The NBOGroup 360° Feedback System

What is 360° feedback?

360° feedback, also known as multi-rater feedback, is
feedback that comes from all around an employee.
The individual is figuratively in the middle of a circle
of managers, peers, subordinates, or others who pro-
vide feedback on that individual's performance.

In the NBOGroup's 360° feedback system, employ-
ees receive confidential, anonymous feedback
from the people who work around them. We offer an
online system that rates individuals, teams or the
entire organization against specific core competen-
cies in a constructive, non-threatening way.
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The NBOGroup 360° Products Lw

Leadership 360°

Leaders need to know
where they stand with
stakeholders. Research
indicates that feedback
diminishes the higher one
moves in the organization.
The NBOGroup 360° feed-
back survey helps improve
the quality of feedback at
the top. Annual 360°s mo-
tivate leaders to improve
their results year on year.

www.nbogroup.com

How is 360° feedback used?

¢ The purpose of a 360° survey is to help
people improve their performance.

¢ 360° feedback is most often used as a
development tool to help people rec-
ognize their strengths and weaknesses
and identify areas which need improve-
ment.

¢ It is a simple and powerful way of
aligning people’s behavior with the or-
ganization’s needs.

The NBOGroup’s 360° feedback process
is highly effective as both a personal and
organizational development tool.

Our process gives people the opportunity
to provide anonymous feedback to a co-
worker that they might otherwise be un-
comfortable giving.

Feedback recipients gain insight into
how others perceive them and have an
opportunity to adjust their behavior and
develop skills that will enable them to
excel in their jobs.

Teams 360°

Team effectiveness is cru-
cial for organizational suc-
cess. The NBOGroup 360°
can determine how well
your team is performing and
identify what's needed for
success. Executive teams,
functional teams, project
teams, virtual teams and
task force teams can all
benefit from constructive
360° feedback.

Sales 360°

The key to sustained reve-
nue growth is a productive,
energized, and competent
sales force. The
NBOGroup 360° provides
an effective way to meas-
ure your current sales force
strength and to determine
specific areas of improve-
ment that would lead to
enhanced performance.

EQ 360°

Then NBOGroup EQ 360° is
the most accurate assess-
ment of self perception vs.
what others see in your be-
havior. This constructive
emotional quotient (EQ)
feedback helps you under-
stand how your behavior
affects others and how you
can improve your interaction
with other people.
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A Highly Reliable Assessment System

Frequency Gap Analysis How do you work to overcome a weakness

Each question on the NBOGroup 360° survey asks the rater Yot doE Do yOu D vo £

to identify how often the survey participant, or ratee, demon- 360° feedback through frequency gap analysis allows
strates that particular competency, and also how often the raters to point out areas for improvement in an anony-
rater would like to see that competency demonstrated. The mous, safe manner. Participants’ blind spots, both
difference between the two scores results in a gap. The big- positive and negative, are brought to light. A new
ger the gap, the greater the variance between how that em- awareness of one’s strengths and weaknesses creates
ployee is performing and how the rater expects him or her to changes in behavior often with no other coaching or
perform. Research shows that 360° surveys which focus on training. Progress can be made just by understanding
desired behavior rather than on the survey participant himself the gap. Added formal training and coaching can
are more effective in motivating change. This ability to differ- produce even greater improvement.

entiate between current and expected behavior is one of
the most valuable features of the NBOGroup 360° feedback
survey.

Leadership Development Guide

The competencies measured by the NBOGroup 360° feedback survey are also
found in our accompanying leadership development guide, What Bosses Want™
by Gary and Bonnie Nelson.

This unique competency development guide enables readers to create a personal
development plan based on their specific needs. It ties in with the 360° feedback
system by providing creative strate-
gies for meeting development needs.
What Bosses Want™ offers a wealth of
real-life examples from around the
globe to help readers understand what
each competency looks like in action.

See below for a list of competencies
included.

Leadership Managing Behavior Communication People Development
«Business Judgment » Decision-Making o Attitude o Clear Communication  eCoaching
»Change Leadership « Delegation » Courage and o Cultural Awareness «Counseling
» Customer Focus « Innovation Confidence « Listening «Empowerment
«Drive « Managing « Emotional Quotient « Networking «Motivation
» Goal and Target Setting e Prioritization « Integrity and Trust « Political Judgment «Teaching and Training
«Leadership « Problem-Solving « Know Yourself « Teamwork
» Strategic Ability « Time Management «Mentoring®
«Vision/Direction-Setting : *“New chapter in second edition
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Easy, Accurate and Comprehensive

Trainer-led briefings

At the beginning of each 360°
project, the NBOGroup conducts
a briefing session for all partici-
pants to help them understand
how the 360° process works.
NBO also conducts a workshop
at the conclusion of the project in
which the objectives and goals
of the 360° project are reviewed.
We demonstrate how to read
the 360° report and guide each
feedback recipient in under-
standing his or her own report.
We assist the participants in cre-
ating an individual develop-
ment plan so they can make
use of the results of their 360°
feedback. We can also provide
one-to-one coaching.

Some organizations choose to
combine a 360° project with
other NBOGroup programs such
as Leadership Development or
Team Development. We can
customize a program according
to your organization’s needs.
This is a powerful way to capital-
ize on the compelling results of a
360° feedback survey.

www.nbogroup.com

A user-friendly online system

Access a single login point regardless of the
number of people you are rating.

Work at your own pace. Save your re-
sponses and continue later.

Include open-ended comments on each com-
petency area and also on areas of greatest
strengths and weaknesses.

Receive a comprehensive, easy-to-read re-
port and recommendations.

Track performance over time. If the same
items are measured year to year, you can
track not only the progress of individuals but
also departments and the entire organization.

Customizable 360° feedback surveys

Survey questions can be customized to more
accurately reflect each organization’s culture and
competency focus.

We can also customize the rater categories to
match your company's reporting structure and
terminology.

Qur experienced staff works with our clients to
identify clear objectives and develop compe-
tency questionnaires that precisely match their
needs.

Multiple languages

The NBOGroup’s 360° feed-
back system is currently
available in English, Dutch,
and Asian languages. It can
be provided in any language
required.

" IINBOGroup
e



Results of an NBOGroup 360° Survey

Return on investment

Many people believe that well-managed
360°s have revolutionized individual devel-
opment and performance management.

“No organizational action has more
power for motivating employee behavior
change than feedback from credible work

associates.”
(Mark Edwards and Ann Ewen—360° Feedback)

“A well-managed 360° can yield a return

on investment as high as 700%.”
{Lyle Spencer and Charles Morrow—The Economic Value of

Competencies. Measuring ROI)

The NBOGroup offers our clients a total
learning resource with the philosophy that
our client relationship is a partnership that
continues. Call us today to find out more

about our 360° feedback system. We look
forward to the opportunity of working with
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“Coastal Wine & Spirits found great value in using the NBOGroup 360° assessment survey.
The tool allowed us the opportunity to reflect, a concept that is new to our culture. By con-
firming our strengths and identifying our main areas for improvement, it has been instru-
mental in helping prioritize our in-house training strategies; coincidentally tying in with our
newly created company vision statement. Although the collective results were not a sur-
prise, they confirmed where we need to focus our most immediate energies. The process
was uncomplicated; the service and communication first-rate.”

Director of Human Resources, Coastal Wine & Spirits

“This program is very useful. It enables us to evaluate
our strengths and weaknesses so that it is possible to
improve ourselves. The program was informative and
trainers were very helpful.”

Accounting Manager, FMC Singapore

Y

“Very interesting and especially useful in our day to day
work environment. | get to know myself better and un-
derstand how others perceived me. | also get to know
my staff and boss better, and | hope this can help to
enhance our working relationship.”

Manager, Sony Electronics

Contact Us

NBO Leadership Sdn Bhd
Tel (603) 7665 2788 | Fax (603) 7665 2488
www.nboleadership.com | info@nboleadership.com
With offices and affiliates in Singapore (HQ), Hongkong,

Indonesia, USA, Europe
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A 360°

Leadershi

5:’% SembCorp
E? Industries

measured by the 360° Survey.

A Senior Vice President of the SembCorp Group of companies has a powerful story to tell
about his own personal development journey. In fact, his measurable results were so
significant that the Director of NBOGroup, Gary Nelson, requested a personal interview to
learn exactly how he had achieved such outstanding results in less than one year.

The story began in December 2003 when he participated in an NBOGroup 360° survey
which was part of the SembCorp Leadership Development Program. A second survey was
done in September 2004 to measure whether tangible progress had been achieved. The
results were outstanding. In fact, he had improved in virtually every competency area

"
The Leadership 360°
process was structured so
that the senior executive
identified a list of people who

-

To gauge the value of this

@\ additional instrument, Gary

@ Nelson asked him for his
feedback. “What were your

perceptions of the Thomas

could rate him, and then
gave that list to his manager for input. The
final decision on who would rate him was left
to his manager in consultation with the
Human Resources department. The group of
raters included not only his superiors and
peers, but some partners and customers as
well. The survey was structured to provide
total anonymity for all participants to
encourage candid feedback. After the results
were received and compiled he was given a
comprehensive written analysis on his
Survey scores and comments. His initial
reaction to the results?: “In some areas |
found it rather surprising, and felt that it can’t
be. | thought | had done enough in certain
areas”.

In addition to this initial 360° survey,
NBOGroup also had him complete the
Thomas DISC personality profile to provide
another view of his behavioral style at work.

www.nbogroup.com

DISC tool?” His response was:
“I think my first reaction was shock. To
know a tool (DISC) that talks to you, and
tells you what you really are. Then trying to
see whether in fact it truly reflects who you
are. In some areas you agree but in others
you disagree.”

He then described how he personally used
the DISC information to help him in his
management and leadership development
activities. He said he was able to see the
areas where he needed to take stock of his
personality and its impact, especially where
it might effect current business issues.

His personal DISC results were helpful
enough to encourage him to take the tool a
step further. He asked all of his direct
reports to complete a DISC profile. His
initial goal was to see whether his views of
these direct reports were similar to the
DISC report analysis.

lINBOGroup



A 360° Leadership

Success Story

He ultimately used the DISC information in a
team session to ensure a better
understanding of each team member’s
personality style. He also started using DISC
as part of his recruitment process and finds
that, to a large degree, it is accurate in
identifying
individual
personality styles

and strengths.
POWER

+ GOALS

- FAILURE
‘TELL’

Having done the
profiles of his direct
reports he was
then able to
determine how he
could be more
effective with the
people around him.
Asked whether he
found some of his
direct reports profile a surprise, he mentioned
that “this was true with some of the quieter
individuals”.
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The next question for him was whether he
felt the DISC profile results correlated to his
360°-survey results? He said there was a
definite correlation. In fact he even asked
one of SembCorp’s Human Resource
specialists on DISC to sit down with him and
discuss more specifically the areas that
correlated.

He realized that the 360° showed that
different people had varied perceptions of
him. He agreed with some, but also
disagreed with others. Despite this, he knew
that he needed to change his approach, so
that others would notice a change. He
decided that his top priority was to focus on
the area of communication with regard to his
customers. The questions he asked himself
were: “Do | listen enough?”, “Do | give
enough?” “Do | make a dictatorship kind of
decision, or is it by engagement?” The
answers to those questions helped him
define the changes he would make.

www.nbogroup.com

He decided to make a conscious effort to
be different in interacting with others. He
started to smile a lot more when he was
talking, to listen more, and even when he
did not agree, he would say so in a
different way. Gary
Nelson then asked him
how these behavioral
changes related to his
DISC profile? His profile
showed him to be very
high on the “C” Factor
(Logical, analytical,
precise, detailed,
intolerant of error). He
confirmed that he used
his High “C” logic to make
conscious decisions on
specifically what and how
he would make changes.
He knew analytically that
business changes would require him to
show a different style. He also realized that
he felt more comfortable in dealing with
large Multi National Corporations (MNC's)
because they tend to approach issues in a
way that was similar to his natural style.
Leveraging on this compatibility as much
as possible was an effective strategy.
Additionally he was even more aware of
consciously modifying how he dealt with
non-MNC clients.

PEOPLE
+ RECOGNITION
- REJECTION
‘SELL’

PACE
+ SECURITY
- ABRUPT CHANGE
‘LISTEN’
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Having identified the behavioral
modifications that were required, the next
question was to find out what he found
most difficult to change. He reflected on
this question and said that “in reality
nothing was ‘most’ difficult”. One of the
things that made all the changes easier for
him was the ability to be honest with
himself, as well as a lot of coaching and
support from his wife. “She provided a lot
of positive encouragement”. Not only did
he share his 360° results with his wife, but
also his DISC profile. “How did she view
these results?” With much laughter! (and
agreement).

lINBOGroup



A 360° Leadership

Success Story

He has also played an active role as the
president of his Church community for the
past 2 years. He mentioned that in this
capacity, he found that one cannot always
satisfy everybody. There will always be
dissatisfied people. He found that it was
how he deals with dissatisfied individuals,
and the work that he wants to do. He
learned that he can’t focus so much on
how the dissatisfied people continue to
grumble. Instead, the focus must be the

The NBO 360° Feedback Process

Phase 1
Needs Analysis

Phase 2
Customize The Approach

Phase 8
Adjust Your Plan  NBO - Individual 360 Process
includes
Face-to-Face Meetings

Phone Intervention

Email Scorecards
Team Meetings

Training

Phase 7
Measure Your
Progress to Goals

Phase 3
Implement NBO 360°

Phase 4

Phase 6 °
Results Guide Your Plan

Specialized Training

Phase 5
Map Your Plan

larger issues of building the community

The next critical question for him was, “So,
how are you going to keep it up?” He replied
that initially you make a conscious effort to
change, but over time this conscious effort
becomes the norm (a habit). Once you feel
comfortable, you have confidence and
satisfaction in what you do. It then becomes
“your way”, and you will naturally, as a
human being adopt it, and carry on with it in
your life.

The tangible results of his efforts were clear
when a second (identical) 360° Leadership
Survey was conducted in September 2004
(10 months after the first survey). All the
original participants were included in this
second survey. In every single Leadership
Competency the Survey measured, he
showed significant improvement. In
reviewing these results, we asked him if
there was anything more he wanted to work
on? His reply was that he feels he needs to
do more in working with his peers and their
perceptions. He did not see as much
improvement in that area as he would like.
He realized that often there is an element of
competition with peers, but realizes that he
needs to engage his peers more, as these
relationships need to be established as one
moves up the corporate ladder.

“Providing clear feedback and direction” was
another area he highlighted for additional
improvement. Here he felt that he was
spending a lot of time trying to bring clarity by
talking things through, to ensure people are
comfortable.

www.nbogroup.com

He is still trying to grasp why the results did
not identify how much additional feedback
and direction he is providing. Differences
in personality style and individual needs
may be one factor. Another factor in his
feedback and direction strategy is that he
knows he sometimes avoids “over
clarifying issues” to allow his subordinates
to use their individual creativity. “In
Singapore, the culture has been more
directive with very detailed guidelines and
that is the comfort area for many.” But
over time he believes there will be more
creative thinkers.

Now what? He has the perspective of the
two 360° Leadership Survey results and
his DISC Profile. He is also aware that
there will be even more business
challenges in the year ahead

When asked how confident he is that the
competencies he has worked on will
remain with him, he confirmed that they
would. He knows that he has been very
results oriented, and that he will continue
to be. He now realizes this drive for
results must be balanced with other
important factors. The changes he has
made allow him to get along better with
people. These changes did not mean he
had to compromise his principles or values
in any way, but rather to engage people
more positively. He believes that positive
change will be in his outlook continually.

The bottom line result, better scores in
every 360° question measuring his
Leadership competence.
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A 360° Leadership

Success Story

The NBOGroup Edge The NBOGroup 360°

The NBOGroup has been conducting leadership Leadership 360 ° \
development, communication and interpersonal n e
skills training across Asia since 1988. The Designed for leaders at all levels. Focused
NBOGroup is one of Asia’s most respected and accurate feedback on competencies

leadership and communication consulting firms, fundamental to success.

with offices in Hong Kong, Singapore, the United
States, and with partners in Europe, Thailand,
Indonesia, Malaysia and 30 other countries. Team 360°
Each NBOGroup program is designed to fit the
specific learning objectives of our

clients, who include many of the Fortune 500.
With worldwide experience, our

programs and products are tailored for multi-
cultural environments.

Effective for any type of team: executive
teams, functional teams, virtual and project
teams. Measures how teams are performing
and how to maximize productivity.

The NBOGroup employs leading edge tools in mSales 360°
each customized engagement including:
Thomas DISC, Thomas TST, 16PF and the
NBOGroup’s unique online 360° Leadership
Survey. Our executive coaches add value to
each personalized coaching experience by
linking individual personality and behavior to
desired performance objectives.

Targeted for sales, sales management,
customer service and support functions.
Comprehensive feedback on overall
performance and identification of
development needs.

“What Bosses Want” A Guide to

Our trainers emphasize the development of m_Building Lead _ership Competencies

practical competencies, not stereotyped

techniques. This approach delivers greater A unique and

impact within a training session, a lasting comprehensive book for

application by the participant, and a return on personal development.

investment for the organization. As a stand-alone guide
or when linked to the

The NBOGroup offers its clients a total learning NBOGroup 360° results,

resource with the philosophy that our client individuals can create

relationship is “a partnership that continues”. their own personal

We look forward to the opportunity of working development plan for

W|th you_ Success.

583 Orchard Road

#10-04 Forum

Singapore 238884

Phone: 63398733 Fax : 63397055
Email: nelson_thomas@nbogroup.com
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