided to improve in not more than 1 year. The task seems to be challenging but achievable. If the task is not challenging then it cannot be achieved. 

2. Strength : Motivation 
One of my major strengths is motivation, self motivation & motivating the team. This has been my major strength for which I have been given a certificate for best team motivator and best team. This is also backed by peer feedback conducted within the company. I have mentioned this since this has been my strongest managerial behaviour. 
Following are some of the incidences at the workplace which will display this quality; 
• When I was transferred from head office to Vietnam office, 
o it was specifically conveyed that there has been major shift in the organization. 
o Lot of changes is being done at Vietnam operations and now you will be a part of these decisions. 
o One of the major factors is team motivation; currently team is highly de-motivated partly due to current changes and also due to lots of pressure since past 2-3 years for making these changes. 
o One of the major tasks given was motivating the team so that they can adapt to new system and can give results. 
o When I first joined this operation; I found lack of understanding with in the team, team is under very high pressure for achievement due to which attrition rates were also very high. 
o The pressure being given by management to local manager is being pushed to other team members for better results due to which team was under very high pressure. 
o Now after 1 ½ years, the team is highly motivated and their performance is also of high quality. 
o When I joined, I was taken as another Expat Manager who will put pressure whatever is given from the Head office. Following was my strategy to change the mindset; 
 Whatever pressure was being given to me was not transferred to local managers and staff; however; as different pressure was given to them from my end which was based on their motivational level, ability & capability to do work, Market scenarios, market demand etc. 
 The only contact person between head office and local team was I the head office people were specifically asked not to contact any local manager or team. 
 This helped local team to release their pressure and tension which they were getting from head office. Due to this; local team started concentrating on their work rather than taking unnecessary pressure. This also helped in reducing attrition rate (turnover rate). 
 I also call the team to my house once in a quarter for dinner which also adds to their motivation. 
 Slowly the team was also sent for training to enhance their knowledge and to increase their motivational level. 
 This shift in motivational level has shown Vietnam operation a very good growth 
This has been my strength which I always keep on reviewing and also attend various internal trainings on motivating self and others as I believe that strengthening your strengths always helps in fast growth then developing a weakness. 

Conclusion 

Top Managers do not have to be passionate or charming or brilliant, what they must be is clear – clarity is the essence of great managerial leadership. 
Various managerial behaviour which plays vital role in achievement of any organizational goals are, Self-awareness, Motivation, Self-confidence, Problem identification and solving, Trustworthiness, Assertiveness, Emotional resilience, Enthusiasm, Sense of Humour, Interpersonal sensitivity, Influence, Intuitiveness, Conscientiousness, Warmth 
Based on the above behaviours and backed by peer feed back & personality tests; my major weakness is Emotional Intelligence which plays vital role in organizational goal achievement. This is the major behaviour which may push you to take wrong decisions incase of any confrontation with someone which may impact organizational growth. Action plan has been made to develop this behaviour which includes; self control, avoiding confrontations and also attending training program to strengthen emotional intelligence. 
Major strength is self Motivation and team motivation which has also been recognized by the company and I have been given the best motivator certificate and also for the best team. This plays major role in networking and also helps in getting things done quickly & efficiently. Strengths should also be strengthened to take better advantages. One of the action plans is to attend training programs on motivating self and others. 
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