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Daniel Munslow
ENABLING PEOPLE– Debunking the 
communication secrets of great leaders 



What we want from the Leadership Imbizo

• Inform leadership of the company’s strategic direction
• To engage and inspire leadership

Audience

Desired State

Equipped with information 
about leadership

Knowledgeable about the 
leadership framework

Want to be capacitated to 
lead and engage with line 

reports

Equipped to engage with 
direct line reports

Able to visualise our values

Live culture of performance

Objectives

Leadership



Why are we talking about leadership 
communication? 
Isn’t that what the comms department does?



“Smart leaders today, we have found, engage with employees in a way that 
resembles an ordinary person-to-person conversation more than it does a 
series of commands from on high. Furthermore, they initiate practices and 
foster cultural norms that instill a conversational sensibility throughout their 
organizations. Chief among the benefits of this approach is that it allows a 
large or growing company to function like a small one. By talking with 
employees, rather than simply issuing orders, leaders can retain or recapture 
some of the qualities—operational flexibility, high levels of employee 
engagement, tight strategic alignment—that enable start-ups to outperform 
better-established rivals.”

Leadership Is a Conversation – HBR, June 2012



Before we get started… food for thought

Bill McDermott, CEO of SAP SE



What do leading global CEOs think about?



And what are they doing about it?



TRUST in CEOs in SA

Source: 2017 Edelman Trust Barometer



Source: 2017 Edelman Trust Barometer

What is expected to address breakdown in trust?

Source: 2017 Edelman Trust Barometer



Source: Aon Hewitt



Are you ready to lead through risk, disruption, 
and transformation?



If you are, there are two things you need to do  
listen and engage…



Listening



• Macnamara’s research shows that 80% of communications resources are 
spent on speaking (are we changing quickly enough/ are we embracing 
change?)

• Most listening that is done is instrumental and organisation-centric. Not about 
feedback with an intention to do anything… it’s about making people feel as 
though they area heard

– When last did you actually change something 
as a result of listening to stakeholders? 

• Of 100 listening engagement analysed in Macnamara’s study, not 1 thing had 
changed!

• Least active listening globally – internal communication; companies don’t pay 
attention to employees’ front line experiences

• Need to develop an ‘architecture of listening’; we all have an ‘architecture of 
speaking’

The Crisis of Listening



• Technologies alone are not the solution
• Designed into the fabric of the organisation

– Culture of listening
– Policies of listening
– Structures and processes
– Technologies
– Resources for listening
– Skills!
– Articulation of feedback

• Acknowledgment is NOT listening
• Conduct regular comms assessments to see 

how you’re doing – ask the right questions!

Architecture of Listening



Engagement is a leadership 
accountability

A leader is one who 
knows the way, 
goes the way, and 
shows the way. 

- John C. Maxwell



Bill McDermott, CEO of SAP SE



How many are 
there?

What do they 
know about 
the company?

20 12%

80 21%

300 36%

800 60%

2300 100%

So what does this look like in practice? 
And why is your communication so critical?

G
Es

Group 
Managers

Senior 
Managers

Specialists

Coordinators and 
Consultants

Customers

Top-down approach Bottom-Up approach
How many are 
there?

What do they 
know about 
the company?

20 100%

80 60%

300 36%

800 21%

2300 12%

For leaders: sharing what is 
happening in the business…
For staff: being informed

For leaders: Learning what 
is happening in the 
business…
For staff: having a voice



Simplicity and facts



Final thoughts

Howard Schultz, Starbuck’s Chief Executive at the London Business Forum, 2011






Leadership Communication -
Toolkits



THINK
DIFFERENTLY

ACT
DIFFERENTLY

DELIVER
DIFFERENTLY



Circle of Wisdom: Beyond Talking Points

Recalibration towards the use of leaders



LEVEL 1 - Tell
• Focus: Inform (Ask & Tell)
• Confirm what I/We know
• Not open to Influence (miss emotional cues)
• High Cortisol (stress)

LEVEL 2 – Inquire
• Focus: Influence (Persuade)
• Defend what I/we know
• Open to influence & addicted to being right 
• Cortisol & Oxytocin (stress & bonding)

LEVEL 3 (Discovery)
• Focus: Co-Create (Caring, courage, candour)
• Discover what I/we don’t know
• Avoid judgment, rejection
• Ask questions you don’t have answers to
• High Oxytocin (bonding)

Change your conversation levels



So HOW are we going to do this? 

Stage 1: What are we going to do 
today? 

There is a GM at each table, and they 
are going to unpack the management 
briefing document covering the key 
information employees at ACSA need 
to know going in to 2018.

You will have an opportunity to ask 
questions and engage on key issues. 

Stage 2: What are you going to do after today? 

You will need to replicate what the GM did at your 
table – this means you will need to unpack the 
management briefing document to your teams. 

They will have an opportunity to ask questions and 
engage with you. 

This needs to be completed by 23 February. On 26 
February we will launch a short survey to ensure all 
employees are comfortable with the information 
received, so we can better support you as leaders 
based on their feedback. 





THANK YOU!
And good luck for 
your cascade



Daniel Munslow
INNOVATION – Why it is essential to our business  



What is innovation?





6 reasons why innovation 
is important to business 

today



1. The word is full of 
problems that are hard 
to solve and aren’t 
going away

Simple conventional linear planning and 
problem solving processes using the 
same thinking that created some of 
these undesirable problems in the first 
place aren’t not going to result in the 
visionary, creative ideas and innovative 
solutions required to solve them.



2. Adapting to Black Swan 
Events

Black Swans are random and unpredictable 
events that cannot be anticipated and 
require us to find new ways of responding 
and adapting to them, and their impact, 
when they happen.

Being innovative involves being willing and 
competent in adapting and in knowing how 
to think differently.



3. Competing via blue ocean 
possibilities with a lean & 
agile approach

There are no permanently excellent companies, 
and organisations, like people, all do smart and 
less smart things. 

What matters is making smart strategic moves 
and that the strategic move that matters 
centrally is to create ‘blue oceans’ of disruptive, 
new and innovative solutions. 



4. Flowing with 
advances in 
technology

The advance of digitisation enabled largely by the 
‘internet of things’ has created the connection and 
sharing of data between digital devices.

How you use this to capitalise on your uniqueness, is 
up to you!



5. Adapting to 
changing workplace 
dynamics and trends

As more baby boomers retire and conventional 
succession planning processes become obsolete, 
the ageing demographic globally is the new tidal 
wave incurring financial demands on already 
exhausted financial systems.

How do ways of work cater for a new generational 
workforce? 



6. Responding to 
increasing customer 
expectations and 
choices

There are significant changes required as to how we 
perceive and sense customer’s needs, wants and 
expectations as they too are empowered by the 
increasing speed and proliferation of choices available in 
our increasingly connected and digitised world.

Even a monopoly cannot afford to suffer repeated and 
ongoing reputational damage through poor service and 
lack of engagement. 



Food for thought…
You can innovate if you…

• Create products and services (including 
experiences) that people value and cherish

• Effective use technology
• Span generational needs
• Maximise demographic diversity 
• Create collaborative, creative and courageous work 

environments
• Create collaborative, creative and courageous 

customers environments
• This is the new age of innovation: it’s about the 

customer. Not about you. 



Case Study

The 10 most innovative airports in 
the world 

(from environmental considerations, to architecture, art, yoga, and 
customer service) Sourced from



JFK International Airport. 
New York, New York.

• Architecture firm Gensler designed and constructed a post-
security rooftop park at JFK's JetBlue terminal. 

• While the lush green gives stressed-out humans a way to 
decompress between flights, it also solves a logistical problem for 
pets.

• Prior to the construction of the park, passengers traveling with pets 
would have to go back through security so their animals could go 
to the bathroom. Now they can go on the roof.

• JetBlue also recently opened a farm that will grow 2,000 different 
types of herbs, plants, and produce. The crops will help feed diners 
in the airport's restaurants and go toward local food pantries.



Changi Airport. Airport 
Blvd, Singapore.

• Instead of letting rainwater trickle into storm drains, where it's 
later deposited in rivers and oceans, the airport catches its rainwater 
for short-term recycling and longer-term storage. Roofs are outfitted 
with pipes that move the water to underground tanks.

• Changi Airport, voted the best airport in the world in 2015, is also a 
layover paradise. The airport features free video games, places to 
shower, film screenings, a nap facility, and a swimming pool. It has a 
butterfly garden and offers passengers with longer layovers free tours 
of Singapore.



Incheon International 
Airport Seoul, South 
Korea

• Unlike a lot of airports with local travellers, Incheon Airport is "very 
lightly used by the residents in Seoul," says Ty Osbaugh, principal 
and architect at Gensler.

• That's because people tend to use the airport more as a connection 
before flying somewhere else. As a result, they often have lots 
of unplanned time.

• It's home to free showers, medical services, a post office, dry 
cleaning service, salons, two movie theatres, golf course, ice rink, 
casino, culture museum, and 90 duty-free shops.



Helsinki Airport 
Vantaa, Finland

• Helsinki Airport, designed by Dag Englund and Vera 
Rosendahl, hosted the first airport hackathon in the world. Over 100 
developers gathered for the 48-hour Aero Hack event.

• "The idea of the hackathon was to create revolutionary ideas and 
digital solutions that will change the travel industry and make traveling 
an even more enjoyable experience" 

• The winning team, Codercoded, developed an in-flight app to help 
travellers cut anxiety levels while flying.

• Offering the shortest route between Europe and Asia, Helsinki Airport 
has yoga classes, saunas, massages, free WiFi, wireless charging 
stations, a free art gallery, and Europe's first sleeping pods.



San Francisco 
International Airport
San Francisco, California

• SFO's Terminal 2 is a favourite among travellers — foodies in 
particular. Every dining option in the terminal comes from local 
sources in the Bay Area, and the tableware is all compostable.

• Another Gensler terminal, the project is "wildly successful" because it 
changes people's expectations of what an airport terminal can be. 

• Along with the local food selection, which SFO basically pioneered, T2 
has a yoga room and art gallery.

• When travellers enter T2, they're struck by the hanging art 
installations, sculptures, mosaics, and collection of paintings.



Munich Airport 
Munich, Germany

• Munich Airport is constantly transforming.
• In the middle of the sprawling structure, designed 

by Helmut Jahn, there is a yawning roofed atrium, 
known as the Munich Airport Centre. 

• Normally an ordinary plaza, the atrium transforms 
depending on the season. Passengers can surf in 
the summer, drink beer in October, and Christmas 
shop in December.



Carrasco International 
Airport. Montevideo, 
Uruguay.

• Uruguay's Carrasco International Airport, designed by the 
Uruguayan architect Rafael Viñoly, is a stunning mixture of 
architectural beauty and eco-friendliness.

• While relatively small, the airport's carbon footprint might be 
even smaller. By 2016, Carrasco will be home to nearly 10 
acres of solar panel arrays that, together with wind turbines, 
will produce enough energy to power the airport in full.



Dubai International Airport. 
Dubai, United Arab 
Emirates.

• Conceived by architecture firm Dar Al-Handasah, the 
airport features a prayer room, children's play area, 
health centre, gym, and swimming pool.

• But it's the arching white walls, vaulted ceilings, and 
immaculate mall-like interior that instils passengers with 
a sense of awe. When travellers walk through the 
terminal, they see giant palm trees flanking a sand-
coloured walkway, as if to recreate the tropical outdoors.

• The entire structure is enclosed in an aqua-coloured 
glass tube that almost seems to shimmer at night.



Heathrow Airport. 
London, 
England.

• At most airports, the highlight of the 
check-in process is either waiting in a 
long line for your respective airline or, if 
you're lucky, using a common-use system 
where you just drop your bags.

• In Heathrow Airport's Terminal 
2, travelers can use a "truly common 
check-in," as Neil Clark, Heathrow's 
CIO, has called it. Regardless of which of 
the 26 airlines in Terminal 2 they're flying, 
travelers can leave their bags with any 
agent they choose. That means a single 
attendant can service several airlines at 
once.

• The result is that one of the busiest 
international airports in the world 
efficiently moves its 79 million annual 
passengers through the terminal.



Heathrow Airport. 
London, England.



Workshop

Pressure Cooking Innovation



In 25 minutes, come up with 5 
innovation to address our 

biggest challenges…
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