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Brett Miles will be attending an 
Organizational Development 

Workshop with 
Margaret Wheat-
ley, author of 
Leadership and 
the New Science, 
and with Peter 
Block, author of 
Flawless Consult-
ing, in Monterrey, 
CA Dec. 5-7.

On Tuesday, 
December 16th, 
from 9:00 a.m. - 5:00 p.m., Brett  will 
facilitate an educational course on 

Commun ica t i on 
and Getting Buy-
in at The W Hotel 
i n  We s t w o o d .  
The course is 
designed to teach 
participants how 
to communicate 
more effect ively 
with others for 
greater buy in; 
how to gain the 
cooperation of ñdif-

ý cultò people and what drives actions 
and behaviors.  For more information 
or to register, visit our website at: 
www.MilestonesInc.com. Discounts 
apply when two or more people reg-
ister together. 

Madelon and Brett will attend a 
Coaching Workshop, focusing on 
increasing skills to ñreadò and under-
stand communications reþ ected in 
facial and physical movement.  The 
Hendricks Institute in Ventura, CA will 
conduct the program January 8-16.

professional services industry, for 
answers.  Beverly has been a champion 
of management development in the 
various organizations she has served as 
a senior executive, including ARCO and 
Universal Studios. 

What did you want to accomplish 
when you 
a s k e d 
Milestones, 
Inc.  to  
work with 
your senior 
team? 
ñI wanted to 

improve the 
departmentôs 
performance 

level by providing tools for individuals 
and teams to be more effective.  
Developing coaching skills within an 
organization has the highest return 
on investment of any employee 
development program.  It provides 
the tools that, when combined with 
clear expectations, help people focus 
on behavioral changes that will make 
them more productive employees.  
Individuals who commit to modifying 
their behavior to be more effective in the 
work environment often ý nd that they 
see positive results outside of work as 
well,ò Bev explains. 

What if managers havenôt been 
through much development in the 
past?  How do you introduce this 
concept into a corporate culture? 
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How do savvy managers help their 
more senior leaders understand the ROI 
(Return on Investment) of training and 
development?  How do you get buy-in 
to train managers in coaching skills in an 
environment that has historically done 
little to develop their people?

 This is the case 
with a number 
of the clients 
w i t h  w h i c h  
M i l e s t o n e s 
works.  Someone 
h a s  s e e n  t h e  
b e n e f i t  o f  
d e v e l o p m e n t , 
c o a c h i n g  
a n d  t r a i n i n g  
a n d  now has to 
figure out how to ósellô it internally to 
key stakeholders.

Milestones, Inc. asked Beverly 
Thelander, senior vice president, 
strategic planning and operations for 
AECOM, a global leader in the technical 

 ñWhen a companyôs culture has 
not been oriented toward employee 
development ,  i t  p resents  bo th 
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others to improve their business 
effectiveness.ò  Bev adds, ñThereôs 
also a greater appreciation for the 
need to work together in a team need to work together in a team 
context to leverage the unique 
skills and styles we have 
across the organization.ò
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opportunities and challenges.  On the plus 
side, you donôt face skepticism that can 
occur in companies where thereôs burnout 
associated with a series of development 
programs that are not fully integrated into 
day-to-day activities and the companyôs 
reward systems.  It is more challenging, 

however, from the standpoint that the skill 
level in the organization is less developed, 
requiring more ongoing support and 
coaching around the processes being 
implemented.  Coaching the coaches as 
well as stressing joint employee-manager 
accountability for development are key.  
Itôs also critical that the appraisal and 
reward system incorporates the skill sets 
you are trying to develop,ò Bev says.

So was AECOMôs ý rst foray into 
employee development and improved 
communication a success?

  ñThe coaching training sessions 
have all been very positively received.  
As a result of the training, individuals 
are consciously considering how they 
might modify their approach with 

Sho9 Whether a Professional Coach or a Manager coaching an 
employee, be aware of your own and othersô roles.  Be alert to when 
you take on the role of ñHero.ò  It may start as helping and end up 
rescuing.  The ñVillainò role looks like a blamer and persecutor.  The 
ñVictimò role is the person who feels wronged.  Any of these roles, which 
undoubtedly we can all fall into at times, prevent us from maintaining 
effectiveness in our communication and relationships.  When we react 
and fall into one of these roles, the conversation moves from ease and 
þ ow to being stuck.
Dw`lokd9 Susan wants clarity from her boss, Ted, about her respon-
sibilities.  Instead of directly asking Ted, however, Susan shrugs her 
shoulders and says with a tone of being lost (ñVictimò), ñTed, Iôm really 
not sure what you expect of me, and I donôt know what I should be 
focusing on.ò  
Ted, taking on the ñVillainò role, reacts by saying in an accusatory tone, 
ñWhat are you talking about?  I clearly explained to you exactly what I 
wanted from you.  How can you NOT understand what I expect?ò  
Susan moves quickly from ñVictimò to ñVillainò and snaps back, ñIt wasnôt 
clear and you even asked me to do something different yesterday.ò  She 
immediately follows with, ñIôm so confused,ò a classic ñVictimò line.  
Ted, realizing that he did make one exception, jumps to the rescue as 
the ñHeroò with, ñIôm sorry.  Youôre right.  Donôt be upset.  Let me help 
you.ò    
This little dance can continue indeý nitely unless one of them stops the 
process by speaking authentically, consciously listening or expressing 
appreciation for how the other feels (rather than reacting to it).  When 
you catch yourself in one of these three roles, try to pause and speak 
authentically, and even try to see the humor of them.  That self-awareness 
helps you move back into being effective.  Try it at home as well.
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