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1 Hamel and Zanini (2016) in their article in Harvard Business Review.

2 Clifton and Harter (2019) in their book It’s the Manager.

3 In a 2015 report, Gallup estimated that only 1 in 10 people have the skills necessary to manage effectively; however, an additional 2 in 10 have some of
these skills and could be successful managers with the right training and development.
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7In 2018, AMA collaborated with ACT (the testing and credentialing company) to conduct a series
of interviews, focus groups and surveys to managers and organizations to validate the Total Professional framework. In all, a total of 770 people participated in the study.
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RENGRRZ—INO R LUV ET Y —DHE

Entry-level managers: Early-career managers:
Areas needing improvement Areas needing improvement

Manager Employer Manager Employer

Professional Effectiveness

Communication e 77% e 82%
Emotional Intelligence o 70% e 73%
Presentation Skills * 66%

Relationship Management

Conflict Management * 68% e 63% e 69%
Motivation

Collaboration o 70%
Influence e 73%
Delegation

Performance Management

Managing Change e 67%

Business Acumen

Managing Projects * 66%
Financial Acumen * 61%
Customer Focus * 67%

Talent Management e 65% o 72%

Analytical Intelligence

Critical Thinking * 69% e 73%
Managing and Mastering Data e 66% e 71%

1 Entry-level ¥3x—Yv—: IRXRIXIMEBR2FFT
2 Early-career Y x—Jv—: YRIXIMERFEH2FEL L
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IDRBNDEZHMZE  MMDOIYRIA NI VET UI—DRATET IV ELEBIREE T 372 DBEIMNGEENERE
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Appendix. Content validation of the AMA Total Professional framework.

AMA collaborated with the Leadership Research Institute (LRI) to map the Total Professional framework to an ex-
isting validated model of managerial competencies. LRI mapped the Total Professional framework to two roles de-
fined in the O*Net database. O*Net is the nation’s primary source of occupational information. The O*Net data-
base, containing hundreds of standardized and occupation-specific descriptors on almost 1,000 occupations cover-
ing the entire U.S. economy, is continually updated from input by a broad range of workers in each occupation. The
O*Net is an ideal way to validate the Total Professional framework, as O*Net is so comprehensive, and it’s main-
tained by experts in industrial/organizational psychology and related fields.

LRI mapped two management roles in the O*Net database to the Total Professional framework: First-Line Supervi-
sors of Office and Administrative Support Workers (43-1011.00) and First-Line Supervisors of Production and Oper-
ating Workers (51-1011.00). The mapping was based on the skills, abilities and work activities identified in the
O*Net database. The results of the mapping are displayed in Table 2 and indicate that the most critical skills, abili-
ties and work activities from the O*Net job descriptions mapped directly to the 16 competencies of the Total Pro-
fessional framework.

Based on the results of the initial 2016 study of 11,624 employees at all levels of organizations operating across the
globe, coupled with the validation studies in 2018 of 770 managers and employers and the content validation study
conducted by LRI, the Total Professional framework has demonstrated itself to be a strong and valid model of man-
agement competencies and tasks. In addition, the Total Professional framework’s simple structure allows managers
and organizations to clearly articulate exactly what the role of manager entails, which is an essential part of re-
building and reframing the identity of managers. By strengthening the identity of managers, we are helping manag-
ers internalize a clearly defined manager role and, in so doing, professionalize it—hence “Total Professional.”

TABLE 2
Definition of Competency O*Net
Professional Effectiveness
Communication Delivering clear messages to different

. o Oral and Written Expression: The ability to
audiences and facilitating open conver- ) ] ] . .
communicate information and ideas in

sation. . . .
speaking and writing so others will under-
Emotional Intelligence Awareness of personal emotional state, Social Perceptiveness: Being aware of oth-
and ability to recognize and engage with ers’ reactions and understanding why they
others’ emotional states. react as they do.
Presentation Skills Ability to plan, develop and deliver effec-

Speech Clarity: The ability to speak clearly

tive presentations and engage with the 50 others can understand you.

audience.
Speaking: Talking to others to convey infor-
mation effectively.
Oral Expression: The ability to communi-
cate information and ideas in speaking so
Relationship Management
Conflict Management Identifying issues as they arise, and Problem Sensitivity: The ability to tell

working toward a solution while includ- When something is wrong or is likely to go
ing all affected parties. wrong.

Negotiation: Bringing others together and
trying to reconcile differences.

10
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Motivation

Identifying others’ internal and external Management of Personnel Resources: Mo-

motivators, and aligning these motiva- tivating, developing and directing people as

tors with goals and expectations. they work, identifying the best people for
the job.

Collaboration and Team Development

Encouraging cooperation, teamwork Coordination: Adjusting actions in relation
and accountability among others to to others’ actions.

reach objectives. Social Perceptiveness: Being aware of oth-

ers’ reactions and understanding why they
react as they do.

Influencing Communicating a shared vision and de- Persuasion: Persuading others to change
veloping buy-in from others. their minds or behavior.
Delegation Determining tasks to be delegated and

Time Management: Managing one’s own

ensuring team members have all neces- . .
g time and the time of others.

sary information and resources to com-

plete responsibilities Management of Personnel Resources: Mo-

tivating, developing and directing people as
they work, identifying the best people for

Performance Management

Assessing performance, providing effec- Monitoring: Assessing performance of your-
tive feedback and setting realistic goals self, other individuals or organizations to
for employee growth. make improvements or take corrective ac-

Managing Change

Assessing the organization’s readiness to o .
Monitoring: Assessing performance of your-

self, other individuals or organizations to
make improvements or take corrective ac-
tion.

change, defining appropriate milestones,
and managing resistance to change.

Administration and Management:

Knowledge of business and management
principles involved in strategic planning,
resource allocation, human resources mod-
eling and coordination of people and re-

Business Acumen

Managing Projects

Obtaining input and buy-in from stake- Time Management: Managing one’s own
holders, creating collaborative environ- time and the time of others.

ment with teams, and addressing CON- Administration and Management:
cerns and challenges with projects. Knowledge of business and management
principles involved in strategic planning,
resource allocation, human resources mod-
eling and coordination of people and re-

sources.

Financial Acumen

Identifying key financial drivers of the Management of Financial Resources:

business, and analyzing and presenting Determining how money will be spent to

financial data. get the work done, and accounting for
these expenditures.

Customer Focus

Improving customer experience by col- Customer and Personal Service:
lecting feedback, developing a culture of Knowledge of principles and processes for
accountability and providing training for providing customer and personal services.

desired behavior with customers.
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Talent Management

Providing coaching and support for em-
ployee development, fostering an inclu-
sive and respectful culture and encourag-
ing engagement.

Management of Personnel Resources:
Motivating, developing and directing
people as they work, identifying the
best people for the job.

Analytical Intelligence

Critical Thinking

Drawing evidence-based conclusions after
examining data, maintaining an objective

viewpoint to make complex decisions and
translating ideas into tangible results.

Critical Thinking: Using logic and rea-
soning to identify the strengths and
weaknesses of alternative solutions,
conclusions or approaches to problems.

Judgment and Decision Making:
Considering the relative costs and
benefits of potential actions to
choose the most appropriate one.

Managing and Mastering Data

Synthesizing quantitative and qualitative in-
formation, and making business recommen-

dations based on data analysis.

Complex Problem Solving: Identifying
complex problems and reviewing infor-
mation to develop and evaluate options
and implement solutions.

Information Ordering: The ability to
arrange things or actions in a certain
order or pattern according to a specific
rule or set of rules.
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