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Preface

Welcome to supervision in the 21st century! Never before have supervisors faced
such exciting challenges or had the potential to earn such high salaries for meeting
challenges. Your career as a supervisor will be very dynamic, interesting, and both
personally and monetarily rewarding.

As with the second edition, this book prepares students to be supervisors and
is based on the premise that the supervisor’s job has never been more intricate
than it is today. Modern organizations need professional supervisors due to such
constantly changing variables as the nature of the workforce, the Internet and
computer technology, and competition and organizational direction. With such
constantly changing circumstances in mind, Supervision: Concepts and Skill Building
has been developed to help students learn how to be successful supervisors. This
new title reflects the commitment in this new edition to discuss important super-
vision concepts and to provide to students foundational skills to help apply these
concepts.

The continuing success of the first and second editions of this book reinforces
my personal philosophy about what constitutes a high-quality supervision text: A
worthwhile supervision text must contain important theoretical material but also
facilitate student learning and the instructional process. The following sections
explain the many new and updated elements of this edition that reflect this philos-
ophy even more so than in previous editions.

Overview of Text Development

The Foundation

The previous editions of this text provided a solid foundation for the third edition.
This third edition has evolved from careful and conscientious planning. For this
edition, a survey was mailed to instructors of supervision courses as well as super-
visors nationwide to gather information about what would be needed to develop
the highest-quality supervision learning package available in the marketplace. The
main themes generated from the results of this survey were summarized and pre-
sented to a focus group around the country for refinement and expansion. Super-
vision professors and practicing supervisors then acted as individual reviewers to
help fine-tune the book plan, and they were the final advisers before writing
began. As a special new component for this edition, we involved a web services
company early in the revision process to plan how to best design and integrate
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B ricure A
Supervision: The Professional Team
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Internet ancillaries. An illustration depicting the focus of various professionals
during the development of this text is presented in Figure A.

The Third Edition

Supervision: Concepts and Skill Building is divided into five main parts: “What Is a
Supervisor?” “Modern Supervision Challenges,” “Functions of the Supervisor,”
“Skills of the Supervisor,” and “Supervision and Human Resources.” The follow-
ing sections describe the parts and chapters of the third edition while pinpointing
new text features and relevant reviewer comments.

Part One, “What Is a Supervisor?” consists of the first chapter, “The Role of
the Supervisor.” Chapter 1 is aimed at providing the student with a thorough in-
troduction to supervision before embarking on a more detailed study of the super-
vision process. Reviewer highlight: There seems to be a purpose, like an appetizer before
a meal, not to get you “stuffed,” but rather to entice you for what is to come.

Part Two, “Modern Supervision Challenges,” covers areas in which supervisors
will have to meet important contemporary organizational challenges. Chapter 2,
“Ensuring High Quality,” Chapter 3, “Working with Teams,” and Chapter 4,
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“Meeting High Ethical Standards,” discuss the supervisor’s critical role in the orga-
nizational quest for building quality into all phases of operations, the characteristics
and types of groups and teams and their importance in supervision, and the relation-
ship between ethics and supervision. Chapter 5, “Using Modern Technology,” gives
students an understanding of important technological advances in supervision and
an appreciation of how these advances might affect the supervision process. New
important material has been added to this chapter reflecting recent Internet devel-
opments and how they relate to supervision. Chapter 6, “Managing Diversity,” is an
important new chapter in this edition that focuses on how diversity can affect the
supervision process. Major topics include defining diversity, prejudice, stereotypes,
sexism, and ageism. A new boxed feature in each chapter called “Supervision and
Diversity” (explained more fully on page x) ensures that this diversity theme is car-
ried throughout the book. Major supervisory challenges are presented carly in the
text so that students can focus on them at the beginning of the course and reflect on
them as they read the rest of the book. Reviewer highlight: I really like that the chapter
on ethics is featured near the front of the book, rather than near the end as it seems to be in
#most other books.

Part Three, “Functions of the Supervisor,” comprises four chapters. Chapter
7, “Reaching Goals and Objectives,” is a combination of the planning and control
functions of a supervisor. Chapter 8, “Organizing and Authority,” focuses on or-
ganizing and delegating. Chapter 9, “The Supervisor as Leader,” and Chapter 10,
“Problem Solving and Decision Making,” give students insights about how super-
visors relate to people as leaders, the kinds of problems and decisions that supervi-
sors face, and possible steps for solving the problems and making the decisions.
Reviewer highlight: Chapter 10 is well organized and very comprebensive, discussing
many more things than I am used to seeing in an introductory management textbook on
this subject. There is a wonderful flow starting with the basics and branching off to special
tools that are available.

Part Four, “Skills of the Supervisor,” discusses important abilities that super-
visors must have to be successful. These abilities include communication (Chapter
11), motivating employees (Chapter 12), improving productivity (Chapter 13), su-
pervising “problem” employees (Chapter 14), managing time and stress (Chapter
15), and managing conflict and change (Chapter 16). These chapters focus on how
supervisors can share information in organizations, motivate workers, attend to
special-needs workers and how to deal with various problems this might present,
understand what stress is and how it relates to supervision, and become familiar
with conflict and change and use them to enhance supervisory success. The mate-
rial in this part stresses the practical aspects of the skills presented in the chapters
and emphasizes helping students to actually build these skills. Reviewer highlight:
Chapter 15 is the first text I've seen that mentions the important point that a supervisor’s
own bebavior can be a source of stress for employees.

The text concludes with Part Five, “Supervision and Human Resources.”
Chapter 17, “Selecting Employees,” focuses on the process of choosing the right
person to fill an open position and the sources, methods, and legal issues that must
be considered. Chapter 18, “Providing Orientation and Training,” discusses the
process of orienting new employees, developing skills in employees, and evaluat-
ing training methods. Chapter 19, “Appraising Performance,” discusses the im-
portance of a systematic performance appraisal and provides several appraisal
methods, while Chapter 20, “The Impact of the Law,” emphasizes supervision and
health and safety in the workplace along with a discussion of the role of unions.
Reviewer bighlight: Chapter 17 is one of the best chapters in this book.
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PREFACE

Overview of Text Learning System

The pedagogy for each chapter of this text has been designed to make the study
of supervision interesting, enjoyable, effective, and efficient. Special pedagogical
improvements in this edition described in the following sections are particularly
exciting.

New to Thiv Fdition

The Supervisor and the Internet New to this edition, each chapter contains this
boxed feature, which illustrates how the supervisor and the Internet can intertace.
Each box emphasizes a modern supervision issue relevant to chapter content and
discusses a related practical Internet application. For example, Chapter 1 describes
how Sharon Mitzman took advantage of the Internet to create online marketing
and ordering for her company, Forget Me Knot Gift Baskets.

Supervision and Diversity New to this edition, each chapter contains this boxed
feature, which illustrates an important diversity issue related to chapter content
and emphasizes how modern supervisors can deal with the issue. For example,
Chapter 17 describes the challenge that many expectant mothers face when inter-
viewing for a new job and the laws that prevent against such discrimination.

Key Features

Chapter Quotations The quotes that begin each chapter are drawn from busi-
ness experts, historical figures, and company policies. They are specifically chosen
to help frame the topics presented in the chapters, and the identities and affilia-
tions of those quoted are provided. Each chapter has a new quote in this edition.
The quote that opens Chapter 3 (on teamwork) reads as follows:

“Teamwork means focusing on the team’s success, realizing that ultimately the team’s
success is your success. It also means that you succeed by helping other members of
the team to succeed.”—from Intuit’s list of 10 core values

Chapter Outlines The Chapter Outlines provided at the beginning of each
chapter are tools that students can use to preview the chapter and review the ma-
terial prior to testing. These outlines can also be used to help students understand
the relationship of certain topics to other chapter topics.

Learning Objectives 'The key points of the chapter’s content form the basis for
the Learning Objectives. This list of Learning Objectives serves as a guide for
studying the material and also as a means of organizing the material both in the
Summary at the end of the chapter and in the Instructor’s Manual.

Opening Vignettes 'The chapter opening vignettes are episodes primarily
about actual supervisors on the job, and all are new to this edition. For example,
Chapter 10 opens with a story about the supervisors at Hallmark Cards who
have tried to find ways to encourage creative thinking among their staff by
changing the office environment.
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Margin Definitions Key terms are defined in the margins. Students can use
these definitions to test their understanding of the terms and to find the places
where important concepts are discussed.

Tips from the Firing Line In each chapter, this boxed feature highlights practi-
cal guidelines that can help students be successful supervisors. Many of these §
boxes have been updated in the third edition to provide more current examples of
real-world situations. For example, the “Tips from the Firing Line” box in Chap-
ter 16 discusses appropriate strategies for supervisors to use when reacting to em-
ployees shouting at them in a conflict situation.

Meeting the Challenge In each chapter, this boxed feature addresses current
challenges faced by supervisors as they conduct their work each day and sets forth
an example of someone who has managed challenge well. Again, many of these
boxes have been updated to give the students the most current information avail-
able. For instance, in Chapter 6, we learn about the physically disabled guest rela-
tions team at Red Lobster restaurants and the steps this department has taken to
allow these workers to perform to full capacity by using special software and the
ability to telecommute for their jobs.

Summary Learning Objectives are recapped at the end of each chapter in
brief summaries of the chapter concepts for each Learning Objective. This
unique format allows students to review what they’ve learned from each learn-
ing objective.

Figures and Tables llustrations and tables are used extensively to clarify and re-
inforce text concepts.

Key Terms Each chapter includes a list of Key Terms at the end of the chapter.
Reading this list can help students review by testing their comprehension of the
terms. The page number where a term is first defined is also included in the Glos-
sary at the end of the book. These terms also are highlighted throughout the book
as margin definitions.

Review and Discussion Questions These questions test understanding of the
chapter concepts. These questions can be used independently by students or by
instructors as a method of reviewing the chapters.

A Second Look This is a special feature of the Review and Discussion Ques-
tions that returns to the scenario presented in the chapter-opening vignette. A
Second Look asks students to respond to questions by applying the chapter’s
concepts to that opening scenario. For instance, Does the creativity described at
Hallmark Cards and Joe Designer mean letting employees do whatever they
want? How can you apply some of the techniques described in the opening story?

Skills Module As discussed earlier, a new commitment of this edition is to fur~
ther emphasize student skills in applying supervision concepts. New to this edi-
tion and consistent with this skills focus is the Skills Module at the end of each
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chapter. Each Skills Module contains a number of elements that instructors can
use as a formal part of a course to develop students’ application abilities. Students
can also use the elements independently. The elements are:

Cases. 'The concluding pages of each chapter contain a short case that fur-
ther applies the chapter’s concepts to various supervision situations. Ques-
tions following each case provoke students’ thinking and help them to synthe-
size ideas. This feature also can be used independently by students or
instructors for course assignments or classroom discussion. For instance, in
Chapter 12, the case describes how the introduction of a new incentive plan
for the employees helped to improve the sales of Billy Ross’s RV dealership,
Super 1, near Atlanta.

Exercises. 'There are two types of exercises at the end of chapters. Class Exer-
cise sections suggest activities to be done during class sessions. Team-Building
Exercises provide recommendations for group activities. At the end of each
part, Video Exercises summarize the videos that correspond to each part of the
book and ask the student to apply concepts by answering brief questions.

Self-Quizzes. Each chapter contains short, engaging, self-assessment
quizzes, which help students to see the kinds of supervisors they can be. For
instance, Chapter 5 includes a test to determine what kind of technology-use
policy you will need in your next supervisory position.

Glossary "Terms and definitions are gathered from each chapter and provided at
the end of the book in the Glossary, which provides ready reference for students
and instructors. To encourage student review, the text pages where the terms are
first defined and discussed are included.

f,‘)l }\_.:_,:‘;;»(g ARTErT { ia/: i N H 5?/!:’41/!/7 f Cifd )',"!‘l.r’(;i fa't?;»/:'

A series of vidcos has been developed especially for Supervision to help engage stu-
dents in the learning process and show actual supervisors at work. These tapes
have been carefully planned and scripted to illustrate key areas in the text.

Video 1: The Role of the Supervisor LaVan Hawkins is a highly successful man-
ager, entrepreneur, and founder of Urban City foods. This video illustrates his
rise to success and the supervision skills he uses with his employees and customers.

Video 2: Modern Supervision Challenges Southwest Airlines is the only com-
pany ever to win the coveted Triple Crown from the Department of Transporta-
tion for best on-time performance, best baggage-handling record, and fewest cus-
tomer complaints. You will see in this video program how Southwest Airlines’ use
of teamwork has helped them win the distinction of being one of the 10 best com-
panies to work for in the United States.

Video 3: Functions of the Supervisor In this video program, you will see how ef-
fective leadership at every level of the organization was instrumental in orchestrat-
ing Marshall Industries’ phenomenal restructuring and turnaround. You will meet
Gordon Marshall, the company’s founder; Robert Rodin, president; Mike Lelo,
warchouse manager; and Humberto Hernandes, kitting assembler.
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Video 4: Skills of the Supervisor This video introduces some commonsense
rules for successfully negotiating employment interviews, business meals, the work
environment, and business meetings.

Video S: Supervision and Human Resources Classroom and on-the-job training
are two of the most common methods of training. Karen Lohss, professional
trainer at LaMarsch & Associates, will demonstrate how she applies both tech-
niques when training visually impaired supervisors.

All of the videotapes are available free to each school using Supervision: Con-
cepts and Skill Building.

AAncillaries

One of my objectives is to provide the best teaching package available. I hope you
have seen evidence of this in the description of the text and video series. But there is
morc—additional instructional materials are available to further enrich the supervi-
sion learning experience. A description of each ancillary and its highlights follows.

Supervision Internet Study Guide 'The Supervision Internet Study Guide is the
first of its type to accompany a supervision text, and it represents a valuable and
progressive new thrust in supervision education. The primary objective of creat-
ing the Supervision Internet Study Guide was to provide a more impactive learning
instrument than a traditionally printed study guide. In addition, since the Supervi-
sion Internet Study Guide is available free for student use, it helps students to con-
trol the accelerating costs of supervision learning materials.

As its name suggests, the Supervision Internet Study Guide is an assortment
of Internet-based learning activities that you can use to enhance the quality of
your supervision education. Basically, the study guide contains a number of
true/false, multiple-choice, and short-answer essay questions that students can
use to test their understanding of a chapter after it is studied. After students re-
spond to a question, they can get immediate access to the correct answer to the
question by following simple directions. Through this process, students can as-
sess their understanding of chapter content and improve this understanding as
their answers are evaluated. The Supervision Internet Study Guide will evolve
over time to include other types of learning activities useful for supervision
students.

The Supervision Interner Study Guide is not in this book or in any bookstore;
instead, it is on the Internet. The material that you are now reading is meant only
as an introduction to the Supervision Internet Study Guide. The Supervision Internet
Study Guide assumes that you know how to access and search for locations on the
Internet. The web site address of the Supervision Internet Study Guide is linked to
the author of this text, Professor Samuel C. Certo: http://www.samcerto.com.

Once you have arrived at this address, you will get simple instructions about
how to use the study guide. You can use the Supervision Internet Study Guide as a
formal part of your study indicated by your instructor or as an informal part of
your study to enhance your understanding of the concepts in this book.

In the Supervision Internet Study Guide, students are provided an e-mail feed-
back form that will go to the author of this text. Professor Certo always welcomes
comments and suggestions for improvement from students and professors who
use his learning materials.
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Test Bank and Computerized Test Bank We all know the importance of a high-
quality Test Bank in teaching. The development of such a Test Bank to accompany
the third edition of Supervision was of the utmost importance. The Test Bank in-
cludes more than 2,000 questions and is available both in printed form and in
computerized format. Each chapter includes multiple-choice questions with
miniature cases to allow application of the principles, true/false questions, short
essay questions, and matching questions. Additionally, a prepared quiz is provided
for each chapter and can be duplicated or used as a transparency. Each question in
the Test Bank includes the answer, the corresponding text page where the answer
can be found, and the rationale for the answer. All questions are graded by level of
difficulty and are organized according to the text learning objectives for consis-
tency with the entire teaching package.

Questions that students can access in the Supervision Internet Study Guide ap-
pear in a separate section at the end of the Test Bank. Instructors can encourage
students to use the Supervision Internet Study Guide by informing students that
some questions from the Internet will be included on exams. Sylvia Ong of
Paradise Valley Community College is the author of the Test Bank.

Instructor’s Manual Each chapter of the Instructor’s Manual is organized accord-
ing to the text learning objectives. Part [ provides a quick summary for each chap-
ter. Part II, “Teaching the Concepts by Learning Objectives,” includes the fol-
lowing for each learning objective:

1. Key terms and their definitions from the text.

2. Teaching notes. These notes describe the focus of the text section where the
learning objective is discussed and point out areas where the student might
become confused. Suggestions for clarifying the material are provided.

3. Fresh examples not used in the text are provided and are frequently supported
by supplementary transparencies or handouts.

4. A new exercise also is provided, and details on using the exercise and the an-
ticipated results are included.

Part III, “Notes on the Boxed Features,” provides a synopsis of the “Meeting
the Challenge,” “Tips from the Firing Line,” “Supervision and Diversity,” and
“The Supervisor and the Internet” boxes. Some teaching tips are also included on
how to utilize these materials in your lectures.

Part IV, “Answers to Review and Discussion Questions,” provides the answers
or suggested answers for each question.

Part V provides answers and solutions to the end-of-chapter exercises and
cases, including the Self-Quizzes, Team-Building Exercises, and Skills Modules.

Throughout the Instructor’s Manual, each transparency is referenced in the
chapter next to the area of possible use and highlighted in the margin.

Dr. Amit Shah of Frostburg State University is the author of the Instructor’s
Manual.

Transparency Masters We are all familiar with the need for supplemental over-
heads of exhibits not in the text that are clear, legible, and useful even in large
classrooms. As a result, we designed a transparency package to meet those criteria.
The package includes all figures and tables from the text, adjusted for use as trans-
parencies to maximize readability. All transparencies include teaching notes that
describe the transparency and outline the key points for the student to notice.
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Experience indicates that the highest-quality supervision courses expose stu- §
dents to appropriate concepts, give students an opportunity to apply these con-
cepts to solve problems, and provide an opportunity for students to learn from £
their experiences. :

The teaching package for the third edition of Supervision has been designed to
allow flexibility in emphasizing any or all of these components in your supervision [
course. I sincerely wish you well in building your course around Supervision: Con- g
cepts and Skill Building. Have a great class!
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