
Perception

Realization 

Perception grid 

(biological)

Observation grid

(social)

Black BoxStimulus



One-way Communication

Medium

Sound waves, writing, 

gestures, facial 

expressions, signs, ….

Sender

Inner thought

Expression Perception

Medium

Sound waves, writing, 

gestures, facial 

expressions, signs, …

Sender

Inner thought

Receiver

Mirrored

inner thought

Codification

(= Speech)

Inner thought

Decodification

(= 

Understanding)

Inner thought



Two-way Communication

Medium

Sound waves, writing, 

gestures, facial 

expressions, signs, ….

Sender

Inner thought

Expression Perception

Medium

Sound waves, writing, 

gestures, facial 

expressions, signs, …

Sender

Inner thought

Receiver

Mirrored

inner thought

Interpretation

Receiver

Mirrored

inner thought

Sender

Inner thought

Medium

Sound waves, writing, 

gestures, facial 

expressions, signs, ...

Interpretation

Codification

(= Speech)

Inner thought

Decodification

(= 

Understanding)

Inner thought

Decodification

(= 

Understanding)

Inner thought

Codification

(= Speech)

Inner thought

Perception Expression



Verbal/Nonverbal Communication

Clothing

Accessories

Possessions

Facial expressions 

Gestures

Body movements

Build

Colour of face

Skin colour

Voice quality

Way of speaking
Articulation

Intonation

nonverbal communication 

elements

verbal

communication elements

vocal paraverbal nonvocal

body material

Static dynamic



Content and Interpersonal Level of Communication

Stable relationship =

more content is conveyed



Four-ears Model Practical Example

Factual informatio

The milestone is due 

tomorrow

Appeal:

I hope you 

are ready tomorrow!

Don't let me 

down!         .

Relationship:

I have faith that

the agreement 

Self-

revelation:

I'm afraid 

that we won't finish 

on time.             
The deadline for

reaching the  

milestone 

is tomorrow.

"The milestone is 

planned to 

be reached by 

12/16/2014."

"I have faith that

our agreement

will stand."

"I'm afraid that we 

won't be ready 

on time."             
"The milestone 

is due tomorrow."

"I hope you       

are ready tomorrow! 

Don't let me down!"      

Appeal:

Factual 

information:
Self-

revelation:

Relationship:



The Four Sides of Communication

The matter layer

T
h

e
 s

e
lf

-r
e

v
e

a
li

n
g

The relationship layer

T
h

e
 a

p
p

e
a

l

MESSAGE



Leadership Diagram

Project manager

Cognitive and

motivational 

qualities

Group rules

Project team

Leadership

expectations

Leadership

claim

Project aims

Tasks 

Comparison

Leadership success:

- Achievement rate

- Satisfaction of those led

- Interaction of those led

with each other

- Acceptance of the manager



Project Management Methods and Social Competence Matrix

low

high

S
o
c
ia

l 
c
o
m

p
e
te

n
c
e

low highCompetence in project management methods

Project coach
Leading

project manager

Junior project 

manager
Administrative 

project manager

Programme

manager

Smaller projects of lesser 

complexity
Projects of medium 

complexity or size

Larger projects of greater 

complexity, culture change, 

OD

Larger projects of greater 

complexity, programmes

Maturity

Leadership &

project management 

competence

Extensive leadership 
experience;

high level of project 

management competence 

A lot of experience in 
intervention; 

project management 

competence

Inexperienced in 

leadership; minimal project 

management competence

Minimal leadership competence;

Experience in project 

management



Leadership Continuum

Leeway in decision-making

Project manager Leeway in decision-making

Project team member

authoritarian patriarchal inquisitive consultative participative delegator autonomous



1

low

9

high

Concern towards production/

performance

low   1

high   9
C

o
n

c
e

rn
 f

o
r 

p
e

o
p

le

High level of concern 

towards performance + 

employees

High concern towards 

performance - no concern 

towards employees

Minimal/no effect

on performance 

+ employees

Balanced concern

towards performance + 

employees

5.5

High level of concern 

towards employees 

and focus on working 

environment

1.9 9.9

9.11.1

Universal Leadership Style



Delegation

style

Authoritative

leadership 

style

Participative

leadership 

style

Integrative

leadership 

style

Delegating Telling

Participating Selling

1

low

9

high
Task behaviour

R
e

la
ti

o
n

s
h

ip
 b

e
h

a
v
io

u
r

1

low

9

high

Social competence of the PTM (3rd dimension)high low

M 4 M 3 M 2 M 1

Situational Leadership Theory 

Legend: 

M 1-4 ... Degree of maturity or social competence



Responsibility Matrix

WBS 

code 
Phase/Work package 

P
ro

je
c
t 
o

w
n

e
r

P
ro

je
c
t 
m

a
n

a
g
e

r

P
ro

je
c
t 
te

a
m

 m
e

m
b

e
r 

1

P
ro

je
c
t 
te

a
m

 m
e

m
b

e
r 

2

P
ro

je
c
t 
te

a
m

 m
e

m
b

e
r 

3

1 PROJECT 

1.1 Project management 

1.1.1 Project start A R C C C

1.1.2 Project coordination R C C

1.1.3 Project control A R C C C

1.1.4 Project marketing C R C C C

1.1.5  Project completion A R C C C

1.2 Approach

1.2.1 Carry out actual state analysis R

1.2.2 Gather target requirements C R I C

1.2.3 Define and agree upon specifications C R 

1.2.4 Establish and approve contract specifications A R C C

1.2.5 Carry out review with client R 

Legend: 

A ... Accountability - (strategic) decision WBS – work breakdown structure

R ... operational (performance) responsibility

C ... Contribution



Normative Model of Decision-Making

A B C D E F G

Is there a quality requirement? 

Is one solution probably 

better than another?

Have I got enough information 

to be able to make a valuable 

decision alone?

Is the problem structured? Is it 

known what information is 

missing and where it can be 

found?

If I make the decision myself, 

will it then be accepted by the 

employees?

Do the employees share the 

company objectives that are to 

be achieved by solving this 

problem?

Is it possible that conflict may 

arise among the employees, 

regarding the solution to be 

adopted?

1 A1, A2, B2, G2

2 G2

3 A1, A2, B1, B2, G2

4 A1, A2, B1, B2

5 G2

6A B2

6B B1, B2

7 A2, B1, B2

8 A2, B1, B2, G2

9 B2

10 B2, G2

11 G2

12 B2

N

Y
Y

N Y

N

N

Y

N

Y

Y

N

N

Y

Y

N

Y

N

N

Y

Y

N

Y

N

Y

N

N

Y

N

Y

Y

N

Y

N

Is acceptance of the decision 

by the employees important for 

effective performance?



Team Characteristics

P
ro

je
c

t 
p

e
rf

o
rm

a
n

c
e

/I
d

e
n

ti
fi

c
a

ti
o

n
 o

f 
g

o
a

ls

Team development/mode of working

Against each other individualists, 

apparent group, apparent 

leadership

Alongside each other group with 

leadership, apparent project team

Together 

project team with project manager

For each other  high performance team - in addition to 

the qualities of a well-developed project team, they also 

have fun and enjoy their work (additional performance 

improvement)



Team Development Phases 

TEAM 

CLOCK



Place

T
im

e

different time

same place

3

different time 

different places

4

same time

same place

1

same time

different places

2

different

d
if
fe

re
n
t

same

s
a
m

e

Characteristics of Virtual Teams



Personality

Internal dimensions

Organizational dimensions

Age

Gender

Social 

background

Country of

origin,

Ethnicity

Sexual

orientation

Physical,

Mental

ability

Social

stratum

IncomeGeographic

location

Marital

status

Parent-

hood

Language/

dialect

Work

experience
Education

Religion/

world view

Recreational 

habits

Functional level/

classification
Work content/

field

Current 

and

past

project

roles

Work 

location/

mobility

Duration of employ-

ment/Project

availability

Type of

work

relationship

Work

and

project 

context

Project

mgmt 

under-

standing/

stand-

ards

Four Layers Diversity

Outer dimensions



Closure-oriented 

cultures

Informal

cultures

Relationship-oriented 

cultures

Formal

cultures

versus

versus

Cultures under 

time pressure

Expressive

cultures

Cultures not under

time pressure

Reserved 

cultures

versus

versus

Four-culture Typology



TCI - Four-factor Model

IT

USI

Theme

GroupIndividual

GLOBE

Environment

Project 

Manager

Dynamic 

balance



TCI - Iceberg

IT

USI

Theme

GroupIndividual

GLOBE

Environment

Time Contents

Tasks

Factual 

level

Psychosocial 

level

RequestsAssignments

Info

Love

Prejudices

Rules Values

HateCourage

Basic setting

Experiences

Antipathy

Fear

Motivation



Transaction Analysis

Rational, factual

communication

PA PA

AD AD

CH CH

Different levels -

cross-over communication

PA PA

AD AD

CH CH



The OK Corral

You are OK You are not OK

I am OK

I am not OK

I am OK

You are OK

I am OK

You are not OK

I am not OK

You are OK

I am not OK

You are not OK



Johari Window

A

Public

person

C

'Blind

spot'

B

Private 

person

D

Unknown 

to all

known unknown
k
n

o
w

n
u

n
k
n

o
w

n

ME
O

T
H

E
R

S



Development of the Johari Window 

C

B

known unknown

k
n

o
w

n
u

n
k
n

o
w

n

ME
O

T
H

E
R

S

A

D



Basic Model (Cycle) of Motivation

Goals

Attitude

Incentives

Rewards

Performance

Effort



Pyramid of Logical Levels

Mission

Vision/goals

Identity/Team spirit

Values/Project culture

Capabilities/Competencies

Behavior/Tasks

Context



Maslow's Hierarchy of Needs

Self-

actualization

Self-esteem needs

(Recognition, status,

prestige, respect)

Belonging needs

(Contact, love, belonging)

Safety needs

(Protection, financial security, freedom from threats)

Physiological needs

(Food, water, breathing, sleep)

Motives for growth

Motives for 

deficits



Herzberg's Two-factor Theory

Examples:

-Relationship with other team 

members, project manager

- Work environment, conditions 

- Job security

- Significance to the project

- Fair treatment

- Salary

Factors leading to dissatisfaction Factors leading to satisfaction

Examples:

- Interesting work contents/work package

- Possibility to learn

- Career opportunities

- Empowerment/individual responsibility

- Beneficiary of the results

- Satisfaction from own performance

- Social recognition

Hygiene factors

Motivators



Adams Equity Theory

Subjectively perceived input/output proportions

?
my input      > your input

my output    <         your output
=



An example from day-to-day project life

Practical Example of the Equity Theory

my input           >       consultant input

my output        < consultant output
(3,900 Euro gross) (8,000 Euro gross)

=

?
(60 work hrs on project, IT expert) (60 work hrs on project, IT expert) 



Job Characteristics Theory by Hackman/Oldham

Core

job

characteristics

Critical

psychological

states

Outcomes

Variety of skills

Task identity

Task significance

Meaningfulness/
Importance of the
job

Autonomy

Feedback

from job

Proven 
responsibility for
outcomes

Knowledge of
results from own
effort

Influential factors 

- Knowledge, capabilities and skills

- Strength of the needs for growth

- Satisfaction with job context

High intrinsic

motivation

High growth 

satisfaction

High general

job satisfaction

High work

effectiveness



The world, as it is Theory of knowledge

Naive realism

Critical

rationalism

Constructivism

"Reality", as 

we experience it

?

Constructivism



Trivial vs. Complex System

fInput A Output B

Trivial (technical) system

Complex (social) system

f

F

S

Self-reference

Input A Output B, C, E … 



Boundary

Environment or

context

Social system

Competitors

Authorities

Suppliers

Clients

Structural

linking

Social System



Management of complex systems

Observation

Reflection

Understanding

Handling

Observation

Reflection

Understanding

Handling



Conflict Potential in Projects

Resource shortage
and time pressure

low high

high

high

D
if

fe
re

n
c

e
 o

f 
in

te
re

s
ts

high



Types of Conflict in Projects 

Resources/costs

Availability

Conflict of resources

Project 

team

Purpose

Vision

Conflict of goals

Culture

Mindset

Conflict of values

Conflict of 
relationships

Emotions

People

Conflict of means

Methods

Procedures

Conflict of roles

Expectations

Tasks



Distribution of Responsibilities Project Manager - Team

Project 

manager

Project 

team

Project

team

Project 

manager

Even

Balanced

- Uncertainty

- Lack of orientation

+ Chance of  

development

for project team 

members

- Conflict

- Overlapping

+ Negotiation

+ Release for project

manager

Project 

manager

Project 

team


Emptiness -

Chaos


Conflicts



Conflict Strategies

Adaptation

concede

Lose to Win

Avoidance

back down

Lose-Lose

Competition

assert

Win-Lose

Interest in
the outcome

In
te

re
s
t 

in
 

th
e
 r

e
la

ti
o

n
s
h

ip

low

low

high

high

Cooperation

solve problem

Win-Win

Compromise



Typical Escalation Stages in Projects

Two-way discussion

Addressing the subject 

in the project team

Escalation to 

project owner



Areas of Influence on Project Conflicts

I

CAN

external 

indirect

direct

...assist

...not change anything



low

high

E
ff
ic

ie
n

c
y

low highPresence of conflict

(Amount and intensity)

Lethargy,

no ideas,

emptiness

Squandering of

resources,

confusion,

scheming, stress,

failure to reach

project goals

Reducing tension, clear relationships,

new activities through advertising,

new ideas, creativity



Drama Triangle

Persecutor Savior

Victim



Describe the problem
Perception/ consequences 

from own point of view

Describe the problem
Perception/ consequences 

from the other's point of view

Reach a consensus
that a problem exists

that it needs to be solved now

that this should be done together

as to what a positive solution is

Solution alternatives
develop

assess

select

Implementation
plan

agree

carry out

evaluate success

Handling Conflict in 4 Steps 



1. Goals
definition

3. Solution stage

planning

2. Information
gathering (analysis)

4. Decision
implementation

5. Outcomes
monitoring (contents 

& process)

Handling Complex Conflicts



Points of 

contention
What is it about?

Form
How does the conflict

manifest itself?

Parties
Who are the 

conflicting, affected 

parties?

Progression
How does the conflict

progress?

Outcome
What are the 

consequences of the 

conflict?

Conflict Analysis



Person

RelationshipMatter

(1) Control agitation

(6) Handle it personally

(4) Solve problem

(5) Reach an agreement (2) Build trust

(3) Communicate openly

Cooperative Handling of Conflict



Hardening

1.

3.
2.

5.
4.

8.
7.

6.

9.

Debates, 

polemics

Together 

into the 

abyss

Fragmentation

Limited 

destructive 

blows

Loss of face

Strategies of 

threat

Images and 

coalitions

Actions, 

not 

words

Positions 

sometimes 

harden and 

clash 

with each other

Polarization of 

thinking,  

feeling, will

Black/white

thinking

Talking no 

longer

helps - so  

actions are 

called for!

Accomplished

fact 

strategy

Stereotypical

images,

snide

remarks, 

provocation

that is

difficult

to prove, 

taunting,

irritation

Public and

direct 

personal

attacks

Moral 

integrity

is lost

Spiral of 

threats and 

counter-threats
Limited 

destruction

as "appropriate

response"

Human

qualities 

no longer

valid

Bringing about

breakdown of 

the enemy

system 

(economic,

emotional-

social,

spiritual)

Destruction of

the enemy - even

at the price of

self-destruction

Glasl's Stages of Conflict Escalation



Our vision

1

What project 

future do we 

dream of:

in five months,

in eight months,

in a year,

in two years?

2

Over the last 

three years:

Important trends, 

example projects, 

upstream 

projects, 

environmental 

influences

3

Over the last six 

months:

Our flops; what 

hurts?

What are we 

most proud of?

5

What signals do our 

stakeholders send, what are 

their expectations?

8

Our path:

Our principles, handling of 

internal and external 

saboteurs

7

Three specific actions as of 

next week

6

Actual situation in 

two years:

What have we 

achieved? What 

is our role?

The Eight Stations of Strategic Project Vision

4

Gems to take 

along with us:

Our best 

characteristics, 

capabilities, core 

competencies



1 3 108

Current

appraisal

Actual state

Required

state

Target state

e.g. I am

completely powerless
e.g. I have

everything under control

Example for Scaling



Change as a Process

"OLD" CHANGE "NEW"

move

Existing rules,

values, structures,

habits,

behavior patterns, etc.

Security through

tradition and

calculability

"The path isn't safe"

first unlearn, then

learn; by breaking off 

with the old, 

development

is possible

"Make those affected

into participants"

Tie down new 

values, rules, 

behaviour 

patterns

unfreeze freeze 



Typical Phases During Change

1

2

3

4

5

6

7

Shock

Defense

Understanding

Acceptance

Testing

Realization

New handling

Time

P
e
rc

e
iv

e
d

c
o

m
p

e
te

n
c
e



Self-management 

I

For example:

- Escalation to project  

sponsor

- Conflict in team

- Acute stakeholder issues

urgent not urgent

im
p

o
rt

a
n

t
u

n
im

p
o

rt
a
n

t

II

For example:

- Team development

- Relationship work

- Prevention

- Reflection

III

For example:

- Interruptions

- Telephone calls

- Status requests from

departments 

IV

For example:

- Post

- E-Mail (cc)

- Participation in various

meetings



Scrum Sequence

Product backlog Sprint backlog Sprint Executable, incremental 

improved software

24hrs

30 

days



Example of Different Integration of Agile Procedures 

in the Work Breakdown Structure

Project

Project 
manager

Start

Monitoring

Coordin.

Completion

Analysis
Developm

ent

Sprint 1

Sprint 2

Sprint 3

Sprint 4

Sprint 5

Roll-out

Project

Project 
manager

Start

Monitoring

Coordin.

Completion

Analysis
Release

A

Sprint 1

Sprint 2

Sprint 3

Sprint 4

Sprint 5

Release
B

Sprint 1

Sprint 2

Sprint 3

Sprint 4

Sprint 5

Release 
C

Sprint 1

Sprint 2

Sprint 3

Sprint 4

Sprint 5

Roll-out



Comparison of roles in project management and in agile models

Product owner

- Main person responsible for the commercial success

of the product

- Defines the product vision and requirements, looks

after the product backlog (prioritization)

- Answers for functionality, delivery dates and cost of 

the product

(Internal) project owner

- Main person responsible for the success of the project

according to the business case

- Makes strategic decisions and is 

escalation agent for the project manager

- Secures project resources (budget, HR, ...)

Project manager

- Planning and creation of the magical project triangle

- Continual stakeholder management

- Development, leadership, coordination and motivation 

of the project team

- Regular monitoring and status reports to internal

project sponsors

Scrum master

- Takes care of the implementation of Scrum principles

and the optimum framework conditions for the team

Project team

- Individual team members take on work package

responsibility

- Contribution of specific expert know-how

Development team

- Has sole responsibility for the implementation of the 

requirements in Sprint

- Immediate implementation of improvement measures

following Sprint review



Integration of Scrum Roles in Alternatives

PO

PM = SMPdO

IT development team as 

project team member 

Part of the core team

IT development 

team

PO

PM
PdO

Scrum

Master

PO = PdO

PM = SM

IT focus
Legend:

PM … Project manager

PdO … Product owner

SM   … Scrum Master

PO … (Internal) project owner

IT development team 

as subteam

IT development team 

as core team


