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What isut.all tor?

© Funeiion
— The jf AliEAS0N WhY an erganization exists Is its ability to satisfy.
LiIE! nA' 5:0f people!

5 EXJE [ |al meaning
i |V|dual or societal meaning of a need for a service

- f‘aphysmal background

s

s-‘“—:f“‘-‘_"- Foundation of personal or societal meaning

Which meaning is meaningful?“
Which value of valuable? “
,Which life is worth living?*
,Which eternity Is eternal?“
,Which spirit inspires me?*
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What isut.all tor?

© Funcilong
— {0 rr,:r form [esources Inte health care services which are likely
LO) ru\/* 1 positive impact on the health of people

,,\j\ fwould have a problem if we did not exist?“
— B fotally iIndependent from trustee and size
mstentlal meaning
."a-- : Restore and improve health of the individual
:_ “— Do we really produce what people want?

- ¢ Metaphysical background

— Impact of health care services on welfare, economy, social
peace, sustainablility, etc.
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MANAGER
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’ '-L ~ Liberalism: . wLaissez falre laissez passer, le By, e
~ monde va de lui-méme* (,,Let it happen — &%
~let it pass by, the world keeps turning®)

— Bureaucracy = negativ
e Max Weber (1922): positive
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Blreauchacy. -

rchical Management Structure

Max Weber
lon of Labor (1864-1920)

— e - -

s Selection Process
Career Orientation

. Formal Rules and Regulations
® |mpersonality
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Max Weber
“Bureaucracy constitutes the most (1864-1920)
efficient and rational way in which one
can organize the human activity and
== systematic processes. Organized
=== hierarchies are necessary to maintain
=y order, maximize efficiency, and
eliminate favoritism”
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Bureaucratic Ieadesﬂﬂo'_'a"'

SADETnition: A leadership which relies
el onhierarchy and strict obedience
boFSUIperiors and rules.

]:—)_Ilcatlon public and private

g A,
- -

—= nganlsatlons

_*° Functionality:

— Efficiency = Cost minimisation at given
outputs
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st Minimizationse

Oligel

> Max! <=

j’]ij utS

E puts — Min! for Outputs = const.

—
i
— — — I "
— -

= .‘%tahdardization of output by law and rules
~® Strict obedience to laws and rules
® Efficiency Irrelevant, output negligible
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- Bures_ licracy is a good form of

Srganisation if

— 0 tputs objectives and results are easy to
= eflne and do not change

S
-
—
e
_-,—..

_ rStaff and clients accept and subordinate to
~  hierarchies

— Environment and system are simple, static
and deterministic

i i
%3.'

=

=
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Ser\@.at {eadenshf -

> Sl Ilng authorlty
— “ w.- to be more and have more!*

— “A "Others have to help me so that |
' ﬂ ‘achieve that!“

ﬂgﬁ- rvant authority

=1 3 3
-'-'- —
e — -

---'*;__“I have achieved all that | have to!“

~—“I take the opportunity to help
others to achieve their objectives!®

i

| 1)

S
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tership

~ “A servant-leader focuses primarily on the %
growth and well-being of people and the | £ '
communities to which they belong. While ' N
traditional leadership generally involves
the accumulation and exercise of power
by one at the ‘top of the pyramid, servant
leadership is different. The servant-leader
Sshares power, puts the needs of others
first and helps people develop and
perform as highly as possible.”

Bureaucratic or Servant Leadership? 29



ir 'g Clients
t customer orientation
_ ~v=‘= g Personnel
= _,ersonal growth of subordinates
= Serving the Community
~ —Responsibility for the community
® Serving the Future
— Sustainability and ,,keeping the call*

—
il
e
———
-
e
=
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~ M' a_lm.lzmg efficiency!

C,

__—- ‘_*
—'—'-_#_

S Free space for creativity, innovation and

—

r.f Treedom of decision-making!

e Application: dynamic and complex
environment
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Bureaucratic Servant
Leadership Leadership

Conception of Man Homo oeconomicus Servant
Behaviour Egoistic Social
Motivation Basic needs Self- and group satisfaction

: Legitimation, Punishment, ) ]
Authority evard Expertise, personality
Ma_nagement— Control Personnel-oriented
Philosophy
culture Individualistic, high distance Collectivistic, low distance of

of power power

Success Static, simple environment DYTEMIG, COmRIE
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= 4 Conclusions
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= ,,Wh\)"‘ ‘leadership so difficult?
,,er\ leadership getting more and more difficult?*
= hat is a ,good: leader?”
= _._-,_n Y What can | do to become a ,better leader?"
' ajo Rieckmann: Dynaxity is the answer to
modern management problems

— Dynamics

— Complexity

— Uncertainty

Bureaucratic or Servant Leadership? 34



Bifurcation

Perturbation

old equilibrium

’0
‘e
Yann

(Hajo Rieckmann)

new equilibrium

| .

old steady-state
regime

diachronic regime
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Zone | System

v

time
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time
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Zone |11 System
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Zone | System
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Chaos ——  Zone | System
Zone |11 System

Zone Il System

A‘A A/ /)
Ay Ay

v

time
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turbulent

dynamic

static

few ‘_alements, few many elements, many clements, Complexity
relations few relations many relations
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Dynamics

turbulent
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A anlsatlonal Pre_re_cyﬁke&;._

Zone Iﬁ“-~ ~

tional memory
" ntal motivation
jorkers as sensor for Dynamics and
comg EXIty
= 'organlzmg groups
__ a«seTf responsible adapting to changes
- horlzontal leadership
* Leading = Coaching
e .servant leadership “ (Greenleaf 1972)
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rZonerlills

-,

¢ i
£ - Nl

= ,:-;_g;_:* iveness

= - —__-——"

—flexibility

'_ Rapid action

tolerant to stress

in nets and .

licultural sensibility

Ability to communicate .

Coping with uncertainty

generalistic

Characteristies of leaders; =

i -

WA NS

abstract thinking
systems thinking

ability to live / cope with
conflicts

sensitive to group
processes

low need of hierarchy
life-long learning
life-long teaching

willingness to share
knowledge

cultural awareness
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acteristics of leaders -

E

- ‘-ﬁeel————
Post-modern \‘;;gg
socleties need / cope with

__‘ tive SERVANT SELp
exi | EADERS! 1 of hierarchy

~= Rapid act g learning
* Ability to comi. Ine=-10Nng teaching
® tolerant to stress willingness to share

knowledge

e Coping with uncert
e cultural awareness

® generalistic
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1 AlfEreduction
\/\/JnJ Change

*ﬁ Servmg Personnel

= 4 Conclusions
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3 Servant Leadership | PRIMARY CUSTOMER

Needs
C 0 s Wants
Distance filter
: v )
system border DUIFEEEE » | Price filter < Subsidy

‘-lllllll..... power N

we® v,
o ¥ Objectives .0 S ) ) v
R Q R Quality filter Priority filter
. .
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" } rlation) ; .o Prionity filter Financial filter Q
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3.1 Serving Clients PRIMARY CUSTOMER

Experience of Needs
scarcity with a drive l
to solve the problem
—— Wants
Projection of a need
to a special good to l
satisfy the need Distance filter
system border purchasing » | Price filter <1 Subsidy
““lllll-ll....... power A
o9 Objectives °w . . v
R Q\ o, Quality filter Priority filter
’0‘ l ‘0
) s > N, e ', 200 o y
. ? relations) h “gn Priority filter Financial filter 4
= . ﬁ ] S .
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Needs —Wants ~Demand™

X -
)\ EEUSINEEXISteENntial meaning of a health care

iceiliyAIstto) satisty the needs of unhealthy
,)90,)]91

SNGILo obey rules

= NOt tor satisfy the doctor in charge

- *ot 1o provide career opportunities

- ‘_

3-%
C 1|ent

-~ — Reason for existence

— ,King patient*

— Can assess subjective quality of services

— Cannot assess objective guality of services

I| l'fu".l':llll
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E*eds-jgggnts-a-@.m%ﬁd“'

SA\jants:
= JJJF Which can satisfy the needs of people, €.g.
pealthicare senvices

— HE Althieducation: attach a certain good to the
—=agl ed off people
' _f-i- 3 tETS
= Distance
- ’*—'_'Price
— Quality.
— Priority

-
"
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arketl[)g ._‘J"_a—-

SDEINIHONE Varkeungiista concept of leading
SHLEIPHISES by focusing all' organizational activities on
piElsatisfaction of the needs of the customer
EXaAIPIEs:

= lGeation: how can patients and their relatives have easy
- -.ccess°

= "Bundmgs reduce distances for patients and their relatives
— Staff: friendliness, empathy, professionality

- = Leadership: motivating staff to accept patients as ,,kings*
and ,,gueens*

— Financing: make services financially accessible

Bureaucratic or Servant Leadership? 52



elapngg}-of Mel

9

> Proelteifely Concept 1950
=Ith~.

o ient must be happy If we provide him with our
= -products
=-=éi:-'- = sengineers as focus of production and factories

e —
-—H-_"

| 'i:ﬂu |

(1)

— Health care facilities:

— *'__ e Patients must be grateful if we treat them
- ® doctors as focus of production and health care

facilities
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Product _&‘mept:-éﬁ__&@“ —

“ Indusiﬁ V/:

Selient demands a high guality, we do our best
roduce it as we understand quality.

= *ngmeers define standards

ealth care facilities:

.i ~ — Patients should be happy — but doctors define
what makes them happy
— Doctors define standards

Bureaucratic or Servant Leadership? 54



= Hea|th care facilities: What is shared decision making
: (SDM) ?
— Patients receive what they need THE BEST THING vOu CAN
— Doctors support patients to WH:‘;‘:FOOD
understand their needs and make

&
shared decisions

Bureaucratic or Servant Leadersijiisg



+ A
/ |/
o o o

alI\VV ant
. er}* rlly be healthy — not fall sick at all!
—-Sere dary

| . ’Get nealthy as soon as possible

: ) ,,pleasant sickness*

-_’ *“_T ~ — Without pain

———— _ Mobile

' — Frequency of diagnostic and therapeutic interventions

— Friendliness, affection

— Focus of treatment on his needs, not on the needs of
service-providers

Bureaucratic or Servant Leadership? 56



What the patient What the physician What the nurse What the Dr. i/c What the surgeon
described understood understood understood understood

How the treatment || What the insurance What the hospital What the physician What the patient
was documented wanted to pay billed explained really needed




\1.A LAV A \v AI\"A \-.A

) )y -2 B
- Patients of 2018

are different
at the surgeon
understood

from patients of

How the treatment || What the insurance What the hospital What the physician What the patient
was documented wanted to pay billed explained really needed



Do we really
know what they

need?
. ' ..I. rl|||L:‘|I||l

How the treatment What the insurance What the hospital What the physician What the patient
was documented wanted to pay billed explained really needed




1 Rlijireduction
WmJ C *Change
3 Serva

L““'*g’ ring Clients

_-ri-"'i— .'.-',—- : ==
— -.l—'l'""- il g
e T — % ;

— - =

= 4-'_é0nclusions
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/4 Greenleat:, —

1— MGreenleaf
giPb4 -F1990
a B & A S

difference manifests itself in the care

/1 _,b the servant-first to make sure that

er peop/e S highest priority needs are

g served. The best test, and difficult to

= aaminister, I1s: Do those served grow as

= ‘;-I - persons? Do the . while being served,

—  become healthier, wiser, freer, more

| -autonomous, more //ke/y themselves to
become servants? And, what Is the effect on
the least privileged in society? Will they
benefit or at least not be further deprived?”

e==_g
adll
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"Greenleatf: -

s

“e care

Do your re that

: are

subordinates It 10
grow under your as
: d,
leadership? e
auz‘om Aves to

become s. Nac 1S the effect on

the least privilegeu . _ocilety? Will they
benefit or at least not be further deprived?”
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evelopment of a SEr

;eader

e -

e

‘ Real]’ry IMOSt SUPEROrS Want to prove
BEniselves and exercise power (,real man!)

9 Jery, it leader: defines himself by more than
wc k, success and power

eTvant leaders

ﬁ. -
—— _:dNot Porn as servants

== broken®“ and ,healed*
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. quarrele Frustrated

3
",
*,

Servant Leader

} Promoter

—

} Revolutionary

Egocentric Adonis

—

/Zvnic

/ obedient

Devote
obedient
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Components of Develgping_ Cas

Servant Leader

Discipline Managing Organisations
7 ,,Leading myself* ,,Leading my organisation**
-~ O
2R - time management - visions
== - financial management - strategies
) o
Lo - health - marketing
T - mental health (own - financing
— thoughts...) S
Humility Communication
g’ ,.Being self-aware* ,.Leading staff**
S - Understanding and - motivation, listening, asking
2 accepting oneself - respect
tl\: - Willingness to learn - training, fostering
S - Willingness to forgive - moderation, presenting, ...
P - Respect i
Character / Integrity Competence /

Professionality G5



. |zonjaLLeadenup> -

- TrAJJ“r Pnel motlvatlon theory
= ieader

—Jné subordinate

— ﬂ‘ect motivational relationship

sé*rklng teams
-___ -: — one or more leaders

-~ team of co-workers
— vertical AND horizontal leadership

=»What is a “good team”?
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Love, trust,
protection

ies, slavery,

e

- understanding

acceptance, tolerance

honoring
helping, fostering
forgiving, new beginning, conciliating
sensitive, compassionate
Disclaiming power, disclaiming
suppression

affection, patience, friendliness
fidelity, justice

error-tolerant

generous

without fear

/

force

y

Hatred, fear,
distrust

Truth,
freedom



ove and truth

/- open, honest \

Love, trust,
protection

ies, slavery,

authentic, clear

- acceptance of difference
- creative, maverick, experimenting
- constructive debates, willing to

confront

- giving and receiving feedback

no defence
willingness to correct

- no rationalisation, no mental crowding-

out

_/

force

y

Hatred, fear,
distrust

\
Truth,
freedom

v

(@)

i



ies, slavery,

-

ove and truth

Love, trust,
protection

ﬁnsulting, judging, condemning
- Ccynic, suppressing

force

y

Hatred, fear,
distrust

- forcing, dishonouring, agitating

- Intrigue, distrusting

- threatening, discouraging, persecuting
- causing shame and guilt

- unfair, exploiting

- ambitious on the cost of others

- defamation, deceitful

- callously, avaricious,

- seeking revenge, pressing, destructive
- violent, killing, cold

\

freedom




-

ove and truth

Love, trust, ﬁ:iltering, biasing and ,,cooking® information \

protection - manipulating,
- wrong information, half-true information, wrong
signals

- wrong perception and sensation

- hypocrisy

- tempting, bribing

| - lying, steeling, betraying
- constricting, boxing, dishonouring, put into slavery
- Separating body, mind and soul, in particular

reduction to body
Ldes, sla . /K /

force

Truth,
freedom

Hatred, fear, .
distrust 70
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vé and truth

Love, trust,
protection

Which constellation is i1deal

for good management,
leadership, performance?

Truth,
freedom

Hatred, fear, 74
distrust Al
A 4




pology of teams .

Love, v

Team of
Excellence

Lies,
slavery,
violence

<«

Truth,
freedom

Hatred,
fear,
3 mistrust




Don’t get too close — or it hurts!
Don’t get too far — or it 1s cold!
Love me — but don’t want me to

Love
trust

change! :
Cud Tell me a little truth — but cuddle me! >

Perver-
sion

Truth,
freedom

Hatred,
fear,
+ mistrust




Don’t get too close — or it hurts!
Don’t get too far — or it 1s cold!
| Love me — but don’t want me to

Perver-
sion

Lies,
slavery,

violence
2 Traditional Zone I1-organisation T
. ruth,
- Poor compromise on lowest levels
freedom

- Non-aggression pact

- lowest common denommator

- Coexistence

- Avoiding complexity, creativity, real
relationship

- Conformism, Self-affirmation b

- Boredom, waste of time 74

- disability to deal with higher Dynaxity /§t -







Team of
Excellence

Perver-

) N
Lies, 2

slavey” We definitely need managers who
viole[ -dare to give freedom to their
employees

- dare to say the truth

- give their employees the feeling
that they are loved

- trust their partners

[
>

Truth,
freedom




Efficient
leadership and

Lies,
slavery,
violence

<

Truth,
freedom

Hatred,
fear,
3 mistrust
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Lies,
slavery,
violence

<

eof Integrity .

Efficient
leadership and

LY
Basic underlying problem of all team-
building processes: how does the .
individual get over the barrier? What -uth
prevents leaders and co-workers to eed c;m

dare more trust, love, truth and
freedom?

= 9

fear,
mistrust



death
niteness
f missing out / to come badly

. of losing
— = .. of irrelevance

.-—l'

"~ % |nward Emptiness

.
-
—

= -

~— “hole” of love and passion
-~ — “hole” of trust
= — “hole” of meaning
— “hole” of God or transcendence

=
e
—— e
i
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> e ;-

th — *UIgENCYAOISECUNILY
SEOVET:

SAUQIESSION

out / to come badly SCoreet

= -—--: Helevance

"-I——'_ -

‘Inward Emptine
-"::f: "h’ore” of love and pa
— = — “hole” of trust
= — “hole” of meaning

= G *(©19SESSIONICINEGONSUCEESS
— “hole” of God or transcendence o= 99, SHCCESS,

elftics, oY, S Wer...

Bureaucratic or Servant Leadership? 30



SAVOI:
e .-\nr VAGIRSECUNILY;

Meaning, love and 5fo)
spirituality are of high |
Importance for modern
health care providers!

sEreed

- . E -~

= — "Nuic ur Me.
— “hole” of God or transcendence

)

*(O1ISESSIONNOIRENONSIUCEESS)
clftiefs, mlonay, S Wor...
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-orientated
f fVe

C Managers have
__::_ T: t mlndEd these problems!
| ,tIimkmg win-lose Up ATy
— orms!

~ e fighting, bad compromise
® oppressing
® neglecting

= =
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’for recognition, applause,
gh centralization
or self-confidence

- Impressing behaviour
— fierce attack
==+ Poisonous snake
:_’—_,_; hatred, bitterness, arrogance
~—— ~ ~ striking from the dark
- -— _Intrigue, poison
- ~*  Spider

— beguiling, lovely
— biting when you do not expect it from it
— Intrigue, poison

Bureaucratic or Servant Leadership?



i

ote orial superior (sometimes also
ormal leaders)

-~ — Tendency to become snake or spider under
~ pressure

- ~Funny monkey
— Funny, amusing, nice
— Covering weakness, unapproachable

— Tendency to become dragon or cock under
pressure

Bureaucratic or Servant Leadership?
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/pology of Managers -

lccessfully overeomga’tpﬁe""

had habi

N 11 .
10)VVE

rite

.Q piding
iented to wards outside appearance
ower by virtues

L )
=

- defining reality

"

-t
=

=

-~ = sacrificing, loving, manipulating
— causing guilt feelings
— forcing gratefulness
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ypology of Managers
ccessfu,Lly overceﬁm'g' the""'

77
.A‘ .'I—.

If we want to have
effective and efficient
organizations, we

= | have to empower

b}'*":‘f"?F_Super-Ma . : \
- = sacrificing

- causing g

managers and
leaders!

$
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.:-4" e: How can we empower managers to
e real leaders, innovators, promotors and
yers in health care reforms’>

j;__traditional:
~ e worker = body
® manager = brain

— Dynaxity Zone I1l: not sufficient! Holistic!
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Body

Body

Relation

Spiriti Mind

Body




er Oﬁaﬂandmw

ip in Dynaxity 111
ires free space for creativity, innovation
\i personal growth
= qUIres teams
— —"Reqwres “new” leaders: SERVANT LEADERS
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, U rrJJL ction:
YW/iglell ~ Change
Saﬂ*:- t |.eadership

-"""'_-n.. —

= * Serving Clients
*’*’2 Servmg Personnel

_,..4_

)
4

=

= il

|
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0)h Clusin -

HENVOKE haschanged!
SNGliENtS claim) their rights!
,)a;;,) nel nas alternatives!

— \[ay udlseases new technologies,..
?.-é _eady and increasing change
_ = Complex system

’Dncertalnty

— = Consequences
— Bureaucratic leadership obsolete
— Required: Leader = servant
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SE vaﬁu‘.gg@ler-s«hiﬁ" —

~ Jér\/Jf}ﬁ

= Glients: ts: & new paradigm!

= RJ ‘Onnel a new leadership role!
= mmunlty beyond the walls ..
-i;—Future sustainable management

~
-—l-"'
v

"l|._"
—_ g
— e

i
e ==
- —
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Needs, Personality

. —
— Priorities -
— )

Legal and Economic Order. Demog-
raphy. Epidemiology

Conmpetition, Values and Objectives of
all Stakeholders

%
g %

% X RRX
OUTPUTS OUTCOME IMPACT
* O Ll I | Revp—"y « Security e Health of
Labgr I I put: Insur- Population
* Equipment = 1 9 EE Tt * Health :
* e Materials I = g g s I e R — . Soc1al_
* * e Information E',g ) = = e Security
* I = H s £ = I e Other in- * Political
= External *F actor £ =5 = T o8 T © oo Stability
A * Customers - = - I i
I o p « Growth,
* unintended Perturbation : A I|* uninenaea wealth, ...
T I o e e & B A aTa i e e e e e = = e

L~

4

*

*
*

L

/ Investment
*y
5y

Ll PRt
System Borders / Environment

l.“

Financ-

ing
Business Results
(Outputs — Ziele)
Business Future
(Functionality) s
Business Responsibility
(Outcomes, Impacts, Meaning) i




Needs, Personality

__——__—
[mmm——

—
Priorities .

<N
v
Legal and Economic Order, Demog- ‘ ” /

raphy. Epidemiq

We have to =
learn this!

ine
uts — 2=

Finess Future
Functionality)

Business Responsibility
(Outcomes, Impacts, Meaning)
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- —

Instruments: in the w
hand/placer

An Instrument can
do a lot of harm if
not handled
properly! LEARN
. IT!

/
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