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Toolkit 
Shared Purpose



Wh at  is  a  t o o lki t?

Toolkits have been designed with 
each survey question in mind. 

Toolkits also provide supporting 
media for responses indicating that 
there is room for improvement 
(improvement toolkits) or things are 
working well (maintenance toolkits).

LEaD hope you enjoy this toolkit.  

Have Your Say Engagement Toolkits 
are designed to support you and 
your plans after you’ve received your 
survey results. 

Toolkits contain a variety of useful 
items including templates, how-to 
guides and links that can assist you 
when thinking about post-survey 
action. 



To olki t  I c ons

This icon means the item 
is in the format of an 
article or paper

This icon means the item 
is in the format of 
guidance notes 

This icon means the item 
is in the format of a 
video or webinar

This icon means the item 
is in the format of a 
podcast 

This icon means the item 
is in the format of a 
template

This icon means the item 
is in the format of a 
training course
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Shared Purpose – Why it matters

Your team might know what they have to 
accomplish and how to do it, but it's 
their shared sense of purpose that's 
their motivation to do it. 

Shared purpose can come in many forms 
- it could be something definite (like 
what you do and how it benefits others) 
or it could be about values and what you 
stand for. Is your shared purpose based 
on value or values?

Having a shared purpose in an 

organisation brings people together 

towards collective goals. 

But it’s not just about knowing the aims 
of our organisation, it’s about 
understanding and appreciating how our 
roles support these objectives. Knowing 
how we fit in and contribute to the bigger 
picture gives us a sense of belonging, 
motivates us and helps us to find 
meaning in our work.



M a i n t e n a n c e  K i t
Shared Purpose

In order to develop shared purpose in an organisation and get 
people working towards collective goals you actually need to 
encourage more individualism and decentralisation and move 
away from the ‘control and command’ way of managing. This 
seems like a contradiction doesn't it? Read more about this here

This CIPD podcast discusses how to  define a shared sense of 
purpose and how that  works for the organisation and its employees.

https://www.forbes.com/sites/rawnshah/2015/02/16/the-leadership-paradox-of-shared-purpose/?sh=79fa74984034
https://www.cipd.co.uk/podcasts/creating-sustaining-shared-purpose-organisations


Fe e l i n g  I n f o r m e d
Why it Matters

Authenticity and trust. Consulting with your 
people, involving them in proposal, ideas, 
planning and change helps them remain 
connected with the organisation.

The Public Service has people working in all 
environments, not only office based, so 
being inclusive in your approach to 
communicating is critical in engaging staff 
from all corners of the organisation. 

Communication is often one of the most 
highlighted areas for improvement. It is a 
powerful tool and getting it right is critical 
for many reasons, not least for engagement 
of staff. 

It means more than just distributing 
information to staff, it is a way to 
demonstrate openness, transparency
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I m p ro v e m e n t  K i t
Feeling Informed    
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Understanding the value of communication in engaging employees with this useful 
CIPD factsheet. 

Think about developing your communication strategy. A great example of a 
communications plan by NHS Tayside can be seen here.

Learn more about the challenges of today and strategies for a post-Covid internal 
communications here. 

https://www.cipd.co.uk/knowledge/fundamentals/relations/communication/factsheet
https://www.nhstaysidecdn.scot.nhs.uk/NHSTaysideWeb/idcplg?IdcService=GET_SECURE_FILE&dDocName=EDS_780485&Rendition=web&RevisionSelectionMethod=LatestReleased&noSaveAs=1
https://staffbase.com/blog/internal-communication-strategy/?utm_device=c&utm_term=&utm_campaign=google+%7C+uk+%7C+dsa+blog&utm_source=google&utm_medium=ppc&hsa_acc=3601820080&hsa_cam=7688258629&hsa_grp=81965610475&hsa_ad=466207262144&hsa_src=g&hsa_tgt=dsa-43245954176&hsa_kw=&hsa_adp=&hsa_mt=b&hsa_net=adwords&hsa_ver=3&gclid=EAIaIQobChMIwsP0yp6A8AIVwrHtCh1ncAneEAMYAyAAEgI1BvD_BwE


I m p ro v e m e n t  K i t
Feeling Informed    
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Develop your strategic thinking and planning skills with these LEaD offerings from our 
learning prospectus:

• Strategic Thinking (page 129)
• Project Management (page 94-95)
• Consultations (page 105)

Enhance your communicative and influencing skills with these LEaD offerings: 

• Augmentative communication (page 72)
• Supporting Change (page 90-92)
• The Art of Influencing (page 128)

https://mcusercontent.com/d2ac2ef7cbc05e65001857f43/files/4b0a64cd-2f1c-44d3-bc92-390e9bc82ba5/LEaD_Prospectus_Oct_2020_compressed.pdf


M a i n t e n a n c e  K i t
Feeling Informed  

Communicate your decisions to your people using decision making process maps. 
Here us a useful guide to creating a flowchart by Microsoft.

Creating the time and space to inform your people of any important changes and 
opening up avenues of discussion through consultation can be valuable in building 
relationships and in gaining trust and respect. Watch this informative webinar for 
some great ways to communicate through change. 

Have you considered what you might do with your survey results? Read this great 
article by Greatplacetowork.com for some ideas. 
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https://support.microsoft.com/en-us/office/video-create-a-flow-chart-af4e3f4c-3854-486a-88ff-eb35692663dc
https://www.globalknowledge.com/us-en/resources/resource-library/recorded-webinar/powerful-and-creative-change-communications-strategies-that-work/#gref
https://www.greatplacetowork.com/resources/blog/what-to-do-with-employee-engagement-survey-results


M a i n t e n a n c e  K i t
Feeling Informed  

Inspiration is out there! If you enjoy your podcasts, have a look at this list of fun, 
engaging, insightful and informative podcasts with a hosts from a variety of 
professions. 

As we return back to the office post lockdown, consider your communicative 
approach to support those who may be anxious about life back in the office. Read 
this article by McKinsey and Co regarding communication as we return to ‘normal’ 
working life. 
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https://blog.bananatag.com/internal-comms/best-internal-communications-podcasts
https://www.mckinsey.com/business-functions/organization/our-insights/communications-get-personal-how-leaders-can-engage-employees-during-a-return-to-work


Customer Service – Why it  matters

Good customer service is critical for the 
success of most businesses that are 
dependent on custom to generate revenue. 
This is different for life in the Public Service -
‘Our customers don’t have a choice’ 
(McKinsey, 2019)

Our customers are patients, road users, 
service users, claimants, tax payers – the list 
goes on. The services we provide are essential 
for day to day life here on the island 

Source: BetterUp.com

The impact of a positive customer 
experience can make an enormous 
difference to those we have a duty to 
provide services for. 

Getting customer service right can improve 
reputation, making our organisation one to 
be proud to represent. It can offer a great 
sense of value, particularly when dealing 
with a challenging situation successfully. 
Take a look at some of the soft skills that can 
help ensure the best outcome in customer 
interactions.  



I m p ro v e m e n t  K i t
Better Customer Service 

Understanding the needs and values of our customers can help us provide a more equitable, 
positive customer experience for those who access our services. This great article by 
McKinsey (which also contains audio) talks about the importance of equity in customer 
service within the Public Service. 

This article is borne from a piece of research also conducted by McKinsey in 2019 that 
identified some of the difficulties Government organisations face in comparison to private 
sector organisations when it comes to managing and even exceeding customer expectations. 
It also looks at some examples of countries that have ‘got it right’. 
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https://www.mckinsey.com/industries/public-and-social-sector/our-insights/redesigning-public-sector-customer-experiences-for-equity
https://www.mckinsey.com/industries/public-and-social-sector/our-insights/the-public-sector-gets-serious-about-customer-experience


I m p ro v e m e n t  K i t
Better Customer Service 

Ultimately, Government customers now expect the same level of customer service they 
receive from private organisations. So what can we do and why does it benefit us to do 
enhance customer experience? 

Difficult customer interactions comes with the territory in any Government organisation. 
Understanding ways to respond appropriately, to seek the best outcome possible, to utilise 
these experience as learning opportunities and to develop coping strategies are critical for 
the provision of great service and for staff to remain engaged in their role. 

Resilience is an important tool in handling difficult customer interactions. ‘Building 
Resilience’ is a LEaD offering (pg. 51 of Prospectus) that can give staff strategies to build 
resilience. 
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I m p ro v e m e n t  K i t
Better Customer Service 

De-escalation skills can drastically improve the outcome of difficult customer interactions
and improve confidence/resilience in dealing with these situations. ‘De-escalation Training’ 
is a LEaD offering (pg. 41 of Prospectus) that can give staff strategies to regain control of 
escalating situations. 

‘Five Things “Difficult People” Are Really Saying’ (Crisis Prevention Institute) helps staff 
recognise there could be other reasons for difficult and challenging customer interactions 
which can help empathise and not take it personally.

‘Crisis Intervention: Step 1 Active Listening’ is a useful video demonstrating active listening 
soft skills that can help de-escalate difficult interactions
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https://hr.gov.im/media/1471/lead-prospectus-may-2021.pdf
https://www.crisisprevention.com/Blog/January-2014/5-Tips-for-Dealing-With-Difficult-People
https://www.youtube.com/watch?v=PgR1L_gvmsU


I m p ro v e m e n t  K i t
Better Customer Service 

‘How to Listen Actively on the Phone in Sales’ (Mailshake) offers some excellent tips to 
demonstrate to callers they have your full attention. 

‘Verbal Intervention: Seven Effective Strategies’ (Crisis Prevention Institute) shares some 
great tips for selecting the right language for difficult customer interactions. 

‘How to Set Limits’ (Crisis Prevention Institute) Limit setting is an effective de-escalation skill 
that can help manage defensive and sometimes aggressive customer behaviours. This CPI 
guide provides you with a ‘how to’ be more assertive in achieving a better outcome. 
LEaD also offer training to help improve assertiveness. ‘Skills for Challenging Positively’ (pg. 
60 of the prospectus) can help develop the soft skills required to be more assertive. 
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https://mailshake.com/blog/active-listening-phone-sales/
https://www.crisisprevention.com/Blog/7-Effective-Verbal-Intervention-Strategies
https://hr.gov.im/media/2274/setting-limits.pdf
https://hr.gov.im/media/1471/lead-prospectus-may-2021.pdf


M a i n t e n a n c e  K i t
Better Customer Service 

LEaD offer a two part course ‘Customer Service: What Great Looks Like’ and ‘Being 
Great in Practice’ (pg. 61-62 of  the prospectus) which helps attendees understand 
what customer experience in Government can look like at their best and what we 
can do to maximise the possibility of achieving the best outcome through great 
customer service skills.  

Customer feedback is important in understanding how we can continuously improve. 
This article by Governing.com shares a few strategies that can be implemented 
within Government to gain feedback from customers. 

https://hr.gov.im/media/1471/lead-prospectus-may-2021.pdf
https://www.governing.com/archive/col-government-customer-feedback-happyornot.html


M a i n t e n a n c e  K i t
Better Customer Service 

This comprehensive guide to ‘Customer Service Excellence in the Public Service’ is 
worth a look! It talks about a number of critical facets in the success of customer 
service strategies within Government Organisations.  

https://digitaltransform.org.uk/wp-content/uploads/2012/08/Public-Sector-Customer-Service-Excellence-report.pdf


Feedback – Why it matters

Organisations regularly ask for and gather 
feedback from customers and employees, 
but very few actually translate the feedback 
into action. Not acting on feedback makes 
asking for it a waste of time and a waste of 
valuable information. 

Remember, feedback doesn't have to just be 
about customer or employee experience, it 
can also be about canvasing suggestions for 
improvements or new ideas for products and 
features. 

The results from these Have Your Say surveys 
are your feedback. People have taken time to 
give feedback, so you need to take time to 
consider it and act on it. 

And don't forget to tell everyone what 
actions you've taken as a result of this 
feedback, it's important for people to know 
that their opinions are taken seriously.



M a i n t e n a n c e  K i t
Gathering Feedback

Need more practical help to think up questions? This page has lots 
of suggested questions divided into sections to focus on different 
outcomes - including solving problems, improving products, testing 
a strategy and identifying training needs.

If you're not sure where to start in gathering feedback then this 
article discusses various methods that you could use and different 
types of feedback to ask for. 

https://boast.io/45-customer-feedback-questions-improve-business/#solve
https://hiverhq.com/blog/collect-customer-feedback


M a i n t e n a n c e  K i t
Acting on Feedback

Read about 2 examples of CEOs who have listened and acted on customer 
feedback:
1. Tesla founder Elon Musk changed the company’s charging station 

policies within six days of reading a Twitter complaint.
2. The CEO of The Gap e-mailed a five year old girl in response to her letter 

requesting that Gap offer more for girls her age than “just pink and princesses 
and stuff like that”.

Don't focus on entirely on negative feedback and forget about positive comments. 
Read here about how you can use negative feedback to improve but also how you 
can act on and learn from positive feedback as well.

http://www.inc.com/justin-bariso/elon-musk-takes-customer-complaint-on-twitter-from-idea-to-execution-in-6-days.html
https://www.inc.com/justin-bariso/the-ceo-of-gap-just-sent-a-remarkable-email-to-a-5-year-old-girl.html
https://www.inc.com/john-rampton/acting-on-feedback-putting-good-and-bad-comments-to-work.html


Learning from mistakes – Why it  
matters

Mistakes will happen, that’s 
inevitable. It’s how you deal with 
mistakes and learn from them that’s 
important. Ask yourself:

Source: BetterUp.com

“Success does not consist in never 
making mistakes, but in never making 
the same one a second time.”

George Bernard Shaw

• Are mistakes seen as a chance to 
improve processes and encourage 
innovation? 

• Are they seen as a learning 
opportunity? 

• Do mistakes prevent people from 
trying new things and taking risks 
for fear of being blamed? 



M a i n t e n a n c e  K i t
Learning from mistakes

How an organisation deals with mistakes says a lot about them. 
How do you feel that your department/office or board has dealt with mistakes in 
the past? Could it be improved? This 2 minute read has some straightforward 
points on steps to consider in order to deal with mistakes positively. 

Without mistakes we wouldn’t have penicillin or pacemakers. It seems strange to 
say that mistakes are good for your organisation and that failure should be 
encouraged, but they play a vital role in helping both the employees and the 
organisation to grow and learn.

https://www.managementtoday.co.uk/fail-well-handle-business-mistakes/reputation-matters/article/1462189
https://www.theladders.com/career-advice/why-making-mistakes-is-actually-good-for-business


Working Together – Why it matters

The Public Sector is a large and 
diverse organisation and each 
Department and Division will have 
different ways of working and 
communicating. 

Working with other Departments 
brings with it the need to adapt how 
you communicate, and possibly how 
you work, in order to get a project 
completed. 

Source: BetterUp.com

Working with other areas in 
Government can bring many benefits 
by building networks and sharing 
knowledge and information . 

However, it can sometimes be 
difficult to work with other 
Departments who function and 
communicate differently and whose 
priorities may be at odds with our 
own.



Managing and Communicating Change –
Why i t  matters

“Change is the only constant in life”
Heraclitus, Greek Philosopher

Question: What could happen if 
people are unsure of what’s 
happening?

Answer: They may worry and look to 
fill in the gaps themselves. This can 
cause rumours and misinformation. 

Getting communication right during 
change is critical in its success. Many 
managers only realise this in 
retrospect. Ideally, communication 
should be consistent, timely, regular 
and through different methods and 
allow everyone the chance to ask 

questions and discuss the changes –
avoiding one way communication.



M a i n t e n a n c e  K i t
Managing and Communicating Change

Change can be difficult, but it will be easier and more likely to succeed 
if you keep people involved and informed throughout the change 
process. This article give you 8 techniques to help you to 
communicate change effectively

In this interesting 10 minute Ted Talk by Organisational Change expert 
Jim Hemerling looks at how, in a time where  transformation and 
change is often constant, we need to alter our approach to change by 
starting to put people first.

https://www.limeade.com/resources/blog/8-ways-to-communicate-change-to-employees/
https://www.ted.com/talks/jim_hemerling_5_ways_to_lead_in_an_era_of_constant_change


M a i n t e n a n c e  K i t
Managing and Communicating Change

If you haven’t got time to read through an article then maybe just spare 3 minutes to 
watch this quick and to the point YouTube video with some really simple tips for 
communicating change.

Are you responsible for implementing change or  leading and supporting others 
through change?  LEaD offer a set of courses to help you through the process:

• Understanding Change – see more details on our prospectus here
• Managing Change – see more details here
• Change Management – see more details here

https://www.youtube.com/watch?v=2p92KRbatxs
https://hr.gov.im/media/1471/lead-prospectus-may-2021.pdf#page=94
https://hr.gov.im/media/1471/lead-prospectus-may-2021.pdf#page=95
https://hr.gov.im/media/1471/lead-prospectus-may-2021.pdf#page=96


Sense of  Belonging– Why it  matters

Everyone wants to feel included, accepted and 
heard. We want to feel that our work 
achievements are recognised and that we are 
valued as individuals.

A strong sense of belonging helps to meet this 
need for acceptance and inclusion, but it also 
encourages people to do better in their roles 
and ultimately improves 
the performance of our organisation.

Our sense of belonging within the workplace 
has been shaken by the COVID

pandemic as working remotely has 
heightened people’s feelings of 
disconnection. 

Diversity
Being invited to the 

party without having 
to chase up the 

invite

Inclusion
Having the 

music to dance 
to and not being 
judged for your 

moves

Equity
Being able to 
attend the 
dance without 
any barriers or 
access issues

Belonging

Source: BetterUp.com

• How strong is your 
sense of belonging? 

• Do you encourage a 
sense of belonging 
in your team?



M a i n t e n a n c e  K i t
Sense of Belonging

Could a ‘sense of belonging’ be improved? Take a look at the 
suggested employee engagement actions here - a lack of activities in 
these areas is likely to lead to a disengaged workforce. 

Leaders who actively foster belonging will build teams who produce 
great work because they feel appreciated and supported. Can a sense 
of belonging be created if it's missing? Have a look at this article to 
discover some of the benefits of building a sense of belonging in 
teams. 

https://www.talkfreely.com/blog/sense-of-belonging
https://www.betterup.com/blog/belonging


Fe e l i n g  M o t i v a t e d   
Why it Matters

Employees who are engaged, enjoy their 
jobs and know how their role contributes to 
the organisation’s goals will be inspired to be 
innovative and be higher performers.

Employee engagement is about creating an 
environment where people want to offer 
more of their potential  and increase their 
capability. 

As a manager it’s important that you lead by 
example as you will play an important role in 
helping staff to feel inspired and engaged in 
their work. 

This CIPD factsheet explains employee 
engagement, its benefits and how to build a 
motivated and inspired team or read this 
article to learn the importance of feeling 
inspired at work. 
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https://www.cipd.co.uk/knowledge/fundamentals/relations/engagement/factsheet
https://greatpeopleinside.com/inspiration-at-work/#:~:text=Inspiration%20at%20work%20is%20always%20an%20added%20bonus.&text=This%20usually%20happens%20when%20your,a%20particular%20task%20at%20hand.


I m p ro v e m e n t  K i t
Feeling Motivated 

If you’re looking for help to improve engagement within your team take a look at the 
‘Engagement at Work’ course that can be booked through eLearn Vannin. You can read more 
about it on page 8 of the prospectus here

This podcast from CIPD looks at the connection between productivity and engagement and 
discusses the ways that engagement, whether high or low, can impact an organisation.

Read these ten tips by Forbes for ideas to inspire your people. Ask them – what inspires you 
to do your best? 
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https://mcusercontent.com/d2ac2ef7cbc05e65001857f43/files/4b0a64cd-2f1c-44d3-bc92-390e9bc82ba5/LEaD_Prospectus_Oct_2020_compressed.pdf#page=8
https://www.cipd.co.uk/podcasts/engagement-myth
https://www.forbes.com/sites/glennllopis/2013/05/06/10-things-inspire-teams-to-optimally-perform/?sh=622b1b136c83


I m p ro v e m e n t  K i t
Feeling Motivated

How can you implement motivational strategies when you don’t know what motivates your 
people? Ask them – what inspires you to do your best? Engage with your people and learn 
what motivates them to want to succeed. Learn more about this here. In this article by 
Harvard Business Review learn five questions to help your people find their purpose. 

Share with them what inspires you to do your best work.  Allow your people to get to know 
more about you, your own career pathway and what inspires you to want to succeed for 
yourself, your people and your organisation. Get some ideas here. 
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https://talkingtalent.prosky.co/articles/finding-what-motivates-your-employees
https://hbr.org/2017/08/5-questions-to-help-your-employees-find-their-inner-purpose
https://www.builtinchicago.org/2016/06/30/7-chicago-ceos-inspire


M a i n t e n a n c e  K i t
Feeling Motivated

Inspire your team with these great idea generating workshops by Sessionlab.com that could be 
completed within a team meeting. Walking brainstorm is a great way to engage more 
introverted staff members in idea generation. Bad Idea Brainstorm is a fun way to start a 
planning meeting by highlighting ways NOT to achieve the goal. 

How to great leaders inspire? Watch this inspiring Ted Talk to learn more. 

What is your vision for the future? What is your mission statement? Developing and 
communicating a vision can create a feeling of excitement and inspire your people to want to 
get involved in ensuring its success. Making sure your strategic narrative speaks to your people 
is important is inspiring them to want to get on board. Read this great article by Gallup 
explaining how to create an engaging strategic narrative. 
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https://www.sessionlab.com/methods/walking-brainstorm
https://www.sessionlab.com/methods/bad-idea-brainstorm
https://www.ted.com/talks/simon_sinek_how_great_leaders_inspire_action?referrer=playlist-shawn_achor_work_happier
https://www.gallup.com/workplace/268310/leaders-craft-inspirational-strategic-narrative.aspx


O v e r a l l  H a p p i n e s s
Why it Matters

Work and happiness are two words you may 
not always find in the same sentence. 
Finding a career, a working environment and 
a culture that we enjoy and gain a sense of 
satisfaction from is what we’d like to 
experience in our working lives. 

Conducting surveys like this with a view to 
continued improvements can help us as 
organisation achieve this things for our 
people.

So what can we do to maximise the happiness 
of our people and shape the Isle of Man 
Government into a place where people enjoy 
working?

Increasing happiness through engagement 
strategies and exploring strategies to improve 
resilience in our people can help weather the 
storms of more challenging times with a 
feeling of preparedness and support from 
peers. 
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I m p ro v e m e n t  K i t
Overall Happiness     
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What does workplace happiness actually look like? Read about this 
here. 

In this article Forbes discusses ways you can actually measure 
happiness in the workplace. 

Learn what makes these Government Organisations some of the 
happiest in the world by the development of workplace policies with 
this interesting article by the Chief Happiness Officer Blog. 

https://www.randstad.ca/employers/workplace-insights/corporate-culture/what-does-a-happy-workplace-look-like/
https://www.forbes.com/sites/theyec/2015/06/02/a-strategy-for-measuring-employee-happiness-and-acting-on-the-result/?sh=64efbb1e220f
https://positivesharing.com/2017/02/11-government-policies-that-promote-happiness-at-work-to-give-a-country-a-competitive-advantage/


I m p ro v e m e n t  K i t
Overall Happiness
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Read about the ‘Science of Satisfaction’ with this great article by Workology.com 
for some ideas as to how to improve workplace happiness. 

Watch these inspiring Ted Talks with about achieving happiness in the workplace. 
‘The Pursuit of Happiness in the Workplace’ and ‘What Makes Us Feel Good About 
Our Work? 

Always mindful of the public purse, initiatives that create happier workplaces need 
to be cost friendly. This great article by social psychologist Dr Ron Friedman shares 
ways you can promote happiness without spending money. 

https://workology.com/the-science-behind-work-satisfaction-and-how-you-can-harness-it/
https://www.ted.com/talks/sharissa_sebastian_the_pursuit_of_happiness_in_the_workplace
https://www.ted.com/talks/dan_ariely_what_makes_us_feel_good_about_our_work?referrer=playlist-shawn_achor_work_happier
https://www.steelcase.com/research/articles/topics/culture/secret-happy-workplace-ron-friedman-qa/


Q u e s t i o n s  R e l a t i n g  t o  
G o v e r n m e n t  ( N o t  D e p t )  
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Many of the questions within the Shared Purpose survey relate to the organisation and how 
staff feel about working for IOMG, rather then focus on their own Dept/Board/Office. It may 
feel as though we have little power to improve scores around these questions (e.g. Chief 
Officers have a clear vision for the future of IOMG) but there are a variety of engagement 
strategies we can action that can positively influence feeling around these lower scoring 
areas. 

By auctioning some of the recommendations provided within this toolkit (and the other 
toolkits available via the LEaD website) improvements can be made that enhance staff 
engagement and their experience within the organisation. 



N e ed S u p por t?
LEaD Can Help 
Email: lead@gov.im
Call: 685724


