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The world of management has changed and so has how it is taught. Increasing numbers of students want
more than just an understanding of the concepts of management. They also want skills they can use in their
everyday life af work. It's not enough to learn about management; they want to learn how to BE managers.
This is why | wrote this book.

INTEGRATION

Based on my experience teaching the management course for over twenty years, |
developed course materials that develop students into managers. As the title of this
book implies, it involves a balanced, three-pronged approach to the curriculum:

* q dear understanding of management concepts;
* the application of management concepts for critical thinking in the real world; and
* the development of management skills.

[ wrote this text and its supporting ancillary package to support these three distinct
but integrated parts. This text follows a management functions approach covering all
the traditional concepts and current topics. The applications develop students’ criti-
cal-thinking skills as they require them to apply specific concepts to their own work
experience (part time, summer, or full time), to short situations, and to cases. In ad-
dition, this text meets the challenge of the AACSB and SCANS call for skills de-
velopment. Since | wrote almost every exercise and application in the package, the
material is completely integrated to create a seamless experience in the classroom.

FLEXIBILITY

Because these three key elements of concepts, applications, and skills are integrated
throughout the chapters, you won’t find them in broad general sections. However,
they are identified clearly and are delineated in some detail for your reference in
this preface. Recognizing the diverse needs of students and faculty, they can be
used flexibly to fit any classroom. Instructors can create their course by using only
features that fit with their objectives.
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Concepts

This text covers all key management topics and concepts. It is comprehensive in scope as shown by the detailed learning objectives at
the front of each chapter. Each objective is reinforced and identified throughout the chapter. Key terms are placed in the margin fo

emphasize the vocabulary of management for students.

FEWER CHAPTERS/SYSTEMS INTEGRATION

Businesses today no longer operate in traditional departments isolated by function. To understand

management, students must understand the interrelationships of the various business functions. My
text is written from this perspective. The business is shown as a system; managers work within a sys-
tem of relationships. I focus on viewing the organization as a whole and the interrelationship of its

493
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to customers, which requires damage control and warranty cost. This is partic-
ularly problematic with services, such as manicures and haircuts and auto re-
pairs, which are delivered as they are produced. The best solution is to prevent
poor quality from ever happening in the first place. Doing so creates a win-win
situation by minimizing warranty cost and maximizing customer satisfaction.

Functional Area/Department Control Systems

Although in most organizations the only functional area that actually trans-

forms the inputs into the outputs of goods and services (which are called prod-

ucts) that are sold to customers is the operations department, all functional de-

partments use the systems process. Figure 15-2 illustrates how this is done; it Figure 15-2
Systems Processes for Functional

Systems Process

e i

2 Operations Department Systems Process

Marketing Department Systems Process

Human Resources Department Systems Process

Finance Department Systems Process

Information (MIS) Department Systems Process

New Product Development Systems Process

parts. The text empha-
sizes systems in four ways:
the interrelationship of
management functions,
the interrelationship of
the functional areas/
departments, systems
thinking versus reduc-
tionist thinking, and use
of traditional systems
theory.

As a result, rather than
having 20-24 chapters,
my text has 17 chapters
because of fusing topics
to better correlate with
business today. Figures
scattered throughout the
text reinforce the inte-
grated learnings through
visual appeal. The result
is a leaner, more realistic

book.



CURRENT
MANAGEMENT ISSUES

Because this text takes an integrated
approach to the subject of manage-
ment, it is not cluttered with extrane-
ous boxes. Instead, current topics as
described by the AACSB such as glob-
alization, diversity, ethics and social re-
sponsibility, quality and TQM, produc-
tivity, participative management and
teams, and small business are covered
throughout the chapters. In particular,
each chapter ends with a Current
Management Issues section that dis-
cusses many of these topics, including
future trends. Students are shown the
relationship between traditional man-
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tions and it could have ended in an argument. The cans were straight. The em-
ployee was not praised for the slow work pace. However, if the praise had not
worked, the manager should have used another reinforcement method.””

In the opening case, Donna should give Susan praise for increasing perfor-
mance to encourage her to continue this behavior. Praise is an effective positive
reinforcement when used with a variable interval schedule.

PUTTING THE MOTIVATION THEORIES
TOGETHER WITHIN THE MOTIVATION
PROCESS

Motivation is important because it helps to explain why employees behave the
way they do. At this point, you may be wandering: How do these theories fit to-
gether! Is one the best? Should I try to pick the correct theory for a given situ-
ation? The groups of theories are complementary; each group of theories refers
to a different stage in the motivation process. Each group of theories answers a
different question. Content motivation theories answer the question; What
needs do employees have that should be met on the job? Process motivation
theories answer the question; How do employees choose behavior to fulfill their
needs? Reinforcement theory answers the question; What can managers do to
get employees to behave in ways that meet the organizational objectives?

In the first section of this chapter you found that the motivation process
went from need to motive to behavior to consequence to satisfaction or dissat-
isfaction. Now let’s make the motivation process a little more complex by in-
corporating the motivation theories, or answers to the preceding questions, into
the process. See Figure 11-6 for an illustration. Note that Step 4 loops back to
Step 3 because, according to reinforcement theory, behavior is learned through
consequences. Step 4 does not loop back to Steps 1 or 2 because reinforcement
theory is not concerned with needs, motives, or satisfaction; it focuses on get-
ting empl to behave in pred: d ways, through pro-
vided by managers. Also note that Step 5 loops back to Step 1 because meeting
needs is ongoing; meeting our needs is a never-ending process. Finally, be aware
thar, ding to theory, Step 5, ord is not
on one continuum but on two separate continuums (satisfied to not sarisfied or
dissatisfied to not dissatisfied), based on the level of need being met (motivator
or maintenance).

CURRENT MANAGEMENT ISSUES

\
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Organizational reward systems (pay, benefits, and so on, Chapter 9) must be de-
signed to motivate employees. A reward system is effective if it attracts new peo-
b e ot h adl

agement topics and
current management
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issues today. (eTmp—ry
have (organizations, including General Foods and Texas Instruments, offer the Figure 11-6
opportunity to increase skills to attain raises); a variety of bonuses (cash, gifts, [The Modivation Process with the
trips, etc.) for for p P g programs (at Morivation Theories

Lincoln Electric, employees in recent years have received approximately their
annual wages and double in profit-sharing payouts alone).

Diversity. Within the United States, we have a diversified work force; what
motivates one person may not motivate another. For example, men tend to
place more importance on having a lot of autonomy in their jobs, whereas
women place more importance on convenient work hours, good interpersonal
relations, and the opportunity to learn.** However, there are always exceptions;
don't over generalize. The needs of a student working part time, a single parent
working full time, a person who is not married working full time, and a retired
person working part time will tend to be differen.

Globalization. When you expand the business to other countries, the di-
versity continues to increase in complexity. The motivation theories you have
studied were developed largely in America. As organizations become global,
managers must be aware of the cultural limitation to theory generalizations. In
1980 it was recognized that motivational concerns vary globally.” A survey re-
vealed distinct differences among U.S. salespeople and Japanese and Korean
salespeople, but not between salespeople in the two Asian countries.” An ex-
ample from NAFTA countries includes a U.S. firm in Mexico that gave work-
ers a raise to motivate them to work more hours. The raise actually motivated
the employees to work less hours because they could now make enough money
to live and enjoy life (one of their primary values) in less time, so why should
they work more hours? In Sweden there is a very high tax rate on overtime pay
that makes it very difficult to motivate employees to work more hours based on
money.

Intrinsic motivation of higher-level needs tends to be more relevant to de-
veloped countries than to Third World countries in which most people are on
a lower level of hierarchy of need than those in developed countries. The term
self-actualization is not translatable in the Chinese language. Even in developed
countries, the level of needs focus varies. In the United States, people tend to
be motivated by higher-level needs of self-actualization (do your own thing)
and esteem; in Greece and Japan security is more important, while in Sweden,
Norway, and Denmark, people are more concerned with social needs.
McClelland'’s acquired need for achievement is more predominant in the
United States. Achievement is difficult to translate into most other languages.
Therefore, acquired achievement need has limited use outside of the United
States and Canada unless managers are willing to train employees to acquire the
need for achievement.

One major cultural difference is in the focus on individualistic versus group
approaches to business. Individualistic societies (the United States, Canada,
Great Britain, Australia) rend to value self-accomplishment. Collective soci-
eties (Japan, Mexico, Singapore, Vene:uela, Pakistan) tend to value group ac-
complishment and loyalty." Cultural differences suggest that self-actualization,
achievement, and esteem needs tend to be met from group membership in Japan
and from individualism in the United States.

Expectancy theory holds up fairly well, cross-culturally, because it is flexi-
ble. It allows for the possibility that there may be differences in expectations

8. Explain the major difference
between the Japanese and U.S.
approach to motivating
employees.
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ticy and TQM. To he successful in husiness requires continually in-
" .

creasing quality
from a few m

up with creative ideas that become Innovarions. TQM encourages the use of the
decision-making model and math techniques such as staristical process controls
with TQM should take a systems effect approach. In other
words, a decision should not be made in isolation. Cansider haw the decision
being made will affect other ares

Decisions made

Producti

test, andlor the stakeholders'
cisions. When evaluating a

ity As employees d
outpurs, froductiviy increases. Generally, when poor decisions are made, probe
lems are not climinated and opportunities are not taken advantage of
Thetefore, poor decisions lead to lower levels of productivity,

Ethics and Social Responsibiity. Ethics (Chapter 2) should be at the
heart of dectsions and human relations (Chaprer 3). The golden rule, four-way
approach to ethics may be used when making de-
ematives, individuals o groups should consider
how they affect stakcholders. In the area of social responsibility, important deci-
sions must be made about the level of commitment and which specific actions
the company will take. Coca-Cola believes that it should give back to the com-
munities that have been so good to the company wherever it does business, To
this end, it made the decision to establish the Coca-Cola Foundation with the
mission of fostering and promoting a favorable environment for business growth

plan changes in all necessary areas

elop creative ways to transform inputs into

BEND OF CHAPTER MATERIAL

REINFORCEMENT OF CONCEPTS

Each chapter ends with a Chapter Summary and
Glossary. The summary reinforces every Learning
Objective. The unique glossary aspect of the
summary enables the readers to choose the key terms
themselves, making it an active glossary. In addi-

by supporting education

Small Business. |t
are more mportant 1
panics, like Coca-
New Coke, it co
profitable durin

sion to open ¢
tors forced

CHAPTER SL
The chapter summary is organized to answer
learning objectives for Chapte
1. Explain the relationship among objec
problem-solving, and decision-making.
The three terms are interrelated as follows. Manag:
responsible for setting and achieving organi
jectives, When managers do not meet object
lem results. When a problem exists, decisions m
made about what, if any, action must be taken.
2. Explain the relationship among the ma
ment functions, decision-making, and prol
solving.

n

and nonprogrammed decisions and among the
conditions of certainty, uncertainty, and risk.
The difference between programmed and nonpro-
grammed decisions Is in the recurrence, routine, and sig-
nificance of the decision to be made. Nonprogrammed
decisions include nonrecurring, nonroutine, significant
decisions. Recurring, routine, and nonsignificant deci-
sions are programmed decisions

The difference in decision-making conditions is
based on the degree of certainty of the outcome of the
decision. With certamty you know the outcome of alter-
natives, with risk you can assign probabilities to the out-
comes, and with uncertainty you do not know the out-
comes of alternatives.

6. Describe when to use the decision-making
model versus the bounded rationality model and
group versus individual decision-making.

Use the decision-making model with group decision-

making when a nonprogrammed decision with high risk
or uncertainty exists. Use the bounded rationality model
with an individual deciston when a programmed decision
with low risk or certainty exists. However, this is a gen

eral guide; there may be exceptions 1o the rule.

6. State the difference between an objective and

“must” and “want” criteria.
An objective is the end result you want from making the
decision. The “must” criteria are the requirements that
mative must meet to be selecred as the decision.
The "want” criteria are desirable but are not necessary for
the altermative to be selected as the decision.

7. State the difference between creativity and
innovation,

Creativity s a way of thinking thar generates new ideas.
Innovatian is the implementation of new ideas for prod.
ucts and processes.

8. List and explain the three stages in the cre-
cess,

are: (1) preparation; familiarity with the
problem; (2) mcubation and illumination; incubation 1
taking a break from the problem and lllumination s the
point at which one gets the idea for the solution; (3)
evaluation; making sure the idea will work before it be-
comes an tnnovarion.

9. Describo the difference among quantitative,
the Kepner-Tregoe, and cost-benefit analysis tech-
niques for analyzing and selecting an alternative.
Quantitative and Kepner-Tregoe are management sci-
ence approaches; cost-benefit is not. Quantitative meth-
ods use math subjectively to select the alternative with

Chopler 4+ reaive Problm-Sohing od Docsion ekiog Skds ™~

the highest value. Kepner-Tregoe uses objective math,
with some subjectivity in selecting and weighting crite-
1, 10 select the altemative with the highest value. Cost-
henefit analysis ts primarily based on subjective anal
with some math, but altematives do not have
number value to compare.
10. Define the following key terms (in order of ap-
pearance in the chapter):
Select one or more methods: (1) All in the mising key
terms from memory, (2) match the key terms from the
end of the review with their definitions below, or (3)
copy the key terms in order from the list at the beginning
of the chapter
A

exists whenever objectives are not being
mer
is the process of taking corrective ac-
tion in onder to meet objectives,
s the process of selecting an altemative
that will solve a problem.
steps include classifying and (1)
didinice T pIORIERTR oppoesinlty, 121 ¥tnglobie
tives and eriteria, (3) generating alteratives, (4) anal
ing altematives and selecting the most feasible, (5) plan-
ning and implementing the decision, and (6) controlling
Wich urring or routine situations
the decision-maker should use decision rules or o
tional policies and procedures to make the decision.
ith , significant and nonrecurring
nonroutine situations, the decision-maker should use che
decision-making model
The three
and uncertainty
are the suandards thar an alternative must
selected as the decision that will accomplish
e

course uv' acti

niza

include certainty, risk,

n
s the implementation of a new idea.
is a way of thinking that generates new

deas,
three stages in the are (1) prepara-
tion, (2) tncubation and Nliumination, and (3) evalu

tion, at least ten Review and
Discussion Questions that sup-
port and reinforce the key con-
ceptual learnings appear in the
chapter.

tion.
With the
cus on defending the sol ™
up with criticisms of w! Tt v+ Pling Sk
ternatives withour X
— KEY TERMS
atitg alvecnativ
ating alternative P il ilen
agreement on a e g
s ons
| — dovirs advocate problem:salving
criteria 1anovation programmed docision

WEST BANK ASSESSMENT

OF CONCEPTS

Over half of the questions in the test bank (print
and electronic) assess student knowledge of the

managerial concepts taught in the text.

: Impomnant Expin
2. Whyis it

1. Are problem-solving and decision-making really

REVIEW AND DISCUSSION QUESTIONS

all types of businesses! Is it impormant to evaluate
creativity before it becomes an innovation!

sary to determine the Jmunn struc: 8. Have you ever made a decision with mformation

fure and dechion-taaking conditions
3. What is the current trend in using groups 10 solve

problems and make decisions! 9.
4. Which potential disadvantage of group problem.-
solving and decision-making do you think is most 10,
common!
5. Isa decrease in sales o profits a symptom ora cause 11
of a problem?
6. Would a maximum price of $1,000 to spend on a
stereo be an objective or a criterion! 12.
7. Are crearivity and innovarion really important to

(This cave also serves as the hasc
fr Exercises 4-1 and 4-2.)

. Why are generating and

that was not timely, of quality, complete, and/or rel
evant! If yes, exg

What & the major difference between nominal
grouping and consensus mapping!

alyzing altemarives sep
arate steps in the decision-making model?

- Have you ever used any of the technigues for ana

lyzing and selecting an alternative! If yes, which
one!

Do you know anyone who has been the vicrim of es
calation of commitment? If yes, explain.

Carolyn started Avt Calendar

as 8 part-time business in & oom
| in her home: She believed that
half the people who received
her first brochure would want to
wbmibe 1o her publication.

Carolyn Blakesiee's

Art Calendar

which artists can submit M

ot el

folksy

wmwmmmmr
dm. definitive source of information.




Applications

Powerful learning takes place when theory is put within the confext of the real world. Using this text, students are challenged to apply
the concepts they learn to actual business situations, especially as they have experienced them personally. Students must think criti-

cally as they apply specific concepts to their own work experience, short situations, and cases.

OPENING CASE AND INTERNET

At the beginning of each chapter information about an actual manager and organization is presented.
Throughout the chapter, how the manager/organization applies the management concepts is discussed.
The student gets a real-world example illustrated extensively throughout the chapter beginning with
the opening pages. These cases reflect a mix of large, medium, and small businesses, both for profit

and nonprofit organi-
zations. As appropri-
ate, an Internet
address referring stu-
dents to that com-
pany’s WWW site is
provided, allowing
students to do further
research on the orga-
nization. Use of the
Internet is optional.

Skill Development

-*muBU?LDal

1. You should develop your skill to analyze a company’s
environment and management practices (Skill-Building Exercise
2-1).

This analysis requires conceptual skills. Having the skill to analyze
your company’s environment and management practices, and
those of its competitors, will make you a more valuable em-
ployee. This skill is especially important if you want to progress to
higher levels of management. The primary management function
skill developed is planning. The primary management roles devel-
oped are informational and decisional. The SCANS skill compe-
tencies of resources, information, and especially systems, as well
as basic and thinking foundation skills are developed.

rederick W. Smith
thought of the idea of
an overnight delivery
system by air freight
to accommodate time-
sensitive shipments
such as medicines, com-

N

puter parts, and electronics. Smith presented the
idea in a term paper to a professor in college and
received a grade of “C.” On March 12, 1973, Smith
tested his service by delivering six packages.
FedEx began operations officially on April 17 with
a total of 186 packages shipped. FedEx lost a mil-
lion dollars a month for the first 27 months.

FedEx developed the hub-and-spokes system
now widely imitated in the airline industry. Using
this system, all shipments are flown to a central-

ized hub, sorted, loaded onto planes, and dis-
patched. By November 1988, Federal Express was
able to deliver as many as a million packages in
one night. FedEx was the first in its industry to of-
fer innovative ideas and services including
overnight package delivery, the Overnight Letter
(1981), 10:30 A.m. next-day delivery (Fall 1982),
package tracking in vans, real-time package track-
ing over the phone (1981), time-definite service for
freight, Saturday delivery, and pickup service.




~ Applications

WORK APPLICATIONS

Throughout the chapter there are scat-
tered open-ended questions (approxi-
mately ten per chapter) that require
the students to explain how the text
concepts apply to their own work expe-
rience. Student experience can be pre-
sent, past, summer, full-time, or part-
time employment. The questions cause
the students to bridge the gap between
theory and their real world.

107
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certainty, the manager knows the outcome of each alter-
native in advance. When making a decision under condi-
tions of risk, the manager does not know the outcome of
each alternative in advance, but can assign probabilities
to each outcome. Under conditions of uncertaimty, lack of
information or knowledge makes the outcome of each al-
ternative unpredictable so the manager cannot determine
probabilities.

As an example, suppose you were considering making an investment. If you
were considering bonds, money market accounts, and certificates of deposit, you
would know the payoff of each of the alternatives and would make a decision
with certainty as to the interest paid. If you consider well-established stocks like
Coca-Cola, Mobil Oil, and GM, through research you could assign probabilities
of each stock going up (such as 40%, 35%, and 25%) and you would know the
dividend paid. However, if you considered investing in two new companies with
new innovative products, you could not be sure of the return, nor could you as-
sign probabilities to them. When Coca-Cola introduced New Coke, it incurred
arisk. If the company had been certain of the outcome of the decision, it would
not have made it. It was a condition of risk because the company had conducted
research with over 190,000 consumers through taste tests. The overwhelming
majority preferred the taste of New Coke over Coca-Cola.

Management makes most decisions under conditions of risk. However, upper-
level managers tend to make more uncertain decisions than lower-level man-
agers. When making decisions under uncertainty, it is difficult to determine the
needed resources to solve the problem or create an opportunity.” Although risk
and umenamry canno( be chmma(ed they can be reduced. Figure 4-2 illus-
trates the d

Decision-Making Mndrl There are two primary decision models: the ra-
tional model and the bounded rationality model. With the rational model, the
decision-maker attempts to use optimizing, selecting the best .
possible alternative. With the bounded rationality model, the
decision-maker uses satisficing, selecting the first alternative
that meets the minimal criteria. The decision-making
model presented as Model 4-1 is the rational model. With
satisficing, only parts, or none, of the model would be used.

You need to remember which model to use and when.
The more unstructured the decision and the higher the degree of risk and un-
certainty, the greater the need to spend the time conducting research with the
aid of the decision-making model. Optimize (select the best possible alterna-
tive) when you are making nonprogrammed high-risk or uncertain decisions.
Satisfice (select the first alternative that meets the minimum criteria) when you

153
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are making programmed low-risk or certain decisions. Figure 4-4 on page 110 il-

APPLYING THE
CONCEPT

Every chapter contains
a series of three to five
Applying the Concepts
boxes that require the
student to determine
the management con-
cept being illustrated
in a specific short ex-
ample. There are 20
objective questions per
chapter for develop-
ment of student criti-
cal-thinking skills.

cation by offering new products relared to its motor oil through its Gumout line
of automotive products. Nike used related diversification when it diversified
from sports shoes to selling

sports clothing. Sears used unre- ~

lated (conglomerate) diversification

when it went from selling retail
goods to selling insurance “"' o

‘FPLVING THE CONCEPT

through its Allstate Insurance Identify each statement by the type of growth strategy it would be making.

line of business. Pennzoil sold its . concentration. c. backward
sulfur line of business in orderto b, forward integration (L related diversification

e. unrefated di

move away from conglomerate 1. Sears buys a tool company to make its Crasftsman tools.

diversification; this allows the
company to better focus on its
core operations. See Figure 5-8
for a review of strategies at the
corporate level.

4 Luq:uumumuuiumdsu

fHI

Common Growth Strategy tures printers.

Approaches. Common corpo-

rate approaches to growth in-

clude mergers, acquisitions, takeovers, joint ventures, and strategic alliances. A
merger occurs when two companies form one corporation. Two companies become
one new company. An acquisition occurs when one business buys all or part of an-
other business. One business becomes a part of an existing business. Mergers and
acquisitions often occur between competing companies to decrease competi-
tion; to compete more effectively with larger companies; to realize economies of
size; to consolidate expenses; and to achieve access © markets, producr.s. tech-

. 2. General Motors buys the Sea World theme park.
3. The Gap opens a new retail store in a mall.

S.Gmm.-mwumm manufac-

merger
Occurs when two companies form ane
corporation.

acquisition

Oceurs when one business buys all o part
of another business

Figure 4-1
Decision Structure Continuum

Work Application
e

3. Give an example of a
programmed and a
nonprogrammed de-
cision and their deci-
sion conditions from
an organization you
work or have worked
for.

5. Describe when to use the
decision-making model versus
the bounded rationality model
and group versus individual
decision-making.

nology, resources, and talent. Comp: often use o
enter new lines of businesses by buying an existing business rather than starting
a new one. When management of the target company rejects the purchasing
company's offer, the purchasing company can make a bid to the target company
shareholders to acquire the company through a takeover.

You leamed about jint ventures (partners) and strategic alliances (work to-
gether without joint hip), which are of i to growth
(Chaprer 2).* Some recent examples of the growth approach include: Price
Club and Costco warehouse membership clubs become one company: Price




END-OF-CHAPTER CASE

AND INTERNET

Application
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s an OD rechnique that uses a ques- s an OD technique that is designed to

tionnaire to gather data that are used as the basis for  improve ream dynamics

change s the planned change to realign the or-
s an OD technique designed t help  ganization with s envitonment

work grougs increase strucrural and team dynamics per-

Following the review questions, students are 7 Koy e
presented with another actual manager and organi- -y o -
’ £ learniag organciation 3 ol
zation. The student learns how the manager/orga- o
nization applies the management concepts from 1
. . ) REVIEW AND DISCUSSION QUESTIONS
that chapteln Agaln, the busu‘lesses n the cases are ; 1. How do the management functions relate to change? 7. What are the two types of in !
2. How does the systems affect relate to the four types 8. List the six charactenstics of wative culture.
of change! 9. Do you agree with the core va TQM or would

large, medium, and small from both the for profit
Each case is followed by

and nonprofit sectors.
ten multiple-choice
questions and several
open-ended questions.
The questions require
the student to apply
management practices
and concepts to the
actual organization.
As appropriate, an
Internet address refer-
ring students to that
company’s WWW site
is provided, allowing
students to do further
research on the orga-
nization. Use of the
Internet is optional.

List the four stages in the change process you recommend changing them! If yes, state your
. Which of the five reasons for resisting change do core values for TQM
you believe is most common? 10. Which change model do you prefer? Why!
3 5. Which of the six ways to overcome resistance 10 11, Have you ever worked for a firm that went through
change do you belicve is the most important? any type of organtzational revitalization! If yes, ex-
6. What & the differcnce between a strong and weak plain it

-

m
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Polaroid, and go sued in the process for patent in-

was i a crisis because silver was a critical raw mate.
in its photographic

Planning for Change

Top managers three major factons con-

tributing to problems az Kodak. Firt, costs were too

high informarian at the bottom of the op-

eration was not being. the com-

lSquerL‘Hawvu Mhhwmwmk
dkﬂnlﬂv}ndivhh\d!mﬂamndu\.

ir

8‘

g

i
§588253¢85¢2

for pecformnce. Thid, saff specialiss developed
fne g, e wokthe placing pecc ek

deparmen-
e s ey i
Kodak's problems.

Kodak's functional departments focused on

bised
funcrional departments, nauneu-mpmu for

Kodak's reonpanization began with a 12 percent re-

duction of cmployees over a two-year period. Most

‘was reduced by
about liumnmdwsmppdmlubhd
promating managers from wichin. Over a five-year
period, nearly 70 percent of the Key munagers were

funcional to dlwimddepmmdnm
mphmdlnwkm!ﬂt
sl st o ol

m.maumnum-uanm

months, the team of 12 had a reorganization plan.

mm«mu
lext, nearly.
urndmdmdumibﬂkyh‘*n‘lgw::
pmdquduwmdld\:'lvbdtd
rect investment level. The business units were
rouped into traditional imaging businesses, image-
et okt
uul.l(‘n&kqdm
s : &
N uprr § = Mosageg Chonge: s, Imovcton, Oucley, sod Dverdy
markets, and
were split
The relatic to generate a return that exceeded an intemally es- . 5. The primary way to overcome resistance .
different y li:lﬂndmqu reflecting its own level of  change used at Kodak was.
irs busine i m'knmndmnm Mu\lbkmu a. develop a trust climare
terms, ea 1 on proba- b plan
thudlhlwydidwuuhdxpdﬂ\eym <. state why change is needed and how it will

dismantled or divested.
Kodak's mpmnzim was. nmﬁn by mnx
measures. It

affect
d ﬂuklwln 'dnﬂmlﬂnl\

Koduk

proved sk ¢ ae foue s the US, aremge o sev-
eral years in a row.

Select the best alterative for the following ques-
tioas. Be sure you are able 10 explain your answers.
—— 1, The forces foc change st Kodak came from
the __ environment.

& exemal b intemal ¢ both
—2. The type of change Kodak made was primar-
iy a — change.

. swrategy ¢ technology

b. structure d. people
— 3, Top management at Kodak took so long, 14
months, h hange b

f
—6. Pnddumﬁxknhk‘sd\num&.
partmentalization was to develop a more innovative
culture.

a true b, fabe
—7. Kodak changed o 2 TQM culture.

atue b fale
8. Kodak used OD in ies change process.

2 te b, falie
9. Kodak followed the steps in the comprehen-
sive change model.

@t b fabe
— 10; Kodaks change can be considersd an orgs-

was concemed about the — stage in the change
process.

. denial <. exploration

b. resistance  d. commitment
4 Managers at Kodak may have resisted the
change for —__ ressons,

a uncertainty d. loss

b. inconvenience e. control
c. selfinterese £ all of these

a tue b, false

11, Discuss the systems affect of Kodak's reorga-
nization.

12, It wook 14 months 10 plan the change, and
the organizational

For current information on Kodak, use Intemet address hirp//www kodak.com. For ideas on wsing the

Internet, see the Appendix
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~ Applications

APPENDIX:
HOW TO RESEARCH CASE MATERIAL USING THE INTERNET

Students familiar and not so familiar with the Internet will find this appendix a practical tool for using
the Internet to gain more information about various companies. Whether researching the companies
and addresses listed with the text cases or completing other class projects, this short guide shows stu-
dents how to find the most current information on businesses in our information age.

ENVIRONMENT ‘BUSINESSLINK VIDEOCASES

Student learning is enhanced by seeing actual managers tackling real management
problems within their workplace. The Lussier package contains nine videocases
LEADERSHIP | provided free to adopters. Each videocase centers around the decisions made by
managers from the topic of a

MANAGING CHANGE

CONTRGL SraliEms given chapter. All videos pose

HUMAN RESOURCES Critical—thlnkmg qUeStionS to be

Chaphr 2+ The Environment: Quabty, Globolzation, Eic, eod Socis Respomsbdy

answered by students. e el RS S
QUALITY | BusinessLink Video Cases are VIDEOCASER | e A e e

tendig medical tishnologies which have increased che average life
i &Mwn\dmmmm also become more

integrated at the end of each

":-u lead active | M&Nuum&mmmm

PLANNING chapter. All BusinessLink e ok e ek s v
Teamwork | Video Cases have extensive sup- '“:";“w o i “'"":_';'
porting print material for both TS e s i

control costs and provide services. These cooperatve armangements

DECISION MAKING | instructors and students.

conrrol.
Qnmmummqw L (CMCH) s 2 nonproft
regional referral ‘which includes a full-service 151-bed hospi-
ﬂ;:ndhﬂnﬂdmlmbmxkimk&lu&Mw
Mmmmﬂmﬁ Bl medicine; home
‘health care; plus numerous other services. In 1994,&4::4-1--
Mﬂmiﬂ-'rnplmwhd\lus But changes in the
&Mmmﬁmﬂ are affeccing CMCH. CMCH has been:
2 nldm_:u-dhwmvunldhﬁu
md\nﬁmafdulruﬂaﬂlulﬂt

TWEST BANK

(ASSESSING APPLICATION
ABILITY) AND INSTRUCTOR
MANUAL REINFORCEMENT

OF APPLICATIONS

The test bank includes application questions that

include work application questions, questions similar to “applying the concepts” questions, and some
short cases with accompanying critical-thinking questions. The Instructor’s Manual contains detailed
answers for all of the application features.




Skills

The difference between learning about management and learning to be @ manager is the acquisition of skills. My text focuses on skill
development so students can use what they learn on the job. While the skill material is integrated throughout the text, instructors can
choose how to incorporate the material into their classroom experience — individually or as groups, inside the class or as outside group
projects. Instructors can also determine the extent to which they want to use behavior modeling as the basis for skill development in
their classroom, if at all.

| use the term “skill building” in this text only if students can actually develop a skill that can be used on the job. The features listed
below include true skill building, such as step-by-step models, skill-building exercises, and behavior model videos. Other features sup-
port skill building, such as self-assessments and group exercises. Students will know they are working on a skill when they see this

icon in the margin.

kel

iLBUILDer

Skill Development

'*;KIU.BU”.DEI 1. You should develop your skill at setting priorities (Skill-Building
Exercise 7-1).
Setting priorities is an organizing skill that utilizes conceptual and
decision-making skills. The exercise develops your decisional role
skill of resource allocator. The SCANS skill competencies of using
resources, information, and systems, as well as basic, thinking,

and personal qualities foundation skills are also developed.
$KiLL * A e pe
“sauBUILDer 2. You should develop your delegating skills (Skill-Building Exercise

7-2).

D E V E LO P M E N T Delegating is an organizing skill that utilizes human and commu-
nication skills. This exercise develops your interpersonal leader
skills, informational skill of monitor, and decisional skill of re-

GOALS source allocator. The SCANS skills competencies of using re-

sources, information, and systems, as well as basic, thinking, and
Following a chapter’s personal qualities foundation skills are developed.
Learning Objectives,
the chapter’s Skill
Development Goals
are listed. Specific
skills that can be
learned through the
use of the chapter and
its exercises are de-
tailed. The goals
identify the manage-
ment function, skill,

Ifred Chandler deter-
mined the need to
match the organization’s
strategy and structure
(Chapter 1). In other
words, for the strategy
to be implemented suc-

role, and SCANS
competencies taught
in that chapter.

cessfully, the organization must have a compatible
structure. When the strategy changes, the structure
follows (form follows function). As firms change,
the organization structure must also change. The
need for change will be illustrated throughout the
chapter with the CMP Publications integrated case.

The husband and wife team of Gerry and Lilo
Leeds founded CMP Publications in 1971. They
have grown, at their goal of 20 percent a year, from
1 to 14 business newspapers and magazines,
which are leaders in their respective markets. Sales

exceed $380 million a year. They compete in the
high growth high-tech markets.

The Leeds's original structure called for cen-
tralized authority with Gerry and Lilo making all im-
portant decisions. As CMP grew, it became in-
creasingly difficult for employees to personally
meet with the Leeds. Employees began to line up
outside the office at 8:00 in the morning and there
was a constant waiting line. Important decisions
that required a quick response, due to rapidly
changing environments, were often delayed. The
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policy that allows employees to feel free to come to you with a complaint. It is
much better to get complaints out in the open and try to resolve them than to
have employees complaining to everyone else about you. In this section you will
learn how to handle complaints, and Skill-Building Exercise 2-1 will help you
develop this skill.

The Complaint-Handling Model

When employees come to you with a complaint, try not to take it personally as
a reflection on you or your management ability. Even the best managers have
to deal with complaints. Do not become defensive and try to talk the employee
out of the complaint. You can use the complaint-handling model to help you
resolve complaints when employees come to you. The complaint-handling
model involves (1) listening to the complaint and paraphrasing it; (2) having the com-
plainer recommend a solution; (3) scheduling time to get all the facts and/or make a
decision; (4), developing a plan, and (5) implementing the plan and following up. A

discussion of each step follows.

i, ‘4 Listen to the Complaint and Paraphrase It. This is a very im-

portant step. Listen to the full story without intermuptions and
paraphrase it (repeat it back to the complainer in your own words) to ensure ac-
curacy. Listening and paraphrasing are necessary because if you cannot accu-
rately state the complaint, you cannot resolve it. Paraphrasing is very important
because employees often do not know how to state their complaint accurately
They often talk about one issue when something else is caising the problem.
Your paraphrasing helps them see the difference and adjust accordingly. As the
manager, it's your job to determine the true cause of the complaint.

When listening to the complaint, distinguish facts from opinions. There
will be times when employecs think they know the facts, when fnseality they
do not. For example, a more experienced employee may have heard that a less
experienced worker eams the same wages. The experienced employee may com-
plain. When the manager states the facts—that the experienced worker is paid
more (it may be best not to state the specific amount)—the complaint may be
dropped immediately,

[t is also helpful to identify the person's feelings about the complaint and to
determine the employee's motives for the complaint.

Have the Complainer Recommend a Solution. After you have A, 2.
paraphrased the complaint and the employee has agreed with the

paraphrasing, you should ask the complainer to recommend a solution. The
complainer may know a good solution you may not think of. Requesting a solu-
tion does not mean that you have to implement it. In some cases, the recom-
mended solution may not solve the problem. Moreover, the solution may not be
fair to others. Some recommendations may not be possible. In such cases, you
should let the employee know that the solution is not possible and explain why.

gend. . Schedule Time to Get All the Facts and/or Make a Decision.

Since employee complaints often involve other people, you may
find it necessary to check records or to talk to others. It is often helpful to talk
to your boss o your peers, who may have had a similar complaint; they may be

7. List and explain the steps in the
complaint-handling model.

complaint-handling mode!

(1) Listen o the complaint and paraphrase
it. (2) Have the complainer recommend a

solution_ (3} Schedule time to
facts and/or make a decision

pian. (5) implement the plan and follow up.

get all the
{4) Develop a

STEP-BY-STEP MODELS

The book contains 24 detailed sets of
how-to steps for handling day-to-day
management functions. They are inte-
grated into the context of the chapter
or skill-building exercise being taught.
For example, models teach how to set
objectives and priorities, how to han-
dle a complaint, how to discipline an
employee, etc. This feature directly
teaches students how to be managers.

8
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Maodel 3-1
The Complaint Model

Identify a complaint
you brought to a
manager. State the
complaint and iden-
tify which steps in the
complaint-handling
model the manager
did or did not follow.
If you have never
complained, interview
someone who has.

* A

[ Plosning Lsoding
1. Listes to he 2 Hove the 3. Schedole fime. 4. Devilop s 5. implement
omplon omplainer foget off the the plon ond
ond v > monnesd :'dhr - - - **'.
* I* L]
decision.
e e o

able to offer you some good advice on how best to resolve it. Even when you
have all the facts, it is usually advisable to take some time to weigh them and
make a decision.

Schedule a specific period of time. In many cases, it does not have to be
long. Generally, the faster a complaint is resolved, the fewer the negative side
effects. A poor management approach to complaints is to simply say, “I'll get
back to you on this,” without specifying a time period. This frustrates the em-
ployee. Some managers are purposely vague because they have no intention of
getting back to the employee. They hope the employee will forget about the
complaint or give it up. This tactic may get the employee to stop complaining,
but it may also cause productivity and turnover problems.

Develop a Plan. After getting all the necessary facts and advice _gtep 4.
from others, you should develop a plan. The plan may be devel-
oped by simply using the complainer's recommended solution. However, when
you do not agree with the complainer's solution, explain why, and either work
with the employee to find an altemative or present your own plan. The level of
the employee's participation in planning should be based on his or her capabil-
ity level

In cases where you decide not to take any action to resolve the complaint,
you should clearly explain why you chose not to do so. State that if employees
are not satisfied, they can appeal the decision to another level. The complainer
should be told how to appeal the decision. In a nonunion organization, the
usual step is to go to the manager's boss. In a union organization, the first step
usually is to go to the union steward, who often accompanies the employee dur-
ing the meeting with the supervisor.

e 5. Implement the Plan and Follow Up. It is important to make sure
that the plan is implemented through follow-up methods. It may
be appropriate to set a follow-up meeting. It is also advisable to make a written
documentation of all meetings and actions taken by you and others.
See Model 3-1 for a review of the five steps just discussed.

“sauEUl Den

CURRENT MANAGEMENT ISSUES

In this chapter we discussed diversity and globalization and diversity. Ethics is an
important concept as it relates to diversity. If you use ethical behavior, it will
improve your human relations. If you use unethical behavior, for example, if you
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$KILL-BUILDING
EXERCISES

Each chapter contains at least one
Skill-Building Exercise, all class
tested to be the best found in any
text in the market. Full support of
over 27 activities can be found in the
Instructor’s Manual including de-
tailed information, timing, answers, ;
etc. All exercises and their use are | =t o waa, sus 5 iy
optional in the classroom. There are ; oy s s waa thom 1 i e, 0
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SKILL-BUILDING EXERCISE 8-1
Identifying Resistance to Change

* A

saudUl Den

buy our smoke detector system. | don't think its un-
ethical. Our competitors do it.”

Proparing for Skill-Building Excrcise $-1

Below are ten statements made by employees asked ro make
a change on the job. Identify the source and focus of their
resistance using Model 8-1. Because it is difficult to identify
intensity of resistance on paper, skip the intensity factor.
However, when you deal with people on the job, you need
to identify their intensity. Place the number of the box
(1-9) thar represents and best describes the major resis-
tance.
— 1. “But we never did the job that way before. Can'twe  Prepaation

jusc do it the same way s always?™” You should have determined the resistance to change for
the ten preparation statements.

Doing Skill-Building Exercise 81 in Class

Objective

To develop your ability to identify resistance to change so
that you can imprave your skill at overcoming resistance
and implement changes effectively.

___ 2. The tennis coach asked Jill, the star player, to have
Louise as her doubles parmer. Jill said, “Come on,  Experience
Louise is a lousy player. Berty is better; don't break  You will ger feedback on how well you identified resistance
us up." The coach disagreed and forced Jill to ac to change.
cept Louise.

Procedure (10-30 minutes)

Option 1. Break into groups of four to six and share your pri-
orities. Try to reach a group consensus on each of the ten
priorities. When the groups are finished, one member
records priorities for the entire class to see. After all groups
are finished, the instructor goes over the recommended an-

like my coworkers and | want them to like me, too.
1f I don't help people they may not like me.”

two primary types of exercises: — 4, “Lean't lear how 1 me the new computce. Lt pmers.
 MSECEGh TR ) Optien 2. The instructor calls on students to get their prior-
— 5. The police sergeant asked Chris, the patrol officer,  ities to each task. The instructor goes over the recom-

o take a rookie cop as her partner. Chris said, "Do  mended answer for each item after a student(s) gives a pri-
1 have to? | broke in the last rookie, Wayne. Heand  oriry.
I are getring slong well Option 3. The mnstructor goes over the recommended an-
__ 6. The employee went to Chuck, the manager, and  swers without student involvement
asked him if she could change the work-order form
Chuck said, “That would be a waste of time; the cur-
rent form is fine.”

Conclusion
The instructor leads a class discussion and/or makes con-
cluding remarks.

A. Individual Focus: Approximately 60 percent |

Diane, an employee, is busy at work. The manager
tells her to stop what she is doing and begin a new  Application (24 minutes)
project. Diane says, “The job I'm working on now s~ What did I learn from this experience? How will I use this

are those in which parficipants are required to f:

7. s o 3 more important.” knsowledge'in the future?
make individual decisions B 6 et wact oo ek with ok e s
4 ihé lowest performance vecond i the depariment”

prior to or during class.
These can be shared in class
for discussion or, in large
closs settings, the instructor
may elect fo go over recom-
mended answers;

B. Role Play Focus: Less
than 40 percent are those in
which parficipants are pre-
sented with a model and
given the opportunity to use
the model, usually in groups
of three.
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Preparing for Skill-Building Exercise 9-1

You are in your first year as athletic director at a local high
school. While planning your human resources needs, you
realize the tennis coach position will be open. You must
staff the position. The compensation for the job s set in the
budget. It is to be paid in one lump sum at the end of the
season. It is competitive with the pay of other tennis
coaches in the area

Recruiting

Because you have no recruiting budget, you do some inter-
nal recruiting and contact some athletic directors in your
area to spread the word about the opening. You recruit
three candidates for the coaching position. Following is a
brief listing of their qualifications

Candidate A has been a history teacher at your school for ten
years. This person was the tennis coach for two years. It's
been five years since the teacher coached the team. You don't
know why the candidate stopped coaching or how good a job
was done. Candidate A never played competitive tennis.
However, someone told you the candidate plays regularly and
is pretty good. You guess the teacher is about 35 years old
Candidate B works as a supervisor on the 11 M. to 7 AM
shift for a local business. This candidate has never coached
before. However, the person was a star player in high school
and college. Candidate B still plays in local tournaments
and you see the name in the paper now and then. You guess
this candidate is about 25 years old

Candidate C has been a basketball coach and physical edu-
cation teacher at a nearby high school for the past five years.
The person has a master's degree in physical education. You
figure it will take the person 20 minutes to get to your
school. Candidate C has never coached tennis, but did play
on the high school team. The candidate plays tennis about
once a week. You guess the person is about 45 years old.

Preparing for the Interviews

Follow the six interview preparation steps in Model 9-1
For step 1, there are no job descriptions and specifications.
Because there are only three candidates, you have decided
10 interview them all, even if they do not meet your job
specifications.

Conducting the Interviews

During the in-class part of this exercise you will conduct a
job interview. Be sure to bring your preparation—uwritten
questions on a form—material for class use.

Chaper 9+ Humon Resorces Monagemnt: Siffing .~

SKILL-BUILDING EXERCISE 9-1

Selecting @ Tennis Coach®™

Doing Skill-Building Exercise 9-1 in Class

Objectives
To perform a job analysis and to develop skills in employ-
ment selection interviewing

Preparation
You should have your form with a list of questions for can-

didates
Experience

You will discuss your preparation. You will also conduct a
job interview, be an interviewee, and observe an interview.

Procedure | (5-10 minutes)
Break into groups of five or six, pass your preparation mate-
rials around to the other members, and discuss them. You
may make changes to improve your preparation. For cxam-
ple, you may want to add some good questions you did not
think of.

Procedure 2 (3-5 minutes)
Break into groups of three; do not divide into the same
groups used in procedure 1. Make one or two groups of two,
if necessary. Each person selects one of the three candidates
(A, B, or C) he or she will role-play during the interview

Use your own name, but assume you have the person’s qual

ifications; ad lib realistically

Procedure 3 (25-75 minutes)

1-1. Interview | takes place. The person who chose A is the
interviewer, B is the interviewee, and C is the observer. A
conducts the interview using his or her interview materials,
while B answers the questions. C observes quietly, and gives
feedback on how well the interview went. (If there are only
two in your group, B is also the observer.) You may not be
able to ask all your questions in the allotted time (5 to 20
minutes). Keep the opening short and be sure to close when
you are ready to or the time is up.

1-2. Integration (3-5 minutes). C gives his or her observa-
tion of the interview. All three group members discuss the
interview and how it could be improved. Do not go on 1o
the next interview until you are told to do so.

2-1. Interview 2 wakes place. B is the interviewer, C is the in-
terviewee, and A is the observer. Follow the guidelines for
1-1

2-2. Integration. Follow the guidelines for 1-2
3-1. Interview 3 takes place. C is the interviewer; A is the in-
terviewee: and B is the observer. Groups of two join other
triads as observers. Follow the guidelines for 1-1

the sharing questions.
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SITUATIONAL MANAGEMENT

HANDLING COMPLAINTS
DECISION MAKING
DELEGATION

—— 8. As CEO, Bill Gates has greater need for a. classical €. management science
EMPLOYMENT INTERVIEWING which skills? b. behavioral d. integrative
TRAINING a. technical over conceptual 11. Give examples of some of the tasks Bill
b. conceptual over technical Gares performs in each of the four management
ca functions.
SITUATIONAL COMMIBICATIONS ——9. As CEO, how does Bill Gates spend more 12. Give examples of some of the tasks Bill
GIVING PRAISE time, i Giwsperﬁrmnmuchofﬂulhtunmmmr‘
= ing and roles.
INITIATING CONFLICT RESOLUTION B g sl o G e
MEDIATING CONFLICT RESOLUTION ‘;O'W i T Gates? Explain your answer.
COACHING b e
DISCIPLINE For current information on Microsoft, use Intemet address http://www.microsoft.com. For ideas on using the
Interner, see the Appendix.

QEHAVIOR MODEL VIDEOS

To reinforce the development of skills for
students, the Lussier package includes
twelve Behavior Model Videos, unique to
the Management curriculum. The videos
demonstrate managers successfully han-

Behavior Model Video 1-1, Situational Management, shows Laura, a
bank branch manager, who manages tellers who are not collecting fees.
Laura's boss, Celeste, discusses the situation with her. The video illustrates
the four management styles, explained in Skill-Building Exercise 1-1.
Objective

To better und d the four I styles.

Procedure 1 (10-20 minutes)

The instructor shows Behavior Model Video 1-1. As you view each of
the four scenes, identify the four situational management styles and select
the one being used by the manager.

BEHAVIOR
MODEL

. . Scenel.—  a.autocratic (SIA)
dling common management functions Senc2 — b conmlmtive (S20)
% A . Scene3. c. participative (S3P)

such as handling complaints, delegating Sened . cponerment (SHE)

After viewing each of the four scenes, identify/match the style used by
the manager by placing the letter of the style on the scene line.

Option A: View all four scenes and identify the style used by the manager.
After viewing all four scenes, discuss them. The correct answers are given
in the video.

Option B: After each scene, the class discusses the style used by the man-

tasks, conducting job interviews, etc.
Students learn from watching the videos
and/or using them in conjunc-

the four
. . . o B
tion with Skill-Building e
. § . re other styles
Exercises. Material in the text oeopit) fox
Notice that the second statement takes the pressure off the employee. The ww
¢ . 3 sender is asking for a check on his or her ability, not that of the employee. These
integrates the videos into the e e o e s ot ey e et [
. message and the sender. They show concem for the employee and for commu- sent boss. How effec-
chapters. Ideas for using all e : e
Delta Airlines' communication objective was to inform travel agents of its at getting feedback?
H 1 1 decision to cap their commissions. Delta selected the written fax to send the Was the boss open to
Vldeos are detalled n the message. Delta did not check understanding because it knew the feedback fo"'d;'.‘*’:’:":o"""
3 would be negative. What type of feedback would you give to a person who told f nonverbal commu-
Instructor’s Manual. you that you will do the same work, but you will be paid less, possibly half as nication? Did the boss

ask questions and ask

? v fe £ sen becd fr -
much, for doing it? The written fax was chosen because it does not often en: Yol 5 pmraphrass?)

courage a response. Many travel agents that target business travelers had their
revenues cut dramatically. They needed to book passengers on airlines that did
not have a cap. However, this is not always possible. Therefore, to help cut the
lost revenue, they needed to pass on some of the cost to the client. Many travel
agents appropriately met face-to-face with clients to go over the cap situation *

and discuss added fees. : nﬁuh Den

$ELF-ASSESSMENT
EXERCISES

Scattered throughout the text
are 16 Self-Assessment
Exercises. Students complete
these assessments in order to

RECEIVING MESSAGES

The third step in the communication process requires the receiver to decode the
message and decide if feedback is needed. With oral communication, the key to
successfully understanding the message is listening.

Listening Skills

Complete Self-A Exercise 10-1 to d how good a listener you
are, then read the tips for improving listening skills in the message-receiving

gain personal knowledge of
self. All information for
completing and scoring the as-
sessments is contained within
the text. Self-knowledge leads
students to an understanding
of how they can and will oper-
ate as managers in the real
world. Many of the assess-
ments are tied to exercises
within the book, thus enhanc-

ing the impact of the activities.

process.

| _SELF-ASSESSMENT EXERCISE 10-1

Listening Skills

Select the response that best describes the frequency of your actual behavior

Place the letter A, U, F, O, or S on the line before each of the 15 statements.
U—usually

S—seldom

A—almost always F—frequently

O—occasionally

. Ilike to listen to people talk. I encourage others to talk by showing in-
terest, smiling, nodding, and so forth,

1.

1 pay closer attention to people who are more similar to me than peo-
ple who are different from me.

. 1 evaluate people’s words and nonverbal communication ability as they
talk

-

1 avoid distractions; if it's noisy, | suggest moving to a quiet spor.

»

When people come to me and interrupt me when I'm doing something,




