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Preface

We are both very happy that this book has gone into seven editions. We feel
that the clear writing style and the practical emphasis of this text are its most
popular features. Many professors tell us that their students—many of whom
are already practicing supervisors—often keep Supervision as a handbook and
reference even after the class is over.

Another enduring feature of Supervision is its emphasis on productivity.
Since 1982, when the first edition was published, productivity has remained a
major concern of today’s managers and government leaders. Time, experience,
and research have all shown that the supervisor can have a significant impact
on an organization’s productivity. This edition builds on the previous edition’s
emphasis on total quality management (TQM), the Kaizen philosophy, and
other approaches directly related to productivity.

We have added new material in the seventh edition to address emerging
workplace issues such as workaholism, privacy, and the demands of career
management in the new economy. Of course, technology has impacted the role
of the supervisor as much as any other in the workplace. These changes are re-
flected in nearly every chapter.

As with earlier editions, we have stressed real-world applications seen
from the supervisor’s viewpoint by using numerous and varied examples
throughout the text and in the end-of-chapter materials. Each chapter begins
with a Supervision Dilemma, which is a realistic example related to the chapter
topic. The same example is revisited at the end of the chapter in the Solution to
the Supervision Dilemma. Also in keeping with the practical nature of this text,
we have several Supervision Illustrations in each chapter. These illustrations
contain real-life incidents or news stories that further shape the chapter focus.
Each chapter includes review questions, as well as several skill-building ques-
tions. In addition, a Skill-Building Applications section at the end of each chap-
ter contains two incidents and at least two experiential exercises.

Organization of the Seventh Edition

After a substantial reorganization of earlier editions, this edition is a refinement
of a proven successful text. We have continued to organize the materials based
on the skills necessary to successfully supervise. We feel that this is a very
practical and academically sound approach. This edition is arranged in five
major sections:

Section I: Foundations of Supervision

Section II: Planning and Organizing Skills

Section III: Staffing Skills

Section IV: Human Relations Skills

Section V: Controlling Skills
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PREFACE

Section I provides a foundation necessary to embark on the practice of su-
pervision. The topics covered span all supervisory jobs. Specific topics include
the supervisor’s job, decision making, communication, ethics and organiza-
tional politics, and managing your time.

Section II stresses the planning and organizing skills that today’s supervi-
sors must possess to be successful. Chapters are devoted to supervisory plan-
ning, organizing and delegating, understanding work groups, and improving
methods.

Section III emphasizes the important role that all supervisors play in the
staffing process. Obtaining and developing people, appraising performance,
equal employment, and unions are all explored in this section.

Section IV is devoted to exploring the multitude of human relations skills
that are necessary for successful supervision. Motivation, leadership, handling
conflict, dealing with change and stress, and counseling are all discussed at
length.

Section V discusses the different controlling approaches that are available
to help supervisors. Control concepts, quality, cost control, safety and accident
prevention, and discipline are presented in this section.

We have attempted to write this book considering the needs of teachers,
students, aspiring supervisors, and practicing supervisors. We have tried to
arrange the concepts and materials to appeal to each of these groups. Natu-
rally, we welcome any ideas and suggestions that might improve the book.

Acknowledgments

We are indebted to our families, friends, colleagues, and students for the assis-
tance we have received. Unfortunately, space limitations allow us to name only
a few. We give special thanks to the following reviewers, who provided many
helpful comments during the preparation of the seventh edition: Phyllis
Alderdice, Jefferson Community College; Dickson Alvarado, Maui Community
College; Lynda Clark, Maplewood Community College; Carolyn Hatton, Cincin-
nati State Technical and Community College; Anne Klein, Cambridge Commu-
nity College; Lewis Schlossinger, Community College of Aurora; Elsie Smalls,
Southern Wesleyan University; Miguel Tirado, California State University, Mon-
terey Bay; Milton G. Walker, Belhaven College; and John Zummo, York College.

Special thanks are extended to sponsoring editor Andy Winston, editorial
coordinator Sara Strand, and project manager Laura Griffin of McGraw-
Hill/Irwin. Sincere appreciation is extended to Charmelle Todd for her typing
and editing support.



SECTION I

Foundations of Supervision 1

CHAPTER 1 The Supervisor'sJob 2

CHAPTER 2 Making Sound and Creative Decisions 23
CHAPTER 3 Improving Your Communication Skills 46
CHAPTER 4 Ethics and Organization Politics 65
CHAPTER 5 Managing Your Time 82

SECTION II
Planning and Organizing Skills 101

CHAPTER 6 Supervisory Planning 102
CHAPTER 7 Organizing and Delegating 126
CHAPTER 8 Understanding Work Groups 147

CHAPTER 9 Productivity and Methods
Improvement 165

SECTION III
Staffing Skills 187

CHAPTER 10 Obtaining and Developing Employees 188
CHAPTER 11 Appraising Employee Performance 212

CHAPTER 12 Understanding Equal Employment
Opportunity 233

CHAPTER 13 Understanding Unions 256

Contents in Brief

SECTION IV
Human Relations Skills 275

CHAPTER 14 Motivating Today's Employee 276
CHAPTER 15 Leading Employees 295
CHAPTER 16 Handling Conflict ~ 314

CHAPTER 17 Coping with Change and Stress 329
CHAPTER 18 Counseling Employees 352

SECTION V
Controlling Skills 371

CHAPTER 19 Supervisory Control and Quality 372

CHAPTER 20 Improving Productivity through Cost
Control 397

CHAPTER 21 Safety and Accident Prevention 417
CHAPTER 22 Discipline and Grievance Handling 439

GLOSSARY 459

NAME INDEX 467
COMPANY INDEX 469
SUBJECT INDEX 471

vii




SECTION 1
Foundations of Supervision 1

CHAPTER1 The Supervisor’s Job 2

What Is Supervision? 3

Who Is a Supervisor? 4

Where Do Supervisors Come from? 5

The Functions of Supervision 5
Key Reasons for Supervisory Success 8

The Changing Nature of the Supervisor’s Environment
Changes in Information Availability 9

Changes in Outlook toward the Work Environment 10

Supervision: Key Link to Productivity 14
Skill-Building Applications 17

INcipENT 1-1: Promotion into Supervision 17

Incient 1-2: Not Enough Time to Supervise 17
Exercise 1-1: Understanding the Job of a Supervisor 18
Exercise 1-2: Required Attributes of a Supervisor 19
Exercise 1-3: The Supervisor's Personal Inventory 19
Exercise 1-4: Understanding Diversity 22

Selected Supervisory and Related Periodicals 22

CHAPTER2 Making Sound and Creative

Decisions 23

Decision Making versus Problem Solving 24
Recognition and Timeliness of the Decision ~ 25
Steps in the Decision-Making Process 26

Step 1: Be Alert to Indications and Symptoms of
Problems 26

Step 2: Tentatively Define the Problem 26

Step 3: Collect Facts and Redefine the Problem if
Necessary 27

Step 4: Identify Possible Alternatives 28

Step 5: Gather and Organize Facts Concerning Identified
Alternatives 28

Step 6: Evaluate Possible Alternatives 29

Contents

Step 7: Choose and Implement the Best Alternative 30
Step 8: The Follow-Up 30

Group Decision Making 30

Practical Traps to Avoid When Making Decisions 32
Trap 1: Making All Decisions BIG Decisions 32
Trap 2: Creating Crisis Situations 33
Trap 3: Failing to Consult with Others 33
Trap 4: Never Admitting a Mistake 33
Trap 5: Constantly Regretting Decisions 33
Trap 6: Failing to Utilize Precedents and Policies 33
Trap 7: Failing to Gather and Examine Available Data 34
Trap 8: Promising What Cannot Be Delivered 34
Trap 9: Delaying Decisions Too Long 34

Making Creative Decisions 34
The Creative Person 34
Improving Personal Creativity 35
Establishing and Maintaining a Creative Climate 35
Barriers to Organizational Creativity 37

9

Computer Technology 38

The Internet 38

Intranets 39
Skill-Building Applications 43
Incipent 2-1: A Second Chance? {3
Incient 2-2: Bad Times at Quality Shoe 43
EXercise 2-1: LostatSea 44

Exercise 2-2: Assessing Your Creativity 45

CHAPTER3 Improving Your Communication
Skills 46
What Is Communication? 47
Interpersonal Communication 47
Poor Listening Habits 48
Lack of Feedback 50
Differences in Perception 50
Misinterpretation of Words 51




X CONTENTS

Poor Example Set by the Supervisor 52

Lack of Interest by the Receiver 52
Improving Your Communication Skills 53

Oral Skills 53

Writing Skills 54

Nonverbal Communication 54
Communicating with Your Boss 55
Organizational Communication 55

Handling Meetings 56

Giving Instructions 57

Dealing with the Grapevine 58
Skill-Building Applications 61
Incient 3-1: “ITold You. . .” 61
Incient 3-2: Shutdown at Glover Manufacturing 61
Exercise 3-1: Meanings Are in People 62
Exercise 3-2: Perception Test 62
Exercise 3-3: Reading Comprehension 62
Exercise 3-4: Your Listening Ratio 63

Exercise 3-5: What's Your Communication Style 63

CHAPTER4 Ethics and Organization
Politics 65
Ethics in the Workplace 66
Codes of Ethics 67
Setting the Tone 68
Areas Requiring Ethical Conduct by Supervisors
Loyalty 69
Human Relations 70
Overt Personal Actions 70
Dealing with Dishonest Employees 70
Building a Supervisory Power Base 72
Organization Politics 73
How to Keep Your Boss Happy 73
Socializing with Other Members of the Organization
Skill-Building Applications 78
IncienT 4-1: Additional Expenses? 78
IncipenT 4-2: The Date: Jim's Perceptions 78
Exercise 4-1: Where Do You Stand? 79

Exercise 4-2: Evaluate Your Ethics 80

75

CHAPTERS5 Managing Your Time 82
Typical Time Wasters 83
Understanding Your Job 84
Analyzing Your Time 84
Planning Your Time 85
Optimizing Your Work Routine 87
Establishing Good Work Habits 88
Paperwork 88
E-mail and Communication Technology ~ 88
Meetings 91
Telephone and Fax 91
Visitors 92
Procrastination 92
Delegating Work 93

Managing Time through Alternative
Work Schedules 93

Flextime 93
Telecommuting 94
Condensed Workweek 95
Think Time 95
Skill-Building Applications 98
IncipenT 5-1: Not Enough Time 98
INcipEnT 5-2: AHecticDay 98
Exercise 5-1: Are You Using Your Time Effectively?
Exercise 5-2: Time Trap Identification 100

Exercise 5-3: Time Management Assumptions 100

SECTION II
Planning and Organizing Skills 101

CHAPTER6 Supervisory Planning 102
How the Organization Plans 103
The Supervisor and Strategic Planning 104
The Supervisor’s Role in Planning 105
The What and How of Supervisory Planning 105
Objectives versus Goals 107
Setting Objectives 107
Action Planning 109
Contingency Plans 110



Policies, Procedures, and Rules 111
Policies 111
Procedures 112
Rules 112
Common Supervisory Planning Activities ~ 112
Providing Information for High-Level Planning 113
Developing a Budget 113
Improvement Programs 113
Human Resource Needs 113
Production Planning 113
Management by Objectives (MBO) 116
Skill-Building Applications 122
INcieNT 6-1: A Plan for Productivity Improvement 122
INciDeENT 6-2: What Should I Do Next? 122
EXercise 6-1: Personal Objectives 123
Exercise 6-2: Identifying Personal Goals 123
Exercise 6-3: How Well Do You Know Company Policies?
Exercise 6-4: Word Associations 124
Exercist 6-5: Drawing a CPM Logic Network 125

CHAPTER 7 Organizing and Delegating
The Organization Structure 127
Organization Charts 127
Departmentation 127
Authority and the Supervisor 128
Line versus Staff Authority 129
Centralized versus Decentralized Authority 130
Power and the Supervisor 131
Responsibility and the Supervisor 131
Principles of Supervision Based on Authority 132
Parity Principle 132
Exception Principle 132
Unity of Command Principle 133
Scalar Principle 133
Span of Control Principle 133
Delegating Authority and Responsibility 134
How to Delegate 135
Why People Are Reluctant to Delegate 137

126

CONTENTS xi

Tasks That Can’t Be Delegated 139
Practical Tips for Effective Delegation 140
Skill-Building Applications 144
Incient 7-1: Where Do You Start? 144
INciDENT 7-2: Promotion Possible 144
Exercise 7-1: Minor Errors 144
Exercise 7-2: “In-Basket” 145
Exgrcise 7-3: Delegation Quizl 146
Exercise 7-4: Delegation QuizIl 146

CHAPTER8 Understanding Work Groups 147
Formal Work Groups 148
Quality Circles 150
Informal Work Groups 150
Characteristics of Informal Work Groups 152
Informal Work Group Leadership 154
Group Pressures on Individuals 155
Supervision and Informal Work Groups 156

Getting the Informal Work Group to Work with You instead of
against You 157

Skill-Building Applications 163
IncienT 8-1: Jokes on the Night Shift 163
INcipEnT 8-2: ANew Job 163

Exercise 8-1: Crash Project 164

Exercise 8-2: Characteristics of Effective Work Groups 164

CHAPTERY9 Productivity and Methods
Improvement 165

Kaizen Philosophy for Improvement 167
Methods Improvement and the Supervisor 168
Employee Fears 168
Establishing the Proper Climate 169
Benefits of Methods Improvement 170
Systematic Methods Improvement 171
Stage 1: Plan—Where and How to Make Improvements 172
Stage 2: Do—Try Out the Improvements 174
Stage 3: Check—Evaluate the Results 174
Stage 4: Act—Take Action and Fine-Tune 174
Time Study 177



xii CONTENTS

Skill-Building Applications 181
InciENT 9-1: Who Works Harder? 181
IncieNT 9-2: The Lines at Sam’s 181
Exercise 9-1: Improving Your Exam Performance 181
Exercise 9-2: Processing Customers 182
Exercise 9-3: Suggesting Improvements 182
Appendix 183
Flow-Process Chart 183
Layout Chart 184

SECTION III
Staffing Skills 187

CHAPTER 10 Obtaining and Developing
Employees 188
Recruiting Qualified Personnel 189
Job Analysis 189
Job Posting and Bidding 191
Advertising 191
Employment Agencies 191
Internship and Co-Op Programs 192
Employee Referrals 192
Selecting Personnel 193
Who Makes the Selection Decision? 193
The Selection Process 193

Legal Implications in Recruiting and Hiring New
Employees 201

Orienting the New Employee 202

Training Employees 204

Steps in Training Employees in Job Skills 206
Get the Trainee Ready to Learn 206

Break Down the Work into Components and Identify
the Key Points 206

Demonstrate the Proper Way the Work Is to Be Done 206
Let the Trainee Perform the Work 207
Put Trainees on Their Own Gradually 207

Skill-Building Applications 210

Incibent 10-1: Hiring a New Employee 210

Incient 10-2: Lake Avionics 210

Exercise 10-1: The Layoff 211

Exercise 10-2: OJT 211

CHAPTER 11 Appraising Employee
Performance 212
What Is Performance? 213
Job Descriptions and Job Specifications 215
Performance Appraisal Defined 216
Performance Appraisal Methods 217

Graphic Rating Scale 218

Essay Appraisals 218

Checklist 218

Forced-Choice Rating 220

Critical-Incident Appraisals 220

Work-Standards Approach 220

Ranking Methods 221

Management by Objectives (MBO) 222
Frequency of Performance Appraisals 222
Supervisor Biases in Performance Appraisals 223
Overcoming Biases in Performance Appraisals 223
Conducting Performance Appraisal Interviews 224

Preparing for Your Own Performance Appraisal
Interview 225

Handling the Poor Performer 226
Skill-Building Applications 230

INcipent 11-1: Lackadaisical Manager 230
Incient 11-2: The New Auditor 230

Exercise 11-1: Developing a Performance Appraisal
System 23

Exercise 11-2: Who Are Normal Employees? 232

CHAPTER 12 Understanding Equal Employment
Opportunity 233

What Are Protected Groups? 234
Effects of Discrimination 235
Antidiscrimination Laws That Affect Organizations 235
Title VII of the Civil Rights Act of 1964 235
Title VI 236
Equal Pay Act 236
Education Amendments Act 236
Age Discrimination in Employment Act 236
Affirmative Action 236
Veterans Readjustment Act 236
Rehabilitation Act of 1973 237



Americans with Disabilities Act (ADA) 237

Civil Rights Actof 1991 238

Other Antidiscrimination Legislation 239
Enforcement Agencies 241

Interpretation and Application of Title VII
and Affirmative Action 241

Title VII of the Civil Rights Act of 1964 241
History of Affirmative Action Programs 243

Effect of Antidiscrimination Laws on the Supervisor 244
Hiring Practices 244
Job Assignments 245
Performance Evaluation and Upward Mobility ~ 245
Disciplinary Action 246

A Positive Approach to Equal Employment Opportunity
and Affirmative Action 246

Preventing Sexual Harassment in the Workplace =~ 248
Other Areas of Employment Discrimination 248
Religion 249
Native Americans (Indians) 250
HIV-Positive 250
Sexual Orientation 251
Skill-Building Applications 254
IncioEnT 12-1: ThisIsa Man's Job 254
Incipent 12-2: Affirmative Action 254
Exercise 12-1: Affirmative Action Debate 255

Exercise 12-2: Legal Issues in Equal Employment
Opportunity 255

CHAPTER 13 Understanding Unions 256
Differing Philosophies of Unions and Management 257
Development of Labor Law 257
Structure of Labor Unions 260
Reasons for Joining Unions 262
Union Organization Drive 263
Collective Bargaining 263

Negotiation of the Contract 263

Administering the Contract 264
Supervisor’s Responsibility to the Employer and the Union 265
Supervisory Responsibilities and Unions 265

Working with the Steward 267

During Collective Bargaining 267

CONTENTS xiii

Administering the Contract 267
During a Strike 268
Skill-Building Applications 272
Incient 13-1: Working with Trudy 272
InceNT 13-2: Wildcat Strike 272
Exercise 13-1: What Have You Learned? 272
Exercise 13-2: Contract Negotiations 273

Exercise 13-3: How Do You Rate as a Business
Negotiator? 274

SECTION IV
Human Relations Skills 275

CHAPTER 14 Motivating Today’s
Employee 276
What Is Motivation? 277
Understanding People 278
Basic Motivation Theories 278
Traditional Theory 278
Need Hierarchy Theory 279
Achievement-Power-Affiliation Theory 282
Motivation-Maintenance Theory 283
Preference-Expectancy Theory 284
Reinforcement Theory 285
What Can the Supervisor Do? 286
Make the Work Interesting 286
Relate Rewards to Performance 287
Provide Valued Rewards 287
Treat Employees as Individuals 287
Encourage Participation and Cooperation 287
Provide Accurate and Timely Feedback 288
Job Satisfaction 288
Skill-Building Applications 293
INcipEnT 14-1: No Extra Effort 293
Incipent 14-2: The Secure Employee 293
Exercise 14-1: Money as a Motivator 294
Exereise 14-2: Motivation-Maintenance Theory 294

CHAPTER 15 Leading Employees 295
Power, Authority, and Leadership 296
Formal versus Informal Leaders 297



Xiv CONTENTS

Leadership Characteristics
Self-Confidence 298
Mental and Physical Endurance 298
Enthusiasm 298
Sense of Responsibility 298
Empathy and Good Human Relations 298

Basic Styles of Leadership 299
Supportive or Directive? 300

How Do the Different Styles of Leadership Relate?

Picking the Best Style 304
Fiedler's Contingency Approach 304

Leader Attitudes 305

Leadership and Morale 306

Implications for Today’s Supervisors

Skill-Building Applications 310

Incipent 15-1: Jealousy at the Bank 310

Incipent 15-2: Promises You Can't Keep 310

298

307

Exercise 15-1: Insubordination? 311
Exercise 15-2: Situational Approach to Leadership 311
Exercise 15-3: Test Your Leadership Style 311

CHAPTER16 Handling Conflict 314
What Is Conflict? 315

Positive and Negative Aspects of Conflict 316
Types of Conflict in Organizations 316

Intrapersonal Conflict 316

Interpersonal Conflict 319

Structural Conflict 320

Political Conflict ~ 321
Managing Conflict = 321
Skill-Building Applications 326
IncipEnT 16-1: Trouble in the Claims Department 326
Incipent 16-2: Ingram Manufacturing Company 326
Exercise 16-1: Conflict over Quality 327
Exercise 16-2: Secretarial Problems 327

CHAPTER17 Coping with Change and
Stress 329

Change and the Supervisor
Reactions to Change 331

330

301

Resistance to Change 332

Fear of the Unknown 332

Threat to Job or Income 333

Fear That Skills and Expertise Will Lose Value 333

Threats to Power 333

Inconvenience 334

Threats to Interpersonal Relations 334
Reducing Resistance to Change = 334

Build Trust 334

Discuss Upcoming Changes 335

Involve the Employees 335

Make Sure the Changes Are Reasonable 335

Avoid Threats 335

Follow a Sensible Time Schedule 337

Implement the Changes in the Most Logical Place 337

The Five WsandanH 337
Lewin’s Three-Step Model for Change
Managing Stress 338

Types of Job-Related Stress 338

Organizational Guidelines for Managing Stress 339

337

Personal Guidelines for Managing Stress 340

The Family and Medical Leave Act of 1993 341
Skill-Building Applications 345
Incipent 17-1: ANewBoss 345
Incipent 17-2: Getting Rid of Bart 345
Exercise 17-1: Preparing for Resistance to Change 346
Exercise 17-2: Truth and Misconceptions about Stress
Exircise 17-3: Measuring Your Level of Stress 347
Exercise 17-4: Life Events Causing Stress 349
Exercise 17-5: Are You a Workaholic? 351

CHAPTER 18 Counseling Employees
When and Why to Counsel 353
Counseling Techniques 354
Directive versus Nondirective Counseling 354
Steps in the Counseling Interview 354
Career Counseling 355
Supervising Troubled Employees

o«
352

356
How the Troubled Employee Affects the Organization
Help from the Organization 357

346

356



Detecting the Troubled Employee 358
Confronting the Troubled Employee 358
Aiding and Evaluating Recovery 360
Employee Assistance Programs 361
Legal and Union Demands 362
Problem Employees 363
Skill-Building Applications 367
Incipent 18-1: Changes in an Employee’s Behavior 367
IncipenT 18-2: Smoking in the Stockroom 367
Exercise 18-1: What Is the Problem? 368
Exercise 18-2: How Do You Rate as a Career Counselor?
Exercise 18-3: Who Is Right? 369

SECTION V
Controlling Skills 371

CHAPTER 19 Supervisory Control and
Quality 372
Steps in the Controlling Process 373
Establishing Performance Standards 373
Monitoring Performance 374
Taking Corrective Action 374
Tools for Supervisory Control 375
Budgets 375
Written Reports 376
Personal Observation 377
Electronic Monitors 377
Management by Objectives 377
Supervisory Control in Practice =~ 377
Quality and the Supervisor 378
Why Insist on Quality? 378
Who Is Responsible for Quality? 378
Quality Assurance 379
Total Quality Management 379
Other Quality Standards 381
Quality Guidelines 384
The Malcolm Baldrige National Quality Award 385
Types of Quality Control 385
Inventory Control 386
Just-in-Time Inventory Control ~ 387

aeQ
b8

CONTENTS XV

Skill-Building Applications 392

Incinent 19-1: The Assuming Supervisor 392

Incient 19-2: High-Quality Toys 392

Exercise 19-1: Controlling Production 393

Exercise 19-2: Assessing Quality 394

Appendix 395
Managing Inventories 395
Independent versus Dependent Demand Items 395
Inventory Considerations for Independent Demand Items 395

Managing Inventories for Dependent Demand Items 396

CHAPTER20 Improving Productivity through
Cost Control 397
The Supervisor’s Role in Cost Reduction and Control 398
Establishing the Proper Environment 398
Figuring Costs 399
Cost Budgets 400
Cost-Reduction Strategies 402
Cost-Reduction Resources 403
A Nine-Step Plan for Cost Reduction 405
Cost Areas That Frequently Cause Problems 406
Overtime 406
Absenteeism 407
Tardiness 409
Employee Theft 410
Materials Handling 411
Why Do Employees Sometimes Fear Cost Reduction? 411
Skill-Building Applications 415
Incient 20-1: A Recommendation for Cutting Costs 415
Incipent 20-2: Here We Go Again 415
Exercise 20-1: Preparing a Cost Report 415
Exercise 20-2: Cost Overruns 416

Exercise 20-3: Comparing Costs 416

CHAPTER21 Safety and Accident Prevention 417
The Supervisor’s Responsibility for Safety 418
The Cost of Accidents 419
The Causes of Accidents 421
Personal Acts 421
Physical Environment 422

Accident-Proneness 422



xvi CONTENTS

How to Measure Safety = 423
The Safety Program 424
Organizational Strategies for Promoting Safety 424
How the Supervisor Can Prevent Accidents 425
Violence in the Workplace 428
Occupational Safety and Health Act (OSHA) 429
The Supervisor and OSHA 431
Hazard Communications Standard 432
Skill-Building Applications ~ 437
INcipEnT 21-1: The Safety Inspection 137
INcient 21-2: No One Listens 177
[xercise 21-1: Potential Safety Problems 138
Exercise 21-2: National Safety 494

CHAPTER 22 Discipline and Grievance
Handling 139
A Positive Approach to Discipline 440

How Does the Supervisor Maintain Good
Discipline? 441

Applying the Discipline Procedure 441
Predisciplinary Recommendation 443
Administering Formal Discipline 444

Minimizing Grievances 447

Recommendations for Pregrievance Settlement 449

Handling the First Step of the Grievance Process 450

Handling Later Steps in the Grievance Process 452

Discipline in Nonunionized Organizations ~ 452

Skill-Building Applications 455

IncioenT 22-1: You're Fired! 455

Incient 22-2: Keys to the Drug Cabinet 455

Exercise 22-1: Mock Arbitration 456

Exercise 22-2: Discipline in a Nonunionized Business

GLOSSARY {59
NAME INDEX 167
COMPANY INDEX 169

SUBJECT INDEX 171



SECTION

Foundations of
Supervision

SECTION OUTLINE

The supervisor’s job

Making sound and creative decisions
Improving your communication skills
Ethics and organization politics

Managing your time




