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Balancing consistency with a 

local face

GLOBAL SERVICE DELIVERY
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Why global?
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Top Down and Bottom Up
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Top-Down vs Bottom-Up

▪ Authority figure
▪ Singular narrative
▪ Broadcast
▪ One to many

▪ Individuals
▪ Personal narrative
▪ Conversational 
▪ Many to many

TOP-DOWN BOTTOM-UP
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1. New Strategy = Change

2. Change = New Behavioural Habits

3. New Behavioural Habits = Mind-Set Change

4. Mind-Set Change = Organisational Energy

Challenges We Face
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Learning from the 'Head Doctors'
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• Educate management and employees – abilities are not inherent but can 
be learned (Dr Steve Peters)

• Encourage learning from mistakes (yes even in a law firm)

• Don't evaluate as 'poor' 'average' or 'good' – look at comfort levels

Mind-Set Change
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Change is exhausting and constant.  Many organisations suffer from 'change 
fatigue'.  Hallowell's (Shine) 'Cycle of Excellence'.  Productivity can be 
enhanced through:

▪ SELECT: Put the right people in the right roles and give them 
responsibilities that 'light up' their brains

▪ CONNECT: Strengthen bonds among team members

▪ PLAY: Help people unleash their imagination – creativity aids 
productivity

▪ GRAPPLE AND GROW: Help employees 'master' their work

▪ SHINE: Use rewards to stimulate loyalty and desire (appreciation)

Organisational Energy
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