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introduction

The Editorial

Embrace a challenge and fight, 

or look for excuses, stay in the comfort zone and wait 
for someone else to change our lives – it’s up to us to 
decide. The world today with all its uncertainties, and the 
business world, more demanding than ever, require a lot 
of such choices. But there are opportunities as well.
Our magazine has been conceived in this struggle. We ex-
pect it to be a knowledge hub, where in order to create 
better business surroundings authors share knowledge 
and experience with our readers. We invite our readers to 
be open to the messages that we send via our magazine. 
But we do not wish to impose our ideas on the readers – 
our mission is to initiate knowledge exchange so we can 
all learn and grow.
We are humble in our persistence to keep our paper mag-
azine alive. We will prevail, not in opposition to, but in ac-
cord with the digital world. For even in the digital world, 
one fundamental topic will always need to be people de-
velopment. And we selflessly share what we know about 
it.
Our big thanks go to all the good people who help us
produce this magazine.
This issue’s main topic is talent management. In one in-
terview, Lazar Džamić shares Google’s biggest talent 
management secrets. Also, the following pages bring a lot 
of useful texts about coaching. Be free to comment and 
share your thoughts on our web site:

www.CETbalkan.com

Any supportive gesture from you will be priceless to our magazine in supporting the coaching culture and 
creating a better, more open-minded business world. If you wish to share a good practice, experience or 
ideas with our readers and us, please get in touch.
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At present, there is a lot of talk about talent man-
agement. What is talent management to you?

Two things. First, how to spot talent, and second, how to 
help realize talent itsef. Both of these are quite import-
ant, one without the other simply does not go.

Let’s focus now on talent management  in Silicon 
Valley, in Google in particular. How did you get 
to Google?

Well, the first thing to know is that almost half the people 
who actually do come to Google come via recommenda-
tion. So basically, you have to have somebody within Goo-
gle to recommend you, which is quite interesting because 
a lot of people don’t know that. The other half is of course 
through job positions that are publicly advetised and peo-

Position: 
Creative Strategist and Lecturer
Company:
Faculty of Media and Communications, Serbia
LinkedIn:
linkedin.com/in/lazar-dzamic-278692
Twitter:
twitter.com/yusmart

Lazar Džamić, former Head of Brand Planning 
in Google’s creative think tank ZOO in London, 
with a personal mission to transform light into 
heat – the abundance of data in Google’s uni-
verse into emotional territories for big ideas. 
He also served as Planning Director in several 
London creative agencies and was one of the 
first digital strategists in the United Kingdom. 
He is an author of several books and teaches 
digital marketing at FMC.

Interview

talent 
management
LAZAR DžAMIć

ple just apply to. Saying that you have to know somebody 
at Google doesn’t mean that your job is guaranteed. Your 
CV is just added to all the other CVs they’ve got from all 
the other sources. Many internal recruiters at Google have 
very good connections with various agencies, various oth-
er companies, and they all add into the same pool of CVs. 
That’s the first internal sort of triage. After that, there is 
a very particular process for how Google interviews peo-
ple. You’ve got multiple interviews by different stakehold-
ers, some of them from your future team, some of them 
outside your team. There are four big buckets of specifics 
that Google actually looks at. And then, they record liter-
ally on the laptop verbatim what you say in the interview. 
Why do they do that? Because managers at Google don’t 
hire and don’t fire people. Basically, the team in Mountain 
View, a special recruitment team, is making the decision, 
not your manager. And the reason is to avoid the bias that 
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Interview

managers recruit people like themselves, because Google 
needs diversity of minds; any modern company needs di-
versity of minds in order to be successful. I got hired be-
cause Google Zoo’s creative director recommended me. 
We’d worked together on some consultancy projects and 
basically when they needed a strategist for the team, he 
already knew me - he knew that I was very familiar both 
with data and the strategy. So he recommended me, and 
I went through seven interviews with different stakehold-
ers. My first interview was actually with my future team, 
so my first presentation was in front of 15 people about 
how I saw creative strategy. After that, because they liked 
it, I proceeded to the next phase, which was individual in-
terviews with different senior managers since my position 
was quite senior as well.

You say that  talent management  consists of 
two clearly distinguished processes – the selec-
tion, and the work with employees. How does 
this work in Google? 

Well, talent selection is quite interesting. When Professor 
Todd Rose came to talk at Google, I realised there was a 
lot of science behind the selection process. So, Professor 
Rose and several others have literally invented a new sci-
ence called the Science of the Individual. That’s not psy-
chology, but it looks at a person’s talent within the con-
text of the environment. This science is based on a lot of 
psyhology, social psychology, but it completely redefines 
the way of how we look at talent, how we manage talent, 
what talent actually is. Todd Rose has written a brilliant 
book, one of my bibles, called The End of Average. That 
book is the basis for the whole of Google’s, Facebook’s 
and most of Silicon Valley’s companies’ philosophy. We 
need to define exactly what talent we need for this posi-
tion. We call this the jagged profile, which means that all 
of us are really good at some things, but not really good at 
others - which is perfectly normal. Everyone has a jagged 
profile. The first thing we do is define really really precisely 
what competencies we need for this particular position. 
The main difference between Silicon Valley and many oth-
er companies is how they recognize talent.

 

Very often the diploma 
is not important, other 
things are more import-
ant for the job.

There is no correlation between the degree and success 
at work. Google has statistically found that in most cases 
this is true. When you define the jagged profile, then you 
start looking for people who fit that profile, which means 
they have to be a really good fit for that profile. For exam-
ple, Google Zoo’s global operations director had a PhD in 
microbilogy. He hadn’t done any project management at 
all, but he was brilliant at organizing people. My successor 
was an ex-butcher. That’s the biggest secret. After that, 
you look into one of the four buckets: the Role-related 
knowledge, General Cognitive Abilities, Googlines (a set 
of qualities that actually says are you culturally and men-
tally a good fit for Google, for example, ’Do you thrive in 
chaos?’) and Leadership. Basically, each of those is a set of 
qualities. Google looks for a question the answer to which 
gives the best prediction for your position. So there is a lot 
of science in that. Some of the questions have nothing to 
do with your job, for example, 

“Tell me what you think 
about my shoes.”
Google has realized that those questions have nothing to 
do with your job, and they’ve just simply stopped using 
them. Now they are using structured interviews. And also, 
they distinguish very much between success in the inter-
view and success at work. Again, there is no correlation 
between people who are successful in the interview and 
people who are successful at the job. So, that is the system 
they use to get talent. In particular, the most important 
thing is that your managers are not hiring and not firing 
you, that’s done by a special commitee in Mountain View.

How do managers at Google develop their 
teams? 

That’s strange as well, because they don’t do a lot of work. 
Teamwork is incredibly important, everything is done col-
lectively, but on the other hand, self-learning is part of the 
culture. Google is full of self-learners, Google relies on you 
to learn your job. Managers do help you, they give you all 
the templates in the system, all introductory documents, 
sets of mandatory education, usually to do with privacy 
law, legal aspects, intellectual property, and things like 
that. But actually you are not trained for the job a lot apart 
from the team. It’s on you to learn the things that you need 
for your position. However, if you need to learn, Google 
has a learning program as part of people development. 
Within it, there are hundreds and hundreds of different 
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courses, either face-to-face or online. In that way, you are 
forced to learn constantly. Also, one way to learn through 
the team is to learn through team or individual  KPIs - at 
Google they are called OKRs (Objectives and Key Results).  
They have OKRs at the levels of Google as a company, in-
dividual departments, your team, and individual (what that 
means to you, how you will contribute).

What is the work environment in Google like? 

The environment is interesting. First of all, if you’ve got 
talented people, you cannot put them into a boring en-
vironment. Clever people, smart, crazy – they just won’t 
sit in any old office. It’s very common sense, right? So, the 
first they do is create an environment that stimulates you. 
They create interesting spaces, with a lot of interesting 
colors and visuals. It’s interesting that meeting rooms have 
names and all is designed based on a topic. The second 
thing is that they allow a lot of freedom for teams to cus-
tomize their spaces. That means that you can start bring-
ing your own furniture, things that actually make the space 
the way you feel it. That is encouraged. Another thing is 
that Google’s very big on recycling, and health; the food is 
really tasty and healthy - each floor has a small kitchen run 
by an internal team, there’s always fresh food, really tasty, 
and free-of-charge, which is a big thing in the west. So, the 
environment overall is creative, fast, energetic. Everything 
is beautifully designed, with lots of communal spaces to 
drink coffee in and talk to somebody, or play table tennis. 

There are also a lot of spaces where you can work, open 
spaces, hot desks, but you can also have a quiet space if 
you need peace. The library in London, for example, is a 
famous one, with little booths, pods where you can be 
completely alone, and work there in peace and quiet. You 
can also go and have a nap; Google in fact encourages this, 
because you work very long hours - 15-16 hours a day.

How many other Silicon Valley companies  have 
a similar working environment? 

Silicon Valley companies have simillar environments to 
the one at Google. They copy each other because they 
can’t do it any other way. The moment you don’t have 
a creative environment, the talent goes elsewhere. And 
the only way to win the game is to have better talent. 
So, most of them have similar environments, apart from 
some big companies, for example Amazon or Microsoft, 
which are much more straightforward, the products are 
more traditional and the way they work is also traditional. 

The talent can go 
anywhere, because that 
talent is so good it can 
work anywhere...

Interview
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actually work wherever you like. When people decide 
to work, they just look for where they are going to feel 
better. Money is not a problem, the money is a given. 
Why is that? In Silicon Valley, or in the west overall, there 
is a lot of work. You are not afraid you’re not going to be 
able to find a job, which is good, you always have a job. 
So you have a luxury of chosing and changing. And also, 
if you haven’t changed jobs for at least a few times, you 
have a problem, because you don’t bring any additional 
experience, anything new.

Once you’ve said that in people development, 
Serbia is at least 10 years behind. How much 
can business coaching speed up this converging 
process? 

I think not just Serbia lags behind, I think that a big part 
of the world lags behind, to be honest. Most of the 
planet lags behind. Even in America and Britain, most 
companies don’t know how to recognize talent. That 
is why Silicon Valley is so successful. They get the best 
talent. Not only because they pay them the most, you 
can get more money in many of the banks, but that talent 
doesn’t work there. Regarding business coaching, it is 
difficult for me to answer because it could mean a lot of 
different things. If business coaching focuses on develop-
ing talent, then I would say which particilar talent do you 
want to develop? 

Yes, coaching can help 
develop interpersonal 
communication...
...teamwork, how to manage certain issues within a team 

and things like that. But a different environment may re-
quire some other things. Coaching can help with self-con-
fidence. Coaching also can help by flagging up big issues, 
first and foremost, to say not everybody is the same. The 
role of coaching is to help companies hire and properly 
use talent. That is why coaching goes to the HR and peo-
ple development areas. As a culture, helping individuals, 
it helps an individual realize his or her own potential and 
talent within a specific environment.

What was your reason for leaving Google?

Life-work balance was the first. At Google and companies 
similar to Google, that’s not a job - it’s a lifestyle. You have 
to live it 24 hours. I didn’t want to live it, I wanted to go 
home, to see my children, to speak to them before bed-
time and also be there. I had an opportunity to be pro-
moted, but that would have meant that I’d have to travel 
most of the month, see my family once or twice per month 
during the weekends and spend the rest of the time on 
airplanes, travelling to the countries I didn’t want to visit, 
either professionally or personally. I didn’t want to just sit 
there and do anything. So, I decided to go. And the other 
thing, I just lost the taste for the whole industry. I want-
ed to have a more peaceful, quiet life, focus on the right 
things.

Finally, please say one thing that you miss the 
most from Google. 

None. Not a single thing. I absolutely don’t miss anything. 
Because I’d already decided not to be in the collective en-
vironment anymore. I want to do my thing, topics that in-
terest me. Google was a great place to learn a lot, not just 
professionally but also peoplewise. It was a natural end of 
that professional story.

Interview



6       BUSINESS COACHING

Picture 2 Coaching techniques in development of business leaders

Business Coach,  ACC ICF

GROUP COACHINg
Tatjana Mamula Nikolić

Coaching style contribution

In order to achieve the best results in group coaching, a 
business leader’s openness is needed for a change process 
to happen; also necessary are his or her readiness to take 
responsibility for decisions and results, as well as determi-
nation and perseverance in decision making, exchange of 
knowledge and experience with group members, mutual 
respect, support and trust.

What are the benefits of group coaching?

1.    Improving working skills and leadership culture with        
        in the organization;
2.    Creating new business relationships in a supportive      
        environment;
3.    Developing business with experienced business     
        leaders who set and achieve high goals;
4.     Learning creative techniques and skills;
5.     Working on alternative management principles;
6.     Overcoming difficult current challenges;
7.     Business leaders as mentors who ‘push’ you to    
        change; and
8.    Giving feedback in the next coaching session.

Group coaching – improve your business results

Group coaching is an innovative approach to business 
coaching, which uses a unique group environment in order 
to strengthen professional and personal empowerment 
of all the participants. Workshops can be customized 
for every particular group, which means that the partici-
pants can choose topics of direct relevance to them at the 
moment. There are a lot of opportunities to participate 
in group coaching, such as programs for female leaders, 
start-up businesses or business owners. The frequency of 
meetings depends on the participants’ needs and business 
goals. In some cases, advanced online platforms can be 
used as virtual group coaching. 

Group coaching speciality

In group coaching the relationship between the coach 
and clients is crucial for success. As a concept, it provides 
support to business leaders in increasing profitability, rev-
enues, sales, and team efficiency, as well as in leadership 
development, strategic planning and business optimiza-
tion. This method gives opportunity to the participants 
to exchange experiences tested in practice in the form 
of a ‘round table’ or a Peer Advisory Group. Working with 
business leaders from non-competitive industries (‘peer 
to peer’ collaboration) assures developing better conver-
sation dynamics, as well as integration of experience and 
knowledge. In a group coaching process, business leaders 
have to commit themselves and apply in their work envi-
ronment action steps created during the workshops. The 
analyses and insights from the workshops are the start-
ing point for the business leader to talk to their employ-
ees when determining areas for improvement in everyday 
business processes.

Picture 1 Coaching style contribution to business leaders 
Pixpired, designed by Gaša]

Workshops of this kind are available in 30 countries worldwide, and you can experience how they work in Serbia 
in workshops held by Tatjana Mamula Nikolić, ACC ICF. Tatjana has over 25 years of professional experience in 
research, marketing and management. She has been the director of the research agency MASMI for many years. 
She has been active in the field of training, coaching and mentoring since 2013, and in 2015 she started her own 
company - ACT2B www.act2b.rs. She applies coaching principles and methods of experiential learning to working 
with business leaders, women entrepreneurs, start-up businesses, individuals and teams. She is persistent, curi-
ous, and always ready for challenging destinations, new cultures and customs.

https://www.facebook.com/oriflamerswww.oriflame.rs 0800 300 200

Kompletna nega kože za muškarce, 
ekskluzivno u Oriflame-u
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Kompletna nega kože za muškarce, 
ekskluzivno u Oriflame-u
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Christoph 
Czettl
CEO Grawe Insurance

Mr Czetl, you have been in Serbia for almost 11 
years, as General Manager of Grawe Insurance 
Serbia. Could you share with our readers your 
impressions of Serbia when you first arrived?

I gladly remember my arrival in Serbia and I must admit 
that those impressions were great, both of the city of 
Belgrade and, above all, of its people. I was pleasantly 
surprised by their hospitality and warmth and the best 
thing is that the GRAWE Insurance staff shares the same 
approach.

Your company results show constant revenue 
growth. You believe one of the most important 
factors in this achievement is a unique approach 
to people development?

Career development occupies an extremely important 
place in our business plan and emphasis has been placed 
on the implementation of the “human resource” policy, 
which entails personal and professional development, as 
well as motivation of employees – whether it be those 
who have been employed in our company in Serbia for 
more than 20 years or the newly-employed ones, who 
are just acquiring knowledge in the insurance field.
By using the budget and time we have at our disposal 
and, what is most important, our own expert staff, we 
have launched a training cycle called GRAWE Academy 
and a regular educational flow of workshops for our per-
sonnel, which focus on people and not on products.
In GRAWE Insurance, several departments take part in 

Interview
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employee training and development, and it is the compa-
ny management and employees dedicated to education 
that are primarily in charge of employee training and de-
velopment. GRAWE will continue that practice by pro-
moting and investing in knowledge and the development 
of employee skills. We work with people in order to pro-
pose the programmes that suit the needs of our clients 
in the best possible manner and we advocate a very seri-
ous and professional attitude to work in accordance with 
the growth and development of our insurance company. 
That is, simply, the GRAWE culture.

What kind of mindset have you brought to Serbia 
from your parent company in Graz and how can you 
influence your parent company from Serbia?

GRAWE Insurance in Serbia 
stands out as a traditional 
company as it forms part of the 
GRAWE Group, 

the business of which has been developing and grow-
ing for almost two centuries, i.e. since 1828. At the same 
time, it could be pinpointed as a good example of ad-
vanced corporate management and  modern business. 
We initially adopted the know-how and management 
policy from our parent company when we began doing 
business in Serbia, but two decades later, we have been 
sharing our knowledge and experience with other mar-
kets. With some of its projects, GRAWE Serbia has al-
ready been setting standards at the international level. 
The latest project referred to employee development 
and coaching. That was the result of our employees’ ex-
pertise and precisely planned business activities in ac-
cordance with long-term business prospects.

GRAWE Academy was set up more than 4 years ago. Can 
you tell us a bit more about the GRAWE academy concept?

The promotion of knowledge and skill of our employees 
does not consist in frequent seminars with a monoto-
nous programme and does not refer to ordinary educa-
tion processes only. It is with new programmes and sem-
inars, different to the ones that the employees are used 
to, that we keep refreshing development programmes in 

order to improve daily performance.

We have turned the sales cycle stages into modules, have 
broken them down into details and are learning step by 
step in order to provide the trainees with the best knowl-
edge and tools for the presentation of our programmes 
and services.

In accordance with the structure we have created, we are 
building, in all the employees, a thorough and serious ap-
proach to work in the insurance field and, besides, one of 
our specific features is the fact that the best and the most 
successful employees keep transferring their knowledge 
and experience to their young colleagues. The concept 
has proved fantastic and has produced supreme results.
By training our employees, we are providing them with 
the knowledge and tools aimed at improving and raising 
the quality of their performance in the positions to which 
they have been assigned, but such knowledge and skills 
also extend throughout their further career. That also en-
tails the question of personal achievement.
The exchange of experience among all the employees is a 
normal thing here and I may as well say that the principle 
applied here is: two people with one idea each result in 
two people with two ideas!

10 years ago, you recognised coaching as the next 
step in your sales force development. How did you im-
plement coaching in your company and how do you 
use it now?

Implementation is simple as we have everyday “tête-
à-tête” conversations and regard each individual, each 
team member, as equally important.  We provide oppor-
tunities and we point to every detail which can lead to 
the improvement of their skills. Through regular coaching 
talks, from the management, through team leaders to 
each team member, 

we work on personal develop-
ment, detect personal goals, 
harmonize our personal and 
corporate values, 
try to trigger changes and, most importantly, follow 
through to our goal. We enable both our colleagues and 
our clients to choose the best course for themselves. 

Interview
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GRAWE osiguranje a.d.o. Beograd · Bulevar Mihajla Pupina 115D · Tel. 011 / 2092-600 · offi  ce.beograd@grawe.rs 

GRAWE Bonus Plus Kasko

Osiguranje na Vašoj strani.

Potpuno kasko osiguranje
SIGURNO

VOZITE!

www.grawe.rs

Isn’t a sales conversation a type of coaching as well?
There is a lot of talk as to whether the influence of 
coaching can be traced through the company . What 
is your opinion?

Career development does not imply climbing the hierar-
chical ladder only – the movements can be made in all 
directions. The “horizontal development of career” and 
the spreading of knowledge in several directions is one 
of the prerequisites for improvement.
Besides, the important factors also include a reciprocal 
relation between highly-positioned employees and oth-
er employees in the company, the functioning of a small 
team as part of the company staff, the functions and 
joint action in which the tasks and responsibilities have 
been precisely distributed, as well as the mutual relations 
among team members.
We highly appreciate this concept and we are pleased 

to apply it as it brings excellent results. Modern organi-
zation cannot consist of “masters and subordinates” – it 
needs to consist of leaders and their teams.
 
And, to sum up, if you could describe your work with 
the employees in one sentence, what would that be?  

I would quote our founder, Archduke Johann, who, as 
early as in our foundation year, 1828, said: 

“The strength that brings good 
lies in the harmony of the com-
munity. And it is the duty of 
each individual to make his 
contribution.”

Interview
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Become a professional coach
The Art and Science of Coaching

More information: www.erickson.rs office@erickson.rs +381 60 029 00 73 +381 11 4123 410

Join the community of more than 48 000

Erickson coaches in 85 countries.

“The Art and Science of Coaching” program will allow you to make the first and most 
important step toward a successful career of a business or a life coach. During the program 
you will learn how to assist your own clients in the fastest and most efficient way, in order 

to achieve desired results. The aim of the training is to learn the necessary theory, as a 
participant, and apply it in practice. After that, you will be able to conduct a complete 
coaching session and inspire your clients to take action steps necessary for success.

The next training begins: April 12, 2018
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From the moment when you become aware of 
that sound that your phone alarm produces in 
the morning until the end of the day - you ask 
yourself countless questions. Is it already time to 
get up? Will I be at work on time? Is it smart to do 
this or that? What must I say during that meet-
ing? What will others think? Do they like me? If 
not, why not? Questions are tools that we use to 
better understand the world that we live in.

questions

A Powerful
Communication 
and Coaching 
Tool
Maja stančetić

Since coaching is becoming more popular every day as an important strategy for people and team development in organiza-
tions, it is necessary to clarify how we can ask questions that will support change during the coaching process. Before that, we 
must learn a few things. 
First: People must practice to use questions and not answers, to help others to grow and develop. Second: Believe that change 
is possible. Third:  Every effective coach strongly believes that clients always have the answers to their own problems. Fourth: 
Be aware that we all have different perceptions of the world, and that our answers can largely vary. Every person needs to find 
his or her own answers. And that is where coaching starts. 
Let me share an experience I recently had with one team. We had an interesting group conversation during a team coaching 
session. While we were trying to discover why people in this team had trust issues, few things show up. We spoke about lis-
tening and better communication in the team. Common topics, aren’t they? While we were trying to define the first small step 
for the team to gain one another’s trust and initiate better communication, one of the members came up with a very simple but 
important piece of advice.
“You know, we must speak more. Not about ourselves - that we normally do - but about others. I don’t know how to implement 
this, but I think that we can start with sincere questions. We must ask more, show that we care and that we want to understand, 
and hear every person’s opinion. I think this would be a great first step”.
And it was a great first step. Then we defined what kind of questions they were supposed to ask to be sure they were on the 
right track. The first one was: “How can we create a better team?”

 “Judge a man by his questions, rather than his answers”. - Voltaire

Training & Development Specialist
Schneider Electric DMS
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Coaching questions
1. Closed-ended vs open-ended questions. It is simple. 
Closed questions will close a dialogue, and open ques-
tions will open it. Close-ended: Do you think that your 
team is good? vs Open-ended: Tell me: what is your opin-
ion about your team?

2. Every word matters, so learn how to use words. The 
connections between the words that we use and our 
emotions are very strong. If you ask “why”, you might just 
get “because”. It is better to ask, “Please explain to me why 
you think/do that? Why is that important for our team?” 

3. Questioning is self-discovery. Questioning is the pro-
cess of finding out who we are. Step back and examine 
yourself. Ask yourself what kind of colleague you are. 
What are your strengths, your blind spots? How devel-
oped is your ability to give constructive feedback? How 
do you treat others? 

4. Learn how to listen to people. When you know what to 
ask and how to ask, you must also know what to listen for 
and how. If you ask a question, and then do not listen to 
the answer, your question is useless. 

 “Learn from yesterday, live for today, hope for tomorrow. The im-
portant thing is not to stop questioning”. - Albert Einstein

5. Seek first to understand. Make no assumptions. Ask. 
Clarify. Send a clear message: “I really want to hear and 
understand your answer”. 

6. Be patient and wait for answers. 

7. Use a polite tone and be aware of non-verbal communi-
cation. Remember that non-verbal communication speaks 
loudly.

8. Believe in the process. Always remember that ques-
tioning can promote comprehension, and stimulate critical 
thinking.

9. Questions will show others that you care about them. 

10. Conflict resolution is based on understanding another 
person’s point of view, and good questioning skills are vital 
in the process.

11. Think about the goal you pursue. Questions can sup-
port the learning process, creativity, training and coaching, 
and they are powerful tools for communication for teams 
and individuals. A question can trigger change. With all 
this said, I can’t help but wonder: can we get all the an-
swers that we need? Probably not, but we can keep look-
ing, keep exploring, and grow during that process. 
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Interview

Veselka Tsocheva Donkova is a Professional Certified Coach with ICF. She is supporting leaders and 
teams across CEE. The unique blend of business experience and expertise in coaching makes her a 
valuable partner in projects for creating coaching culture. Since 2016 she is part of the faculty of 
Aligned Action International Coach Certification Program.

Coaching
helps we stay 
flexible and
resilient in
business world
Veselka Tsocheva Donkova

Why coaching?

A few years ago I came upon the formula for excellence 
defined by Alan Fine. He says that excellence (or we 
may also call it success or performance) is equal to fo-
cus plus faith, plus fire, plus knowledge, minus mental 
interference. Our 24/7 tempts us in terms of what we 
might focus on. Sometimes we are hard pressed to fo-
cus on ‘shoulds’ and ‘musts’ and that can easily take us 
away from what we desire, from aspirations and bigger 
goals. This refers to aspirations and purpose in life, and 
in business. Quick fixes or other people’s agendas might 
prevail over the goals of strategic importance or such that 
require sustained attention. So, we might need assistance 
in defining our primary focus and in staying disciplined 
while moving towards the desired future. When we are 
consciously aware of the bigger impact of what we want, 
we are much more able to achieve it. Once our goals 
are aligned with what we value and our higher purpose, 
they are more likely to be met. In a coaching conversa-
tion one can also become more aware of how their goals 
take them closer to the legacy they want to leave behind. 
Imagine the impact on one’s motivation and commitment 
to move forward when they are aware of the stakes in 
what they want to create!

So, coaching is about defining what one wants 
and planning actions to move forward?

Coaching is about defining our focus and designing actions 
to get there. However, crossing the chasm is not usually 
that simple. There is the inner game that needs to be won. 
Both Tim Gallwey and Alan Fine speak about the mental 
interference, or the negative internal dialogue, that tends 
to diverge us from what is wanted. It is like having a grem-
lin on your shoulder shouting out criticism and commands. 
The result is self-judgment, loss of confidence and internal 
sabotaging. Noticing the interference and handling it are 
also within the power of a coaching conversation. 

How do legacy and the bigger picture resonate 
with the pragmatism and the bottom-line orien-
tation of businesses nowadays?

This is a fundamental question. What does make a busi-
ness successful nowadays? Is it only about result-orien-
tation and pragmatism, or have the rules of the game 
changed? Over the last century, the mature economies 
of the world have evolved from industrial to knowledge 
economies. Management gurus say we are now at anoth-
er turning point transitioning to human economies, and 
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this has a profound impact on leadership, as in the hu-
man economy the most valuable asset will be hired hearts 
(HBR, 2014). Our humanity – our passion, creativity, aspi-
rations, our needs to connect and contribute – won’t and 
can’t be programmed in an intelligent machine. The ques-
tion is, are the leaders nowadays capable of leveraging 
these strengths. Another way of asking the same question 
is – are they capable of leveraging what will be the source 
of an organization’s competitive advantage. I believe that 
helping people to find the connection between their goals 
here and now and their purpose, what they want to leave 
behind, is what will win their hearts.

Many companies talk about developing a coach-
ing culture. What makes this topic so trendy?

Part of the reason is what I’ve just mentioned. There is 
more to it, though. I believe what businesses need now, 
more than ever, is people who are both self-reliant and 
inter-dependent. Associates who are capable of dealing 
with the unknown and the unpredictable by navigating 
their thinking and making conscious decisions. Coaching 
conversations at work help people to learn how to shift 
their thinking, nurture their self-confidence and function 
in a manner that is aligned with themselves, as well as with 
the bigger system – be it a team, the company, market 
niche, etc. Also, coaching conversations build the muscle 
of turning insights into actionable steps.

There is a saying that the 
problem is not that we don’t 
know, but that we don’t do 
what we know. 
Coaching helps overcome that limitation. 

What is your message, or answer, to those com-
panies who want to hire a coach to “fix” their un-
der-performing employee?

Whenever I have a similar request, I ask the sponsor of 
the coaching relationship two questions. The first one is 
‘On a scale from 1 to 10, how motivated is this person 
to actively engage in improving their performance?’, and 
the second one is ‘How motivated is he/she to work with 
a coach?’. Individuals might recognize how necessary and 
urgent it is to make a change. If this is the case and they 
believe that coaching can help them stay focused and dis-
ciplined to achieve specific results, then I get interested in 
the chance of supporting them. Often though, coaching 

is seen as the ‘last thing’ the company will do to make the 
employee change. Whenever it is the manager’s agenda 
and the employee is neither recognizing the problem nor 
is interested in engaging with a coach, I honestly say that 
I don’t think I can be of any help to the business or the 
individual. My credo it that coaching is not something that 
we do ‘to people’, but it is ‘partnering them’.

What do you think about measuring the return 
on the investment in coaching by the increase of 
revenue?

I believe revenue might be a relevant indicator when it 
comes to coaching sales people for results, all other things 
being equal (i.e. the impact of the environment is some-
how isolated). The impact on leadership positions is often 
measured by accomplishing a positive change in employ-
ees’ engagement. Another set of criteria for assessing 
coaching effectiveness are those reported by 360 surveys. 
Engagement surveys and 360 surveys, however, might 
provide relevant feedback on the impact of coaching if the 
coaching client is supported for more than 12 months. 

How do you know whether coaching works or 
not?

In a self-initiated coaching relationship, the impact of 
the coaching relationship is to be assessed by the client. 
After each coaching session, the client might check with 
themselves whether they are closer to what they want to 
achieve. Coaching is also about tracking the progress be-
tween the coaching sessions. Actually, the conversation 
is only a catalyst for the change (the actions being taken) 
between the coaching sessions. In a sponsored relation-
ship, the sponsor can notice whether they see a change 
in the behavior of the coachee. The clients and sponsors 
will know sooner that the coach whether the coaching is 
working.

How has coaching helped you in defining your de-
sired path?

What I love about coaching is that it teaches me (as a cli-
ent) to reflect on my own experience without judgment, 
but with curiosity. Being curious is what makes me excit-
ed, ignites my fire, and nurtures my self-confidence. 
It is a mindset that allows me craft a life that is aligned with 
who I am as a person. It makes me conscious when I make 
my choices. It gives me freedom to say ‘no’. Coaching has a 
profound impact on me as it helps me stay flexible and re-
silient in a world that is unpredictable and ever-changing.

BUSINESS COACHING      15
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Business Coach

Something 
About Coaching
SRđan pavlović

Coaching is a process where, first of all, a coach needs to 
know himself or herself. While becoming a coach, a per-
son must pay attention to their own strengths and weak-
nesses. The better you understand yourself, the better 
coach you will be. Only a coach who is aligned with his or 
her inner being can help others.
 
A very useful tool for learning and developing competen-
cies is a four-stage model called The Competence Cycle. 
These four stages can be used to notice stages in any 
skill development process. The most difficult stage is the 
conscious incompetence. At this stage many people find 
it difficult to move past their imperfections when devel-
oping a new skill.

• Unconscious Incompetence
You don’t know that you don’t know something.
For example, when you don’t need a car, you don’t know 
how to drive, and you are totally unaware of the benefits 
of driving.

• Conscious Incompetence
You have become aware that you lack a particular skill. 
When you start to understand the benefits of using a car, 
you realize that you don’t know how to drive and start 
learning.

• Conscious Competence
You have learned how to do something, but you still need 
to think about it in order to do it.
You know how to drive, but you still think about the com-
mands and actions while you are driving.

• Unconscious Competence
You have learned how to do something so well that it has 
become hard-wired into your brain. You drive without 
paying any attention at all to driving. At this stage, your 
skill is automatic, and your conscious mind can focus on 
other things.

There are many definitions of coaching. A very useful one 
comes from Wikipedia:

“Coaching is a form of development in which a person 
called a coach supports a learner or client in 
achieving a specific personal or professional goal by pro-
viding training and guidance.”

John Whitmore’s definition might be more appropriate for 
business purposes:

“Coaching is unlocking a
person’s potential to maximize 
their own performance.
It is helping them to learn 
rather than teaching them.”

The first mention of the word coach to mean what we 
take it to mean in business was around 1830 at Oxford 
University. It was about a tutor who “carried” a student 
through an exam. In this context, coaching meant a pro-
cess used to transport a person from where they were 
to where they wanted to be. The first recorded use of 
this word in sport was in 1861. After that, coaching was 
influenced by many areas of activity, including adult ed-
ucation, personal development and leadership. Finally, a 
story about coaching would be incomplete without men-
tioning Timothy Gallwey and his insight into the ‘inner 
game’. His book, The Inner Game of Tennis made a break-
through in coaching, and established coaching as we 
know it now. In tennis as in coaching, a person struggles 
against his or her own ‘demons’, growing and becoming a 
better person as a result.
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Intervju

At the beginning of this article, we explained what 
coaching was. Now it’s time to say what coaching is not.

Coaching isn’t training. In training, a trainer shows you 
how to do something properly. In coaching, the coach 
helps you to realize the best way to do something prop-
erly.

Coaching isn’t counselling. Counselling is far closer to 
therapy, where you focus on the past trying to overcome 
barriers and issues so you can move on. In coaching, we 
focus on the future, on where we want to be, and on 
how we can get there, turning to the past only to draw 
on useful experiences.

Coaching isn’t mentoring, but it is closest to it. 

A mentor is a guide who helps 
you to learn and develop fast-
er than you might do alone.

A mentor shares with you his or her knowledge and 
best practices, and gives you useful advice. A coach, on 
the other hand, helps you to gain your own knowledge, 
prompting you to think differently and to find your own 
learning path. Coaching is advice-free.
In the following issues, we will write about important 
coaching topics such as the coach-coachee relationship.
We will also write about self-coaching and distance 
coaching, and present lots of helpful tools. Till our next 
issue, have fun getting to know yourself and others.

One more thing - we value your opinions and sugges-
tions. Leave your comment or share your ideas on our 
website: www.cetbalkan.com



18       BUSINESS COACHING

People and Culture in
Philip Morris International

HR business
are people!

Tanja Jovanović

Meeting talents by stepping into digital

In the era of digital transformation the role of human resources has been dramatically 
changing. It has changed our perspective on learning, development as well as entire 
utilization of human potential. Yet, it hasn’t stopped there – it has affected the entire 
working environment which we should view as a new digital ecosystem in today’s world.
All above calls for HR action should blend new technologies, personal, organizational 
and ultimately business growth in the best possible way. It goes without saying that 
HR has to play a critical role on a digital transformation journey, primarily in creating 
contemporary, inclusive, corporate culture, open to ‘play’ with innovations. Innovation 
refers to how we work, we do our business, cooperate, value successes and failures.
In addition, such a hectic situation puts even greater emphasis on ‘talent management’ 
which has been by far the hottest topic in HR for the last few decades. Digitalization just 

introduces new strategic goals in Talent management to close the knowledge/skills and behavioral gaps. It could be streamed 
through hiring and leadership succession processes by utilizing new technologies. Yet, a far bigger challenge stems from the 
fact that new hires who are digital savvy, regardless how talented they are, cannot change existing corporate culture and fully 
address the organizational knowledge gap. Very often, newly hired digital talents in non-digital organizations are like a drop 
in the ocean. In order to make a real turnaround, change the culture and digitally transform an organization, a critical mass of 
existing employees have to embark on the transformation journey. The role of HR is crucial there. It is critical in connecting 
employees and developing relationships with them, from mapping out an employee’s journey to developing engagement and 
new skills. Consequently, as before the digitalization era, HR needs to guide employees through each stage of their career 
development. Therefore, Talent management remains the key component to business success as it allows companies to hire, 
develop and retain top talents as well as to manage employee performance using various tools, including feedback and training. 

Director Human Resources for South East Europe. Philip Morris
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SANJA Tišma

We are customer-oriented at the core

PMI recognizes those needs and works in a systematic 
way towards achieving this by creating the culture where 
our customers are the reason we operate. 
In HR, our main customers are both external candidates 
and our employees. So we look at Talent Management in a 
holistic manner in which our ultimate goal is to attract and 
retain the best talents. In order to do so, we need to have 
proper systems and, more importantly, excellent practices 
which facilitate getting potential employees interested in 
our company, engagement, development, career progres-
sion and wellbeing. 

Every approach matters

During this journey, we grow personally, learning to lead 
differently and ultimately changing our mindset and be-
havior.
This means that we continuously develop, and we do this 
following the 70/20/10 approach. We believe that work-
ing is equal to learning, and we shift employees’ minds in 
that direction.

70% of our time, we focus our attention and energy on 
working on the stretchy tasks which will help us acquire 
or develop certain functional/soft skills, which will help us, 
either as individuals or an organization, to prepare for the 
new upcoming challenges in the end. No matter if this is 
a technology or career progression challenge, we need to 
be prepared as much as we can in this fast-paced envi-
ronment. We believe that ability and willingness to learn 
from experience is the foundation for making the impact. 
To adapt and grow, we all need to be constantly involved 
in new experiences and challenges that, by their very na-
ture, foster learning. Some of these new opportunities 
will come their way in new jobs, crises, or significant chal-
lenges. However, it’s not necessary to change jobs to find 
powerful learning experiences in the workplace. In any job 
situation, we need to seek out or strengthen relationships 
with our subordinates, bosses, mentors, and peers that 
will contribute to our own growth. 
And this is why we focus 20% of our time on learning from 
others by effective mentorship or coaching, on projects 
or task force assignments. Sharing is becoming critical in 
the new age, firstly because it’s always encouraging when 
an individual cracks a problem or improves a process and 

Manager Organization Effectiveness for South East Europe, Philip Morris
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IVANA Injac

then shares it, which increases the level of innovation and effective problem solving. Imagine if the same problem is plaguing 
an entire team and the knowledge isn’t shared, the success is limited. Today’s workforce is increasingly transient, often mov-
ing from one job to the next every few years. If these employees don’t effectively share knowledge at work, their explicit and 
tacit knowledge and experience will leave the company when they do. Sharing knowledge and experience and helping others 
to succeed creates the trust which is essential for the organizational growth and success. Today’s technology and innovative 
approach makes this very simple. 
Earlier, 10% of our development previously took place in class learning.  Nowadays we could say it happens through course-
work since there is no need for learning for the sake of learning in the dynamic times where everything changes so fast. In the 
past you would attend a training, but new technology is changing the way you do your business. So can we say that this was 
the most effective time spent? As humankind develops and makes discoveries, old processes and approaches often become 
redundant. New techniques replace old ones and knowledge that was once pertinent becomes irrelevant.  This is why we say 
that we do10% or even less learning in training sessions. 

Right people make practices successful, not the other way round

This is the base of our Talent Management practices, which enables us to be successful. How do we do it?  Well, we do it at least 
once a year with the help of the great leaders we have in our organization.
They share the information about talented employees and their potential career paths across the organization. This enables 
various departments to identify available talents when opportunities open up or arise. We do this in every layer of the organi-
zation which leads towards effective succession planning, making sure that the talents we have are trained and ready to assume 
the next positions. Succession planning benefits both the employees and the organization, it makes us foster the growth and 
reach our ambitious objectives. 
We are transforming but some of the core processes are there, truth evolving, in order to adapt to the circumstances and ex-
pectations of our customers.  We are customer-oriented at the core…

Learning, motivation and inspiration

Gaining new knowledge and skills can be done through 
various means and all of us have different preferenc-
es. When talking to our employees about their opinion 
on what the best method is, we have found out that a 
learning process should be a combination of different 
approaches, in some points even provocative, but inspi-
rational the whole way through. There are a few elements 
seen as mandatory for the successful formula in people 
development. Motivation is crucial and there has to be 
an emotional link since the best learning source is expe-
rience – both your own and other people’s. While going 
on the learning journey, employees would like to feel the 
excitement and the ‘Aha effect’. Furthermore, bad or ‘No 
go’ examples are also welcome in order to set a clear line. 
On top of that, a structure is absolutely needed to put per-
spective in real and broader context and enable Zoom in 
& out effect. 

Manager Commercial Organization
Development Philip Morris
South East Europe, Philip Morris
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It is not about ‘ I have to’, it is rather ‘I 
want to!’

Coaching unlocks one’s potential. This is probably the 
shortest definition. However, when discussed more in 
depth, we come to a conclusion that coaching is seen 
rather as a culture than a method, present at work (but 
also in personal life), still with a challenge where to draw 
the fine line between coaching, mentoring and training. 
Coaching aims for development, both team and individ-
ual, it is an eye opener through shaping or building skills 
or leadership. Therefore, it is very important to find the 
right trigger and motivation. The approach has to be ad-
justed to different people in order to ensure common un-
derstanding and trust. As a result, employees feel enabled 
and motivated to use the coaching culture as a preferred 
approach to both individual & group development. 
Coaching is the right method to transform business and 
keep it growing. Standard ways of people management 
will not work if we want to empower the organization 
through key behaviors such as agility, entrepreneurship 
and leading. The simple fact is – if somebody keeps telling 
you what to do, then the vision of empowered organiza-
tion will never become reality.

Why gamification?

Gamification in learning is a worldwide trend which shows 
strong and continuous growth. This concept applies game 
mechanics and design techniques to engage and motivate 
people to achieve their goals. In other words, if you suc-
ceed in accomplishing your goal, you will receive a reward. 
Motivation behind gamification is based on indepen-
dence, value and capability. When you are in charge, you 
will stick to your goals for a while. When you value your 

goal, see it as important and interesting, then the chance 
to accomplish your goal will be higher. Also, the better you 
get down to something and you feel competent or capa-
ble, the more likely it is you will continue doing it. 

User experience

Philip Morris South East Europe was the first PMI hub to 
create the concept of coaching gamified training devel-
oped for iPads as an interactive digital journey, named 
Coachonaut. We used space as a main theme, where us-
ers move round planets which represent coaching lessons. 
Main gamification elements were implemented through-
out the whole training and enriched with learning fea-
tures: avatars, nicknames, leaderboards, collecting points 
with mandatory knowledge to move to the next level, 
practising gained knowledge in a variety of scenarios with 
common topics that are relevant regardless of the seniori-
ty or department where employee was currently working, 
save-to-notes option, extra motivation points, instant 
feedback after every practised scenario in order to com-
plete the whole learning picture of a user. 
Nevertheless, one of the most important things is a simple 
fact that this training is available to any PMI employee. 
It was the right answer to the question on how to intro-
duce a Coaching culture into a large organization, such as 
ours. User experience when going through the training 
was something completely new and unexpected for our 
employees starting from small details all the way to seeing 
the coaching method as a whole. The new approach was 
highly valued, which put a new light on people develop-
ment. Stepping into digital field was the right way and we 
are well aware that the bar has been set high. However, 
good news is that new ideas have been triggered and we 
are looking forward to making them real. 
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Blog as a
Coaching Tool
MilAN MITIć

Can a blog, defined as publica-
tion of an author’s articles on-
line, serve as a coaching tool?
I hadn’t known the answer to this question until I started 
my own blog and published my very first three articles. At 
the same time, the exact purpose of this blog was to coach 
my future followers, primarily my colleagues. 

Let me explain first how I came up with the idea. Talking to 
my colleagues, exchanging personal experience with them 
and learning about challenges that they face I realised this:
Challenges that they face today are either similar to or ex-
actly the same as the ones I have faced in my long career, 
and have managed to overcome;

People need the help of a leader to tackle their challenges;
When leaders address these matters they usually address 
symptoms and not the causes; and
People are eager to learn and adopt know-how, and more 
than willing to experiment.
It’s clear that we need changes in certain behaviour, and 
coaching is one of the best tools for change. They say that 
with any condition it’s essential to make the correct diag-
nosis and then the therapy will quickly have the desired 

effects. In this case, there is a diagnosis, but the quick and 
efficient therapy for such a high number of ‘patients’ is 
almost impossible. The diagnoses that I have pinpointed 
are the blog topics and they are all tied with the content 
- coaching. I see coaching as a powerful tool to influence 
behaviour, change mindsets and change the world around 
me.
I came up with an idea to try and provoke a reaction. In 
other words, to achieve the ‘mirror reflection’ effect - the 
effect that we have in everyday conversations, where I 
share my experiences and people start wondering if what 
I’m saying makes sense to them and how they would ad-
dress a challenge with what they have learned.

The blog seemed an ideal solu-
tion for provoking the reaction. 
A blog which would pursue the essence, real challenges, 
solutions verified through personal experience, and at the 
same time bold, naked and honest. A blog which would 
search for inspiration for topics among its readers and 
would be dedicated to them.

Retail Director,
Telenor Serbia and Montenegro
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Have I succeeded?
Time will tell. Just like in coaching. Coaching is a lasting process, but much more efficient than mentoring or training. Speaking 
of processes, the coaching - blog connection seems obvious. The essence of the coaching process is four key elements:
Establishing the connection with the client and gaining the client’s trust. A blog has the same element - connection to readers 
and credibility.
Asking powerful questions. Questions can be tricky and provoking, but at the same time they initiate thinking processes. When 
writing a blog, I try to make the readers recognise the exact situation they have experienced, or at least suspect or anticipate 
this kind of situation.
Starting the thinking process and reflection. Questions asked in the right way provoke a flood of emotions and cognition. In my 
blog articles, I try to make the readers ask themselves if they could have done anything differently.
Call for action and commitment. In coaching, provoking cognition and willingness for a change of current state is followed by 
action and commitment to yourself. Writing the blog, my mission is to move the readers towards action. This mission is reflect-
ed in asking additional questions to myself and searching for support. Some people are just quietly working on this. 
Coaching is a process equally applicable in business and personal life. This is why reactions to my blog come not only from my 
colleagues in leadership roles, but also from readers with no connection to my business field, such as athletes, students, and 
professors.
If you speak Serbian, you are welcome to visit by blog page www.retailisdetail.com. A word of recommendation is that you first 
read the ‘O Blogu’ page (About the Blog), and then the other articles. If you like them, my advice is to subscribe to get email 
notifications of new articles. I am looking forward to your comments and suggestions on the posted articles.
Finally, an exclusive piece of news for this issue’s readers: I have decided to make the blog bilingual, accepting followers’sug-
gestions. The English version of the blogs will soon be available to potential readers.
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Milica Stojanović holds a Bachelor’s degree in psychology and she is a certified Lego® Serious Play® 
facilitator. She likes implementing new and unusual methods of working with teams so that they can 
obtain new insights and therefore, treat each other and do things in a different way. She truly believes 
that everyone can become a better version of themselves.  

Build to
Lead!
Milica Stojanović

The Lego® Serious Play® methodology was designed as 
the response to a very important challenge that LEGO 
Group encountered in the mid-nineties. The challenge 
was recognized in video games that completely changed 
the way children played, including their general needs. 
These changes had a strong impact on the LEGO busi-
ness.  

LEGO’s CEO at the time, Mr. Kjeld Kirk Kristiansen, tried 
traditional ways for developing a strategy with his lead-
ers. When this took them nowhere, he started working 
with professors from the IMD business school in Laus-
anne, Switzerland.  They started from the fundamental 
idea that employees were crucial for every organization 
and that they wanted to and were able to contribute 
to changes; they thought that each employee depended 
on a strategy rather than a written document. They be-
gan research and development of tools and systems for 
strategic planning. They introduced LEGO elements as a 
3D model of real business problems and challenges. In 
2002, the Lego® Serious Play® methodology was offi-
cially launched and it became available and applicable to 
business. 

Imagine a meeting or encounter with employees where 
you need to establish the direction of your business for 
the following year, including product placement, or to-

gether examine the competition, or endeavour to build 
your team’s vision - and imagine that you do all of these 
important and demanding tasks by playing with Lego® 
bricks. Yes, it is possible! Especially if you want all your 
employees to be fully involved in this process, to present 
their ideas freely and to express their creativity while en-
joying the very process at the same time.  
If you can recognize yourself here, you are in the territory 
of the Lego® Serious Play® workshop.
The Lego® Serious Play® methodology is a structured 
workshop for strategic thinking, teamwork improvement, 
decision-making and problem-solving in a business envi-
ronment, while the results are in accordance with busi-
ness goals of the company.  

Lego® Serious Play® is different from training, coach-
ing, or team building. This is a process where a facilitator 
(not a trainer!) designs the whole process and leads the 
participants, never altering, helping, or summing up as 
a trainer does. The facilitator needs to understand the 
clients’ demands very well, to create questions that will 
lead the participants, and design techniques for achiev-
ing the goal (all 7 of them). 
One more difference lies in the fact that the Lego® Se-
rious Play® method does not require the participants to 
follow instructions. This would be too simple and it would 
not stimulate our imagination. If everyone followed the 

Managing Director/Consultant, 
HR Partners
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same instructions, nothing new would be built. We do not build anything new that looks like something that already exists. 
Lego® Serious Play® is not created so that everyone present agrees with the decisions made and is a yes-man; rather, they 
should create new knowledge for problem-solving.  

Perhaps it is more important to know when to use the Lego® Serious Play® methodology than why to do so! It is the most 
effective when there is a possibility for more than one answer and when all the acquired knowledge should be used along 
with the employees’ commitment. When this is considered to be a starting point, it is easy to find its use. 
The workshop always starts the same, by wiggling the fingers, and getting used to LEGO® blocks. During the structured 
process the participants use 3D LEGO® elements to build models that support their ideas and thoughts, always in the same 
order, first building the individual models, and then the shared model. The actual strength of this process lies in this row 
because it ensures sharing new, original knowledge and everybody’s involvement! The ideas are actually there, in the middle 
of the desk. They can be seen. Building shared models is a point that calls for “fun frustration“. This is the place where all 
the participants should agree, reach a consensus, and act according to what has been mutually decided, although they do 
not need to agree fully. After all, a consensus is the most precious investment in business. Consensus, commitment, better 
communication, mutual understanding and sharing values are just some of the benefits of a Lego® Serious Play® workshop.

•  In a Lego® Serious Play® workshop everyone is involved 100% and everyone makes their own contribution.
Regardless of the topic of the workshop, none of the participants will have an excuse not to participate.

•  Consequently, the participants are committed to reaching conclusions that can be applied in real life situations.

• A Lego® Serious Play® workshop creates understanding and a shared framework where all employees can work 
together.

It is easy to fall in love with Lego® Serious Play® since you always wonder how many stories are 
yet to be told.

*We enhance individuals and develop agile teams

www.hrpartners.rs
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Coaching culture and
the digital agendas in business
Jelena Pavlović
PhD Psychology

Organizational culture has become a buzzword recently, 
especially with the rise of digital transformation move-
ments that need the cultural support for the scope of en-
visaged business changes. Perhaps the importance of or-
ganizational culture was best described in Peter Drucker’s 
famous quote about culture eating strategy for breakfast. 
We could say this applies to digital strategy, too. 

One of the ways to align 
culture and digital strat-
egy is via coaching cul-
ture. 
We could say it is a type of organizational culture that uses 
coaching as a way of working throughout the organiza-
tion. What this means is that coaching becomes a stra-
tegic priority and an instrument of organizational growth. 
Imagine you could achieve more open communication 
instead of avoiding hard topics; or an increase in account-
ability instead of the blame game; or meaningful 360 feed-
back that promotes real engagement, especially for the 
feedback-seeking millennials.  Perhaps most importantly, 
imagine that organizational learning starts working in such 
ways that it becomes tangible. As an illustration, Lew Platt, 
ex CEO of Hewlett-Packard is credited with saying, “If only 
HP knew what HP knows, we’d be three times more pro-
ductive“. Coaching culture is one of the ways to gain wid-
er access to all knowledge, experience and creative ideas 
that exist in organizations.

What processes and practices need to be in place in or-
der to set up a coaching culture organization-wide? A top 
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management decision that coaching is needed and wel-
come (at least). A managerial decision to start using less 
of the command & control approach and more of the 
coaching style of leadership. This would include not only 
coaching sessions 1on1 to develop individual employees, 
but also coaching their teams. Too often we see manag-
ers required to do individual or team coaching based on 
a couple of powerpoint slides, without the actual know-
how or practice. Training managers in individual and team 
coaching skills ensures there is a common understanding 
of terms and practices relating to coaching. Finally, in or-
der to support a coaching culture, it needs to be integrat-
ed into wider HR practices, such as recruitment or perfor-
mance management. 

These are some of the usual cornerstones of coaching cul-
ture interventions, which have been around for at least a 
decade. But the... 

...digital age has brought 
some new tools for creat-
ing a coaching culture in 
organizations. 
What we have seen recently is a rapid development of 
technology tools that make it easier to implement coach-
ing culture programs. A number of startups have offered 
HR tech solutions that use platforms to support culture 
management, culture strategy or real-time feedback orga-
nization-wide. These culture apps that come from startups 
like CultureIQq, Impraise, Tiny Pulse, Qualtrics or SQN are 
new-generation tools that support the coaching mindset 
organization-wide. They also convey an important mes-
sage that coaching is no longer only a profession, but a 
tool employees at all levels need to become acquainted 
with. In a sense, the rise of these culture management 

platforms actually means that HR needs to disrupt itself 
first in order to be ready to support the digital disruptions 
on the way for many traditional industries.

When it comes to organizational practices in Serbia, many 
companies are training their management in coaching 
skills. They contract external coaches for more complex 
interventions; here and there cultural surveys or qualita-
tive diagnostics are employed. When it comes to coach 
training, we have International Coach Federation (ICF) and 
International Society for Coaching Psychology (ISCP) pro-
grams that equip managers and internal coaches with the 
traditional tools and techniques. In our context, individ-
ual coaching has had some sort of a history over the last 
decade, while the practices of team coaching are still in 
the early going. That is why team coaching trainings play 
such a key role in successful implementation of coaching 
culture programs in companies that operate in Serbia. 
Moreover, an integrated coaching culture approach that 
connects it with the wider HR practices is still lacking in 
the majority of companies doing business in Serbia. The 
HR tech revolution with culture management platforms is 
yet to come. 

We are living in exciting 
times for doing business. 
The world is experiencing another technological revolu-
tion and companies are trying to catch up with the pace 
of change. HR departments face a big challenge of leading 
the cultural shifts needed to support the digital transfor-
mations. Leading coaching culture projects to support the 
digital agenda is probably one of the most exciting and 
challenging HR functions today. The risk of not engaging 
in culture projects calls up the Drucker’s breakfast met-
aphor. But the return is also high and tangible not only 
businesswise, but also in terms of making workplaces 
more meaningful environments for people. 
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Ivan Milutinović was born in Uzice on July 29, 1984. At the age of 13 he began to practise karate in 
KK ‘Uzice’. In 1998 he finds out about Real Aikido with trainer Dragomir Aćimović at SRA ‘Vračarević’, 
where he immediately starts training. In 2003 he held a black belt rank 1st dan and became the mas-
ter of Real Aikido. He also participated in seminars ‘European Martial Arts Hall Of Fame’ 2007 and 
2008 where he cooperated  with masters from the USA, Russia, Germany, France, Israel, Uzbekistan, 
China, Serbia, and Macedonia.
In 2016, he founded the Club of self-defense system Real Aikido ‘Taido’ with master Marko Maćašev.

Real aikido is a skill which 
makes the weak stronger, 
and makes the strong generous and aware of their strength.

Ivan Milutinović

How did the ancient Aikido skills develop, and what is real aikido?

Aikido is one of the youngest martial arts. It originates from Japan and its founder is Morihei Ueshiba. As a mar-
tial art, aikido traces its roots back from the 9th-century martial art called Aiki-jujutsu. However, it turned into 
modern aikido as we know it at the beginning of this century, more precisely between the two world wars. The 
word aikido consists of three ideologies: AI - which means harmony, tune, KI - which means our inner being and 
DO - which denotes the way; all together it would mean: ‘the path of achieving harmony with our inner being’.
The founder of the real aikido is Ljubomir Vračarević, who has sought ways to modify and adapt the traditional 
aikido so that it can be applied in real situations, that is to say in real attacks in the streets, the army, the police, 
etc. The combination of the elements of several martial arts, the combat experience of the founder, led to a new, 
practical and highly applicable skill of real aikido.

Interview
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When and how did you discover aikido and who 
can practise it today?

As a boy, I practised karate. After a year of practice, 
quite by chance, I was at the Užice High School at the 
time when an aikido training session was on. It was love 
at first sight. The then coach Dragomir Aćimović was 
demonstrating techniques of real aikido. I was delighted 
with his performance. I have kept the picture of that day 
in my mind even after 19 years of exercise. The beauty 
of movements, the ease of defeating opponents are the 
elements that still inspire me.
Aikido can be practised by everyone. At the club, there 
are three-year-old children, but practically anyone who 
feels vital and physically fit can practise even at a late 
age. It is good for children because aikido teaches them 
to solve problem situations in a wise and simple way. 
Anyone who practises aikido, very quickly learns to think 
about what they do, so it’s good for schoolchildren. More 
importantly, aikido does not develop aggression, and 
that’s why it is good for adolescents.

Coaching is a way to get to know yourself and 
your limits, a competition primarily with yourself. 
How similar is aikido?

This is the definition of “aikidoke”. There is no attack in 
aikido, it’s a self-defense skill, so there is no competition. 
Everyone works on themselves and there is a chance of 
competition, but with themselves. A 60-minute training 
session is based on the principle that each individual can 
equally be a winner and a loser. For this reason it is im-
possible to compete with someone else but yourself.

The coach helps the client to realize his full poten-
tial. How similar is the role of Aikido coach?

It’s similar. The role of trainers in Aikido is to get the max-
imum out of everyone, but it is more important to eval-
uate when it is the right moment to do so. It is also very 
important to make a good work plan and gradually reach 
the maximum potential and plan its maintenance at that 
level. It is not easy because it is an individual matter and 
depends on many factors. There is always a physical and 
psychological preparation of every aikidoka. Adults are 
usually unaware of their capacity, while in children this is 
the other way around. The position of the coach watch-
ing from the side is good because from the distance he 
notices all the characteristics, that is, the disadvantages 
and advantages of each individual.

You are particularly well-known for work with 
children. How many children fit into the philoso-
phy of Aikido?

I cannot easily explain this bond between children and 
me. I think they understand me well and I think that I 
can pay attention to them, and when it works, it’s not 
important whether it’s aikido, mathematics or guitar les-
sons. Children should clearly be aware of the boundaries 
and then there is no problem. I cannot say that it’s easy 
to work with children today. This work is actually a fight 
against the phone, games and all technologies where chil-
dren at one touch run a bunch of colors, animations and 
movements, where they are allowed to get everything all 
at once and now. As such, they come to the training and 
need to repeat one simple move a hundred times without 
results in sight. There should be a coach who explains the 
move to them and motivates them why they do it.
Every child is different. They become aware of aikido 
when they grow up, but it often happens that the phi-
losophy of Aikido is applied unconsciously even when 
they are small. The self-healing skills system itself con-
tributes to the exclusion of children as an option which 
significantly reduces aggression. The philosophy of aikido 
is taught and it should be explained to children in the 
simplest possible way.

Interview
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MAGAZINE’S FRIEND

MISIJA AMM

AMM udružuje, snaži i promoviše menadžere u Crnoj Gori. Težimo da promijenimo svijest o značaju 
i dragocjenosti menadžerske profesije i zaštitimo ljude koji je nose. Naši članovi kroz individualno i 
kompanijsko članstvo, su menadžeri velikih, srednjih i malih preduzeća, na svim nivoima. 
Ambicija nam je da okupljajući ljude koji rade na menadžerskim poslovima, postignemo sinergiju 
znanja i iskustva, omogućimo edukaciju dokazanu u praksi i primjenjivu u našim uslovima. 
Afirmišemo članove i podržavamo ih u svim izazovima menadžerskog posla. Želimo da promoviše-
mo dobar menadžment i uspješne menadžere, da definišemo poželjne nivoe menadžerskog znanja i 
usvojimo iskustva i vještine najboljih. 
Akcenat stavljamo na ljudske resurse, jer bez kvalitetnog ljudskog potencijala, energije, kreativnosti, 
inovativnosti i inicijative, nema ni uspješne privrede, ni efikasne javne uprave.
AMM danas okuplja nekoliko stotina članova i bilježi kontinuiran rast. Poštovanje etičkog kodeksa 
AMM-a i posvećenost članstva su vrijednosti koje ćemo uvijek isticati.

Asocijacija menadžera Jugoistočne Evrope AMSEE

Asocijacija je formirana 17.11.2015. godine u Podgorici nakon potpisivanja platforme o zajedničkom djelovanju. Simboličan 
naziv inicijative za saradnju menadžerskih organizacija na prostoru Zapadnog Balkana i Jugoistočne Evrope jeste Podgorička 
inicijativa.
Punopravne članice su: Asocijacija menadžera Crne Gore AMM, Hrvatska udruga menadžera I preduzetnika CROMA, Srpska 
asocijacija menadžera SAM, Makedonska asocijacija menadžera MAM i Asocijacija menadžera iz BiH. Podršku osnivanju 
regionalne asocijacije dala je Evropska konfederacija menadžera CEC.
 Osnovni cilj Udruženja je povezivanje menadžerskih, poslovnih asocijacija i organizacija i menadžera Jugoistočne Evrope. 

Članovi Udruženja mogu biti menadžerske i menadžment asocijacije, poslovna udruženja, akademske i obrazovne institucije, 
kao i sve druge organizacije koje se aktivno bave pitanjima menadžmenta i liderstva.

Podržano od / Supported by
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24H CALL CENTAR

BESPLATNA REZERVACIJA HOTELA

POPUSTI NA TURISTIČKE ARANŽMANE

BESPLATNI TRANSFERI

MARKETINŠKA PODRŠKA

BESPLATNE AVIO KARTE

BESPLATAN BIZNIS SALON

24H CALL CENTER

FREE HOTEL BOOKING

TRAVEL ARRANGEMENTS DISCOUNTS

FREE AIRPORT TRANSFER

MARKETING SUPPORT

FREE AIRLINE TICKETS

FREE BUSINESS LOUNGE

Loyalty program za kompanije

MAKE YOUR TRAVEL SIMPLE

Loyalty programme for companies

Kontakt:

www.flyflycorporate.com
+381 11 635 60 03

Powered by:
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D EXPRESS IS THE LEADER ON
THE EXPRESS DELIVERY MARKET IN SERBIA

With its 950 employees, and more than 650 vehicles, through 20 regional distributive centers, D Express 
is delivering shipments „door to door“ within 24h for more than 18.000 registrated clients.

Cutting edge IT infrastructure, inhouse developed operative software integrated with PDA devices 
which each courier has, and the most contemporary conveyor technology assures clients that the 

slogan of the company will be meet – Fast. Accurate.Reliable.
D Express is certified against ISO 9001:2015 and ISO 27001:2013, as another proof of dedication 

to quality of service and safety of information.
With it’s special developed solutions, D Express is becoming first choise of e-commerce businesses 
– we are boosting e-commerce, and giving to clients right tool to track their business and tie clients 

for themselves!
D Express offers – 

Next day delivery – „door to door“ delivery of shipments within 24h
Same day delivery – „door to door“ delivery of shipments within 5 hours in more than 30 cities in 

Serbia
Personal courier – „Rent a courier“ to clients during 8 hour working time

International delivery – „door to door“ service to more than 180 countries.

To see more info about us or to track&trace
your shipment, please wisit our site 

www.dexpress.rs
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