	

	Module:                                 Leading The People

	Notes Week: 5-8

	


Table of contents:
3PBL:


37HR Lectures:


47Interviewing Techniques:


51Leadership:





	PBL:

	Task: 9-15


Task 9

Problem Task

1. Explain the link with the gap model and HR?

Managing the quality gaps:

The management perception gap (Gap 1):

This gap means that management perceives the quality expectations inaccurately. This gap is due to:

· Inaccurate information from market research and demand analyses. 

· Inaccurately interrupted information about expectations.

· Nonexistent demand analysis.

· Bad or nonexistent upward information from the firms interface with its customers to management.

· Too many organizational layers which stop or change the pieces of information that may flow upward from those involved in customer contacts.

The quality specification (Gap 2):

This gap means that service quality specifications are not consistent with management perceptions of quality expectations. This gap is a result of:

· Planning, mistakes or insufficient planning procedures.

· Bad management of planning.

· Lack of clear goal setting in the organization.

· Insufficient support for planning for service quality from top management.

The service delivery gap (Gap 3):

This gap means that quality specifications are not met by performance in the service production and delivery process. This gap is due to:

· Specifications which are too complicated and / or too rigid.

· Employees not agreeing with the specifications and therefore not fulfilling them.

· Specifications not being in line with the existing corporate culture.

· Lacking or insufficient internal marketing.

· Technology and systems not facilitating performance according to specifications.

The market communication gap (Gap 4):

This gap means that promises given by market communication activities are not consistent with the service delivered. This gap is due to:

· Market communication planning not being integrated with service operations.

· Lacking or insufficient coordination between traditional external marketing and operations.

· The organization failing to perform according to specifications, whereas market communication campaigns follow these specifications.

· An inherent propensity to exaggerate and thus promise too much.

The perceived service quality gap (Gap 5):

This gap means that the perceived or experienced service is not consistent with the expected service. This gap results in:

· Negatively confirmed quality (bad quality) and a quality problem.

· Bad word of mouth.

· A negative impact on corporate or local image.

· Lost business.
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Explain the service profit chain and how it’s linked with HRM?
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How the service-profit chain works: 

· Employee satisfaction soars when you enhance internal service quality (equipping employees with the skills and power to serve customers). 

· Employee satisfaction in turn fuels employee loyalty, which raises employee productivity. Higher productivity means greater external service value for customers - which enhances customer satisfaction and loyalty. A mere 5% jump in customer loyalty can boost profits 25%-85%.

· To maximize your profits, strengthen all the links in your service-profit chain. For example, fast-food giant Taco Bell found that its stores with low workforce turnover (a key marker of employee loyalty) enjoyed double the sales and 55% higher profits than stores with high turnover. 

· To boost profitability across stores, it enhanced internal service quality--for instance, by giving employees more latitude for on-the-job decision making.

· To enhance profitability, measure the relationships between links in your company's service-profit chain. Then fashion strategies for strengthening them.

The service profit chain:

The role of HRM linked to the service profit chain:

· Employee Retention & Productivity - refers to how long an employee sticks with the company.

· External Service Value - The results for the customer. It is the product or service the company sells delivered by the employees.
· Customer Satisfaction - Dependant upon the external service value. extent are the services designed and delivered to meet  targeted customer's needs.
· Customer Loyalty - Expressed by retention, repeated business, or referral to friends and acquaintances.
· Revenue Growth - Result of an increase in the external service value, growth of the number of customers.
· Profitability - Increase as a result of the customer loyalty, stimulate retention and repeated business which increases a companies profitability. 

· Establishes relationships between profitability, customer loyalty and employee satisfaction, loyalty and productivity.

· The links in the chain which should be regarded as propositions are as follows: profit and growth are stimulated primarily by customer loyalty. Loyalty is a direct result of customer satisfaction.

· Satisfaction is largely influenced by the value of services provided to customers.

· Value is created by satisfied, loyal and productive employees.

· Employee satisfaction, in turn, results primarily from high quality support services and polices that  enable employees to deliver results to customers.

· The service profit chain is also defined by a special kind of leadership.  CEOs of exemplary service companies emphasize the importance of each employee and customer. For these CEOs, the focus on customers and employees is no empty slogan tailored to an annual management meeting.

Customer loyalty drives profitability and growth:

· To maximize profit, managers have pursued the number one or two in their industries for nearly two decades. Recently however, new measures of service industries like software and banking suggest that customer loyalty is a more important determinant of profit.

Customer satisfaction drives customer loyalty:

· Leading service companies are currently trying to quantify customer satisfaction. For example for several years Xerox has polled 480,000 customers per year regarding product and service satisfaction using a five point scale from 5(high) to 1 (low). Until two years ago, Xerox’s goals was to achieve 100% 4s (satisfied) and 5s (very satisfied) by the end of 1993.

Value drives customer satisfaction:

· Customers tell us that value means the results they receive in relation to the total costs, both the price and other costs to customers incurred in acquiring the service.

Employee productivity drives value.

Employee satisfaction drives loyalty.

3. How can HRM close gap 3 & 4?

Gap 3: The service delivery gap, this Gap is due to: 
1. Specifications which are too complicated. 
2. Employees not agreeing with the specifications.
3. Specifications not being in line with the existing corporate culture.
4. Bad management of service operations.
5. Lacking or insufficient internal Marketing.
6. Technology and systems not facilitating performance according to specifications.
Gap 4: The market communication gap, this gap is due to: 
1. Lacking or insufficient communication between external marketing and operations - insufficient internal marketing.
2. The organisation failing to perform according to specifications, whereas market communication campaigns follow these specifications.
3. An inherent propensity to exaggerate and, thus, promise too much.
Internal marketing:

The notion of internal marketing has brought three new aspects to HRM:
1. The employees are a first and internal market.
2. Internal marketing has to be planned and implemented with a similar approach as external marketing.
3. The need to view people, functions and departments internal to the firm as internal customers.
 Internal marketing has two types of processes:
1. Attitude Management: 
· Motivation for customer consciousness and service-mindedness has to be managed.

 2. Communications management: 
· Managers, supervisors, contact people, and support staff need information to be able to perform their tasks as leaders and managers and as service provides to internal and external customers.
· Information about job routines, goods & service features, promises given to customers by, for ex, advertising campaigns and salespersons, and so on.
4. Explain the gap model.

The gap model (also called Servqual model):

· Gaps can be found in any process of an organization’s operations
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Gap Analysis is one of the best procedures to help lead a company to not only improve their processes, but recognize which processes are in need of improvement.

Gap 1:

· The difference between actual customer expectations and management’s idea or perception of customer expectations.

· Managers and employees have a very internal process-oriented view of their business, it is tough to break this view and to see things the way the customer does

· This gap of the SERVQUAL Model can help management with customer service.

Gap 2:

· Mismatch between manager’s expectations of service quality and service quality specifications.

· To implement a system to improve this gap, management must first understand exactly what the customer wants

· If this understanding is not present, it will be impossible for management to know whether their expectations are aligned with customer specifications.

Gap 3:

· Poor delivery of service quality.

· Once the specifications from gap 2 are aligned the next step is to deliver these services in a perfect manner

· Quality of delivery must be perfected during the interaction with the customer.

· The employees that are responsible for these actions are referred to as contact personnel.

· Some reasons for a lack of quality include poor training, communication, and preparation.

Gap 4:

· Differences between service delivery and external communication with customer.

· Customers are influenced by what they hear and see about a company’s service.

· Word-of-mouth publicity and advertising are main outlets which customers open their opinions to

· The difference between what a customer hears about a company’s service and what is actually delivered is represented by gap 4.

· This gap can lead to dangerously negative customer perceptions.

Gap 5:

· Differences between Expected and Perceived Quality.

· This gap is directly related to everyone’s perception of service quality

· Customers expect certain things from certain companies.

· When someone goes into a McDonalds to order their favorite meal – a Big Mac, they are expecting exactly what they are accustomed to getting (a quick, no hassle, tasty big burger with all the works).  If it takes 15 minutes to get a Big Mac that doesn’t even have the famous special sauce on it the customer’s perceived service of McDonalds is going to plummet.

· If gaps 1 through 4 are closed to a minimum then gap 5 should follow, if there are any gaps left in steps 1 through 4 the perceived customer service quality will be negatively affected.

· The way to make sure these gaps are closed is through thorough systems design, precise communication with customers, and a well-trained workforce.

Task 10

Part A (Study task):

1. Which components build up the total costs of labour turnover?

Labour turnover:

· The movement of people into and out of the firm.

· It is usually convenient to measure it by recording movements out of the firm on the assumption that a leaver is eventually replaced by a new employee.

· The term separation is used to denote an employee who leaves for any reason.

· In a human resources context, labor turnover is the rate at which an employer gains and losses employees.

· Ratio of number of employees that leave a firm through attrition, dismissal, or resignation during a period to the number of employees on payroll during the same period.

Measurement of labour turnover:

Two formulae are in common used for measuring labour turnover.

A. The separation or wastage rate which expresses the number of separations during the period, who usually one year as a percentage of the average number employed during that period. It is therefore:

Number of separations during period ÷ Average number employed during period × 100

B. The labour stability index which shows the percentage of the employees who have had at least one year’s service. It usually expressed as follows:

Employees with at least one year’s service ÷ Average number employed during the year × 100

A. Calculate the separation or wastage rate. What does this tell you?

Number of separations during the period ÷ average number employed during the period × 100

14.5 leavers ÷ 358.75 average employees = 40.42

B. Calculate the labour stability index. What does this index tell you?

Employees with at least one years of service ÷ number of employees one year ago × 100

 410 ÷ 500 × 100 = 8200%

Use of turnover measurements:

· The separation rate is easy to calculate and is widely used. It also has great advantage of indicating costs because separations and replacements can involve the company in considerable expense. It can be somewhat misleading, however, for two reasons:

A. Recently aged employees are more likely to leave than long service employees and therefore an increase in the separation rate may simply be due to some increased recruitment a few weeks previously rather than to a sudden deterioration in worker satisfaction.

B. Some jobs in the company may be vacated and filled several times during the year. The stability index is best used in conjunction with the separation rate, showing the extent to which the company is retaining its experienced employees.

Costs of labour turnover:

Separations and their consequent replacements can be surprisingly expensive. The cost of labour turnover increases when employees are more specialized, more difficult to find and require more training. It is made up of some or all of the following components:

· Lower production during learning period.

· Lost production while employee is being replaced.

· Payment to other employees at overtime rates while waiting for a replacement.

· Possible diversion of efforts of more highly skilled employees while waiting for a replacement.

· Cost of scrap and spoiled work while job is being learned.

· Cost of recruitment, selection and medical examination.

· Training cost.

· Administrative cost of removing from and adding to payroll.

Therefore when the separation rate is high the employer can incur considerable costs which are not always immediately obvious.

3. What actions can be taken to reduce labour turnover?

Actions to reduce labour turnover:

A. Recalculate the separation rate for various categories of the firms employees, e.g. departments, age groups, occupations to see if turnover in any of these categories is particularly high, if so it can be specially investigated.

B. Ensure that selection procedures are adequate, suitable employees are more likely to stay than unsuitable.

C. Ensure that the immediate supervisor, by being involved in selection, feels some responsibility towards a new employee.

D. Check that employees are being fully utilized – some may be leaving because of boredom or job dissatisfaction.

E. Overhaul pay structure perhaps using job evaluation.

F. Introduce or improve an induction course.

G. Give new employee’s appropriate training.

H. Shows that prospect s in the company are good by promoting from within whenever possible.

I. Ensure that physical working conditions are adequate.

In general, an increase in job satisfaction and in the cohesiveness of working groups will decrease the rate of labour turnover.

4. Draft a survival curve and determine the half life survival rate?

	Quarterly periods of service
	Number of leavers
	% leaving

	First (1 – 13 weeks)
	19
	19 ÷ 50 × 100 = 38%

	Second (14 – 26 weeks)
	12
	12 ÷ 50 × 100 = 24%

	Third (27 – 39 weeks)
	2
	2 ÷ 50 × 100 = 4%

	Fourth (40 – 52 weeks)
	1
	1 ÷ 50 × 100 = 2%


Part B (Application Task):
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Benefit Calculation

e A) Number to be trained: 10 employees

e B) Average hourly pay of each: $ 12.00 per hour
e C) Average hours per week each uses the software: 14 hours
o D) Pay of each while using the software (4*B*C): § 672 per

month
E) Expected productivity increase (time saved, capabilities enhanced): 20
months

F) Estimated months of benefit until next upgrade: 12

o G) Total benefit (A*D*E*F): § 16128

[ Calculate Figures |

Cost Calculation
o H) Hours required for training: 20 hours *
o I) Cost of trainee time (A*B*H): $ 2400
J) Fixed cost of training materials, facility, instructor, etc.: $ 350 =

K) Variable cost of training materials, travel, tuition, etc.: $ 20 i

o L) Total cost [I+J+(A*K)]: § 2950
o M) Cost per trainee (L/A): § 295
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Calculate the expected profit, the return on investment and the payback time in months as a result of training the front office personnel.

[image: image7.jpg]¢ *Examples are typical for OneOnOne courses, using a ratio of
one reusable course for every 5 learners.

Value Calculation
N) Profit (G-L): § 13178

1. Return on investment (N/L): 447
2. Payback time in months [LAG/F)]: 2.2 months

[ Reset to Original Numbers ]

Training Productivity Observations
For Expected Productivity Increase (E), consider:
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* Quality of instruction. Can the expert really teach? Can the teacher ¢
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For Months of Benefit (F), consider:

Your payoff can be surprisingly high, even with a short timeframe.
One-shot project training can pay nice dividends, as can training a
temporary worker. It seldom pays to put training on hold in
anticipation of an upgrade.

For Cost of Training Time (), consider:

Your "people costs" are usually much higher than your out-of-pocket
training costs (J+K) - especially when you invest in reusable training
resources. So choose methods and materials that will achieve real
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Task 11

Problem Task

1. Understand the difference theories of motivation.

Goals and rewards to improve performance:

· Managers such as first line managers who are in direct contact with employees may be the most important influences on the motivation levels of employees.

· Good managers don’t just make employees feel comfortable. They help them be productive.

· Two proven ways to help employees be productive are to be sure that they have clear and challenging goals to strive and be sure that employees feel good about achieving those goals.

Setting goals:

Goals affect motivation in two ways: 

1. By increasing the amount of effort people choose to exert.

2. By directing or channeling that effort.

Goal setting theory:

· States that managers can direct the performance of their employees by assigning specific, difficult goals that employees accept and are willing to commit.

· Goals setting can be effective only if employees have the competencies needed to achieve the goals and receive feedback about their progress toward achieving them.


Specific goals:

· More effective motivators than are vague, ambiguous goals.

· Make it easier for employees to gauge how well they’re doing.

Difficult goals:

· To be effective, a goal should be challenging but not so difficult that the employee believes that it can’t be achieved.

· If goals are too easy, they don’t give the employee any reason to exert extra effort. If they are too difficult, the employee will reject them as impossible and won’t even bother trying to achieve them.

Goal acceptance:

· Regardless of how the goal or performance standard is chosen, it will be effective only if the employees accepts it and feels a commitment to trying to attain it.

· Many managers believe that goals work best when the employee participates in goal setting. Doing so increases employee willingness to accept goals, which is essential for the goals to be motivating.

Management by objectives (MBO):

· The MBO process begins with a conversation between manager and employee. During this conversation, past performance is reviewed and objectives, goals for the future are identified.

· The manager and employee agree to a set of goals that both parties accept as appropriate, with the understanding that future performance evaluations and rewards will reflect the employees progress toward the agreed upon goals.

· When employees are highly empowered they may set their own goals. Their self set goals may be higher than those a manager would assign.

Feedback:

· Goals setting works best when employees receive timely feedback about the progress they are making toward achieving their goals.

· When employees can see that they aren’t performing well enough to reach their goals, they’re likely to consider why and then change their methods or behaviors. 

Team goal setting:

· Just as goals can improve performance of individual employees, team goals can improve group performance.

· To keep a team focused it is best not set too many team goals usually no more than three or five.

· Important in setting team goals is being sure employees understand why it’s important for them to achieve the goals. 

Offering incentives and rewards:

Reinforcement theory:

· States that behaviour is a function of its consequences.

· Positive consequences are referred to as rewards and negative consequences are referred to as punishments.

· The basic principles of reinforcement are simple. They state that behaviour followed by pleasant consequences is more likely to be replaced and that behaviour followed by unpleasant consequences is less likely to be repeated.

· According to reinforcement theory, the behaviors seen in an organisation are there because employees are being reinforced for them. On the other hand, if undesirable behaviors occur, it is because there are positive consequences for employees. On the other hand if desirable behaviors are absent in the organisation, it is because those behaviors lead no positive consequences for employees.

· A manager who wants to change employee behaviour must change the specific consequences of that behaviour.

Behaviors, not outcomes:

· Goal setting focuses directly on improving g performance outcomes.

· Reinforcement focuses on changing behaviors.

·  Measurable behaviour is action that can be observed and counted such as smiling when a customer approaches, using a seat belt when driving a delivery truck and whipping spills when they occur on the shop floor.

Positive reinforcement:

· Increases the likelihood that a behaviour will be repeated to create a pleasant consequence.

· Any reward encouraging an individual to repeat a behaviour can be classified as positive reinforce.

· Some positive reinforces used by organizations are praise, recognition of accomplishment, promotion and salary increases.

Punishment:

· Involves creating a negative consequence to discourage a behaviour whenever it occurs such as disciplinary actions may be taken against an employee who comes to work late, fails to clean up the work area or turns out too many defective parts.

Negative reinforcement:

· When people engage in behaviour to avoid unpleasant consequences, they experience negative reinforcement.

Extinction:

· The absence of any reinforcement, either positive or negative, following the occurrence of behaviour.

· Extinction occurs when positive reinforcement that once resulted from behaviour is removed. Because the behaviour no longer produces reinforcement, the employee stops engaging in it. 

Applying reinforcement principles:

· Positive reinforcement is the preferred approach for increasing desirable behaviour in organizations and extinction is the preferred approach for decreasing undesirable behaviors.

· Punishment and negative reinforcement also may be needed, but managers often misuse these principles.

	Guidelines for using reinforcement theory

	Guidelines:
	Comment:

	· Don’t reward all individuals equally.
	To be effective, reinforces should be based on performance. Rewarding everyone equally in effect reinforces poor or average performance and ignores high performance.

	· Failure to respond can also modify behaviour.
	Managers influence their subordinates by what they do not do as well as by what they do, such as failing to praise deserving subordinates may cause them to perform poorly the next time.

	· Tell individuals what they can do to receive reinforcement.
	If managers withhold rewards from subordinates without indicating why they’re not being rewarded, the subordinates may be confused about what behaviors the manager finds undesirable. The subordinates may also feel that they’re being manipulated.

	· Don’t punish in front of others.
	Reprimanding subordinates might sometimes be a useful way of estimating an undesirable behaviour. Public reprimand, however, humiliates subordinates and may cause all the members of the work group to resent the manager.


Self management:

· Taking an active self management approach to job performance and career progress is one way to improve long term outcomes, such as quicker promotions and higher salary levels.

· Those who completed self management training reported that they felt better able to deal with difficult obstacles that might interfere with their jobs.

Effects of job content and organizational context on motivation:

Herzberg’s two factor theory:

1. Motivator factors -

· Aspects of the job content and organizational context that create positive feelings among employees.

· Challenge of work itself, responsibility, recognition, achievement, advancement and growth. These factors determine whether a job is exciting and rewarding.

· Motivators lead to superior performance only if no dissatisfiers are present.

2. Hygiene factors – 

· The non task characteristics of the work environment, the organizational context that create dissatisfaction. They include coworkers, salary, formal status and job security.

· Hygiene factors need to be present, at least to some extent, to avoid dissatisfaction.

Job characteristics:

· One goals of designing work is to create jobs that employees will enjoy doing. 

· People who enjoy the tasks that they perform may not need the extra motivation of high pay and impressive job titles.

Critical psychological states:

· Are needed to create high levels of motivation in the workplace.

· Experienced meaningfulness refers to whether employees perceive their work as valuable and worthwhile; such as people working in health care understand that their efforts can help save lives and improve the quality of people’s lives.

· Experienced responsibility refers to whether employees feel personally responsible for the quantity and quality of their work.

· Knowledge of results refers to the extent to which employees receive feedback about how well they are doing. Feedback can come from the task itself such as successfully reviving a heart attack victim or from other sources such as the comments of colleagues or patient satisfaction surveys.

Key job characteristics:

· Objective aspects of the job design that can be changed to improve the critical psychological states.

· Skill variety is the degree to which the job involves many different work activities or requires several skills and talents.

· Task identity is present when a job involves completing an identifiable piece of work that is, doing a job with a clear beginning and an outcome.

· Task significance is present when a job has a substantial impact on the goals or work of others in the company.

· Autonomy is present when the job provides substantial freedom, independence and discretion to the individual in scheduling work and determining the procedures to be used in carrying out tasks.

· Feedback is present when the outcome gives the employee direct and clears information about their performance.

· Jobs that involve considerable amounts of cooperation and teamwork often have all these characteristics. 

Growth needs strength:

· A desire for personal challenge, accomplishment and learning.

· Employees with a strong growth need respond more favorably to enriched jobs, whereas employees with a weak growth need may experience enriched jobs as frustrating and dissatisfying.

Perceptions of equity:

· Equity theory states that motivation levels can be enhanced or diminished by employee’s judgments about whether the organization is treating them fairly. Employees determine whether they’ve been treated fairly by comparing the ratio of their inputs and outcomes to the ratios of others doing similar work.

· Inputs are what an employee gives to the job such as time, effort, education and commitment to the organization.

· Outcomes are what people get out of doing the job such as feelings of meaningfulness and responsibility associated with jobs, promotions and increased pay.

· Six alternatives are available to employee who want to reduce their feelings of inequity:

1. Increase their inputs such as time and effort to justify higher rewards when they feel that they are over rewarded compared to others.

2. Decrease their inputs to compensate for lower rewards when they feel under rewarded.

3. Change the compensation they receive through legal or other actions such as forming a union, filing a grievance or leaving work early.

4. Modify their comparisons by choosing another person to compare themselves against.

5. Distort reality by rationalizing that the inequities are justified, or

6. Leave the situation; quit the job if the inequities can’t be resolved.

· Perceived inequities often occur with respect to promotions, pay rises and perquisites (perks).

· Pay inequities can be especially troublesome for organizations that compete in the international labour market.

Individual differences in motivation:

Hierarchy of needs:

· Abraham Maslow believed that people had five types of needs which he arranged in a hierarchy of needs, physiological at the base security, affiliation, esteem and self actualization at the top.

· He suggested that, as a person satisfies each level of needs, motivation shifts to satisfying the next higher level of needs.
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Moving Through the needs hierarchy:

· Maslow believed that people move through the needs hierarchy by considering which needs have been satisfied and which needs remain to be satisfied.

Always moving up:

· Maslow proposed the satisfaction progression hypothesis that states that a need is a motivator until it becomes satisfied.

· When a need is satisfied, it ceases to be a motivator and another need emerges to take its place.

· In general lower level needs must be satisfied before higher level needs become strong enough to motivate behaviour.

Moving up and down:

· Like Maslow, Clay Alderfer looked at motivation from a needs perspective; his ERG theory specifies three needs categories: existence, relatedness and growth. Like Maslow’s needs, these three needs are organized in a hierarchy. 

· Existence needs are desires for material and physical well being that are satisfied through food, water, air, shelter, working conditions, pay, fringe benefits etc. They are similar to Maslow’s physiological and security needs combined.

· Relatedness needs are the desires to establish and maintain interpersonal relationships with other people, including family, friends, supervisors, subordinates and coworkers. Relatedness is similar to Maslow’s affiliation needs.

· Growth needs are the desires to be creative, to make useful and productive contributions and to have opportunities for personal development. They are similar to Maslow’s esteem and self actualization needs combined.

· The frustration regression hypothesis holds that, when an individual is frustrated in meeting higher levels, the next lower needs reemerge and again direct behaviour.

· The frustration regression hypothesis suggests that managers should try to determine the cause of an employee’s frustration and if possible, work to remove blockages to needs satisfaction. If blockages can’t be removed, managers should try to redirect the employee’s behaviour towards satisfying a lower level need such as a company’s production technology may limit the growth opportunities for people in their jobs. If employees are frustrated because they can’t be creative or develop new skills, they could be encouraged to focus on relating to their coworkers, which can also generate feelings of satisfaction.

Learned needs:

· Maslow viewed the needs hierarchy as an inherent aspect of human beings. That is anyone who satisfied all of the lower needs in the hierarchy would be eventually be motivated by higher level needs.

· David McClelland proposed a different view of his needs. His leaned needs theory specifies that people acquired needs through interaction with the surrounding environment. Three key motives are particularly useful for understanding the differences among individuals: affiliation, achievement and power.

· The affiliation motive is a person’s desire to develop and maintain close, mutually satisfying interpersonal relationships. Individuals with a strong affiliation motive tend to take into account the approval or disapproval that others may be viewed as unsociable and not great team members, even if they perform their jobs well.

· He achievement motive is the desire to succeed relative to some standard of excellence or in competitive situations. People with a high need for achievement often like to assume personal responsibility for setting their own goals and desire immediate and concrete feedback.

· The power motive is an individual’s desire to influence and control others and the social environment. It is expressed in two ways: as personal power and as socialized power.

· With personal power people try to influence and control others merely to assert their dominance.

· With socialized power, individuals use their power to solve organizational problems and help the organization reach its goals.

· People who have a strong socialized power motive are likely to be viewed as effective managers and leaders.

Expectancy:

· This theory was formulated by Victor Vroom.

· Value, instrumentally (belief that if we do one thing it will lead to another), expectancy (probability that action or effort will lead to an outcome).

· Strength of expectations may be leaded to an outcome).

· Motivation is only likely when a clearly perceived relationship exists between performance and outcome that is seen as a means of satisfying their needs.

· Probability that rewards depend on effort, as perceived by individuals, their expectation about relationships between effort and reward. 

2. How can managers use rewards & goals to motivate employees?

Managers have documented a wide range of effective practices for motivating employees, most of which can be grouped into several key objectives including:

1. Understanding employees need:

· Devise employee management programs and practices that aim to satisfy emerging or unmet needs such as offering flexible work schedules or benefit plans to employees.

· Actively seek employee input regarding issues that are important to them.

2.     Offer fair compensation:

· Establish hiring and promotion decisions that are based on merit and job related information.

· Find out employee perceptions of salary, working conditions, supervisor relationships, company policies and other dissatisfying extrinsic factors through informal conversations, interviews or attitude surveys.

· Respond quickly and accordingly to correct potential problems.

3. Build an effective employee rewards program:

· Consider using a combination of rewards in your company’s reward system.

· Start by examining and addressing sources of dissatisfaction, such as salary, workplace relationships and job security.

· Next, improve innovating factors such as employee recognition, career growth and increased responsibility levels.

4. Set challenging goals:

· Set difficult goals that are quantifiable and measurable.

· Make sure employees understand and support the goals.

5. Link employee results and rewards:

· Develop and communicate performance standards and reward systems to all employees.

· Give employees regular feedback on their progress towards their goals.

· Quickly reward goal and performance achievement. 

· Great results should equal great rewards.

3. How do these motivation theories apply to these practical situations? 

For example: Sheraton, Park Tower/London, and Luxury Collection.

Task 12

Problem Task

1. Explain the different types of group and working team found in the organization.

Types of work teams:

· Although the strategic goals to be achieved by work teams, innovation, speed, cost reduction and quality may be much the same, the specific goals of work teams often differ greatly.

· Work teams also differ in other important ways, including their longevity and membership.

· The membership of work teams can also differ greatly from one situation to another. Sometimes all members of a team work in the same department. Other times, work teams include employees from several different departments or even people from different organizations such as employees working with suppliers and customers.

· Different types of work teams suit different purposes. Problem solving, functional, multidisciplinary and self managing work teams are four common types of work teams and each has a different purpose.

1.  Problem solving work team:

· Consists of employees from different areas of an organization whose purpose is to consider how something can be done better. Such a team may meet one or two hours a week on a continuing basis to discuss ways to improve quality, safety, productivity or morale. Quality circles are the most familiar example of a relatively permanent and enduring problem solving work team.

Quality circles:

· Also called TQM team is a group of employees who meet regularly to identify and propose solutions to various types of workplace problems.

· Normally don’t have the authority to implement their proposed solutions which are present to management for further consideration and action.

Task forces:

· A team that is formed to accomplish a specific, high important task for an organization.

· Often meet intensively during the course of a few weeks or months and then disband. 

· Members usually are expected to continue working at their normal jobs during the duration of the task force.

· Also typical is a diversity in the backgrounds and expertise of the members.

· Managers often create task forces to help accomplish strategic reorientation to help gather data about the external environment and to help design approaches for implementing a new strategy.

2.  Functional work teams:

· Includes members from a single department who jointly consider issues and solve problems common to their area of responsibility and expertise.

· Formed for the purpose of completing their daily tasks are quite stable, enduring for as long as the organization maintains its same basic structure.

· A functional work team brought together as a task force to look at specific issue or problem would disband as soon as it had completed its specific assignment.

3. Multidisciplinary work teams:

· May consist of employees from various functional areas and sometimes several organizational levels who collectively have specific goal oriented tasks.

· Multidisciplinary teams are like task forces.

4. Self managing work teams:

· Normally consists of employees who work together daily to make an entire product or deliver an entire service.

· Members may all be from a single functional area, but more often such teams are multidisciplinary. 

2. How can HR support team effectiveness?

A framework for team effectiveness:

· Although teams offer great potential, that potential isn’t always realized.

· Even when teams do fulfill their potential, tem members and their organizations may experience unanticipated negative side effects, such as lingering political fights and turnover.

Effectiveness criteria:

· Measure the outcomes achieved by individual members and the team as a whole.

· A particular work team may be effective in some respects and ineffective in others. For example, a team may take longer than expected to make a decision. On speed and cost criteria, the team may take longer than expected to make a decision.

· Also on speed and cost criteria, the team may seem ineffective.

· On creativity and customer satisfaction, the team would be viewed as effective.

· Individual members of the team may feel that their own work is slowed down by having to get agreement from other team members before they proceed.

· Through discussion, individuals develop a better understanding of other perspectives and gain new technical knowledge and skills.

Effectiveness determinants:

· In achieving team effectiveness, it involves knowing about the various factors that determine how well the team is doing with respect to the effectiveness criteria.

· Effectiveness is determined by three main sets of influences: 

1. The external context in which the team operates.

2. Team design.

3. Internal team processes.

· When teams are ineffective, managers must be able o diagnose and correct the causes of the teams problems and poor team performance.

· Teamwork always presents challenges. Managers who understand its nature and challenges are in the best position to take advantage of teamwork and anticipate some of the problems that often crop up when teams are used.

· Internal team processes may be the most immediate cause of performance problems because the root cause of those problems may lie elsewhere. The team members may be doing the best they can but under adverse circumstances. Their internal problems may be due to the design of the team or to aspects of the external context.

Task 13

Discussion Task

1. What are the characteristic of cultural differences?

Power distance:

· Power distance can be defined as the extent to which the less powerful members of the organization in a country expect and accept that power is distributed unequally.

Uncertainty avoidance:

· The degree to which members of a society attempt to avoid ambiguity, risk and the indefiniteness of the future is the measure of its uncertainty avoidance.

Individualism:

· A combination of the degree to which society experts people to take care of themselves and their immediate families and the degree to which individuals believe they are masters of their own destinies.

Collectivism: 

· Refers to a tight social framework in which group (family, clan, organization and nation) members focus on the common welfare and feel strong loyalty toward one another.

Masculinity:

· The degree to which assertiveness and the acquisition of money and material things are valued, as well as the degree of indifference to others quality of life.

Feminity:

· A more nurturing, people oriented approach to life.

Confucian dynamism:

· Confucius was a civil servant in China. Known for his wisdom, he developed a pragmatic set of rules for daily life. The following key principles of Confucian dynamism comprise a set of pragmatic set of rules for daily life that focus on the treatment of others and personal responsibilities.

1. The stability of society is based on unequal relationships between people.

2. The family is the prototype of all social organizations.

3. People should treat others as they would like to be treated.

4. A person’s task in life consists of acquiring knowledge and skills to enable them to advance, just as these managers would like to be treated.

Managerial implications:

· Understanding culture can make you a better manager even if you leave your home country.

· In an increasingly global market, managers in every country must think globally.

· Global competition is a reality and the number of managers and workers taking assignments in countries and other than their own is rapidly increasing. These workers bring aspects of their own cultures into their organizations, neighborhoods, school systems and homes.

Task 14

Strategy Task

1. It is the responsibility of the company to cope with the disadvantaged position of females and members of ethnic minority’s society.

Women in the workplace:

Glass ceiling: 

· Invisible barriers that limit women’s progress towards equality in the workplace.

· This ceiling prohibits women from advancing or being promoted within their companies and can often lead to lawsuits of sexual discrimination.

· The three levels of the glass ceiling are called apprenticeship, the pipeline and Alice in wonderland.

1. Apprenticeship – The glass ceiling at this level does not exist. To determine if the boundaries of apprenticeship exist, the employees must look at certain thing such as salary and behaviour of the individuals already within the company. For women in apprenticeships the realities of the low status combined with sex discrimination, have proven to daunting. Women have relied on three things to survive, peer support, camaraderie, humor and intense development of skill and expertise.

2. Pipeline – The range of jobs, post apprenticeship, but are before senior top management because there are women who have made it beyond the pipeline and some question whether the glass ceiling really exists at this level.

3. Alice in wonderland – When women reach this level, the rules, relationships and behaviors of the others at this level seem to have changed so dramatically different, women frequently feel as if they have to run as fast as they can just to stay in place and for many the final outcome seems to be a corporate version of off with their heads! For women who have successfully reached this level, it becomes very important to reemphasize peer support and camaraderie. Women at this level need to seek even greater visibility outside their companies, through community, professional, political or other public involvement as a way to ensure balanced responses about their success.

Stereotypes:

· The problem develops when people use the stereotype to prejudge the abilities and competence of others when creating expectations.

· When people do not meet up to the expectations, it can threaten the relationship.

· Most people consider the terms emotional and nurturing to be more feminine and the terms aggressive and competitive to be more masculine. Although the terms describe both men and women, they are stereotyped to the different genders. These stereotypes are based on the prehistoric ideal of the male hunter and the female child bearer.

Six steps to creating a positive work environment between men and women:

1. Understanding that women and men are, in many ways, members of different cultures.

2. Educating employees about how different protocols in male and female cultures can come into conflict in the workplace.

3. Teaching employee’s ways in which gender cultures can interact with understanding, tact and civility, the basic skills of gender diplomacy.

4. Encouraging employees to give immediate feedback that can be understood, when they are offended by another’s behaviour.

5. Creating safe and just forms for male and female employees to express grievances ask questions and mutually negotiate new social contracts.

6. Implementing training programs for managers in which they can learn how to facilitate charged gender conflicts before they become legal issues.

2. It is the responsibility of the company to cope with the disadvantaged position of handicapped and members of the ethnic minority’s society.

Advice for women managers:

· Don’t fall for the notion of trying to be one of the boys. Act like a woman.

· Give employees guidelines about what you expect and let them figure out how to do the work. By giving people freedom to express their creative side, is the best way to get the best work done from them.

· Know how to use computers. Keep up on all the latest technology advances. If a problem arises and you don’t know the system, this looks bad on your part.

· Take charge of your health. Exercise and eat right. By exercising this causes your body to do different things and concentrating on that actually improves your mind. It causes your brain cells to make more connections and, believe it or not, that is how you keep getting smarter.

· Believe in yourself. Women defeat themselves when they say things such as oh I could never do that. By believing in yourself and having faith in your abilities, only makes you stronger. 

Five organizational stages of valuing women in the workplace:

1. Were staying out of trouble.

Organizations respond to inside and outside pressures and after recruitment and promotion practices primarily to avoid legal action. It is the law and the consequence of not abiding by it impels them to think about how women are perceived and treated.

2.  We need to react.

Organizations realize that women have many career and family challenges not shared by men. They become aware of high female turnover miss, greater female absenteeism and complaints about differential task assignments and stunted career opportunities. This awareness is seldom translated inot action, however and there is no concerted efforts to do anything other than ensure compliance with affirmative action mandates.

3. It’s a case of survival.

Organizations begin to view women in the context of the bottom line. They recognize women as an economic resource, but may not be sure how best to capitalize on that resource. The organization acknowledges that addressing gender issues is important to the organization as a whole. The training offered is used chiefly to help women fit into the male culture. The emphasis is on changing women, not on changing the organizational culture to value female work behaviour.

4. It’s the right thing to do.

The company has a top level commitment to addressing the underemployment of women and makes a genuine attempt to develop policies and programs that are inclusive rather than exclusive. Women are seen as a source of competitive advantage and women’s employment and promotion are tied to managerial accountability.

5. It’s part of our culture.

In this deal organization no group of employees feels disadvantaged. The value of diversity permeates the organizational culture. This stage may be difficult or impossible for many organizations to reach. Moving to this stage will become a high priority for those organizations that want to be competitive.

Corporate strategies:

The most common strategy that companies employ is to identify high potential women and help them develop by giving them accountability. In addition companies develop mentoring and networking opportunities, sent to women to executive development programs and established family friendly programs such as flextime, telecommuting and child care. 

3. Can a company reject a promotion of an incurable disease that does not directly affect the performance?

There is a critical distinction to be made between employees who are HIV positive and those who have developed active AIDS. Distressingly enough, managers who must make this distinction, since the people affected may not volunteer or even admit to themselves how far their illness has progressed.

Employees who are HIV positive are fully capable of providing normal, productive work. Supervisors should base every decision regarding their recruitment, evaluation and promotion on merit alone and not on some imprecise motion of life expectancy.

A challenge for managers is dealing with employees in advanced stages of AIDS, when performance is declining, attendance and dependability are haphazard, confidentially has been jeopardized or swept aside by the rumor mill and unit productivity and morale have begun to suffer serious damage. By extension, a managers own performance will now be in question as well.

The most difficult aspect of AIDS for a manager is the inability or reluctance of the AIDS victims to recognize how far their health has actually deteriorated.

AIDS is a challenge to our humanity as well as to our reason because it robs us of a little bit.

4. Does a manager have moral responsibility towards the employees concerns?

Moral responsibility:

This can be referred to two different but related things. First, a person has 'moral responsibility' for a situation if that person has an obligation to ensure that something happens. Second, a person has moral responsibility for a situation when it would be correct to morally praise or blame that person for the situation. In most situations, moral responsibility is an issue of balancing of various needs, including one's own. As such, I think it is an illusion to treat moral responsibility as an absolute.

Moral responsibility is when there are right things you should do. However you do have a choice to do what is right such as caring for your family, earning a living, paying taxes etc. These are moral responsibilities. You can break them at any time but you will hopefully feel guilt and shame and resume your moral responsibilities. You always have moral responsibilities throughout your life time. What makes a person strong is to know, face, and do your moral responsibilities.

Task 15

Study Task

1. Discuss EU legislation.

EU legislation: 

The Law of the European Union is the unique legal system which operates alongside the laws of Member States of the European Union (EU). 

The European Union Directive, a set of privacy requirements that took effect in 1998 and ordered European member nations to enact compliant legislation. It deals with the establishment of Data Protection Authorities, people's rights to personal information and enforcement.

Equal rights for men and women:

As a citizen of the European Union, you do in fact have the right to work in any country of the

European Union. Whatever the country you are working in, Community legislation lays down that you should not be discriminated against in the workplace on the basis of your sex. This means that, whether you are a woman or a man, you should be treated equally and granted the same rights and opportunities in the workplace.

Health and safety at work:

There are important directives on visual display units, eye protection, and manual lifting of heavy loads, protective equipment and workplace safety. By adoption and application in the recent decades, it has been possible to improve working conditions in the EU member states and make considerable process in reducing the incident of work related accidents and illnesses.  The number of women at work is continuing to increase in the workplace; therefore better account must be taken of health and safety with specifically affect women. 

Directive on visual display units:

Under the direct employees must:

a) Analyze display screen workstations to identify potential hazards and take measures to remedy any health and safety problem discovered.

b) Train employees in the proper use of display screen equipment, inform workers of relevant facts and consult employee representatives about VDU matters.

c) Plan VDU operator’s daily schedules in order to interrupt long periods of screen work and to create changes of activity.

d) Ensure that workstations satisfy the technical requirements of the directive in relation to screen size and luminosity, keyboard design, working environment etc.

e) Provide employees with eye and eyesight tests prior to their commencing VDU work and at regular intervals thereafter. Firms must apply special spectacles if employee’s normal spectacles are not suitable for display screen jobs.

The framework directive:

Employee must insure the prevention of occupational risks, eliminate dangers, inform and consult with workers and invite the balanced participation of employee representatives when dealing with health and safety matters.

Directive on the protection of pregnant employees:

All pregnant workers are protected against dismissal on the grounds of pregnancy, regardless of length of service and maintain all their contractual employment rights during maternity leave, which a minimum of 14 weeks must be granted and associated absences.

State financial support is payable during maternity leave. Further entitlements are that:

a) A pregnant worker may refuse to work at night if a doctor certifies that night working could endanger the woman’s health. An alternative day job must be offered for a 16 week period, which eight weeks must be prior to the expected date of birth of the child.

b) The employer must assess the risks of particular jobs to the health of pregnant workers and inform the person of any potential hazards. Working conditions must be adjusted to protect the women’s health and safety. The exposure of pregnant employees to certain specified harmful substances and processes is illegal.

c) Pregnant women may take paid time off to attend antenatal examinations during working hours.

Directive on mass redundancies:

This directive requires that companies give prior notification of group redundancies scheduled for implementation over a period of 30 days or less.

Directive on safeguarding employee rights following the transfer of ownership of undertakings:

The purpose of this directive is to protect employee’s rights and to compel management to inform and consult with employee representatives on the transfer of the ownership of a business. General information about the transfer must be disclosed, plus specific facts regarding its effects on particular groups of workers. Employee’s terms and conditions of service cannot be altered at the time of transfer and workers may only be declared redundant if this can be objectively justified at the moment the business changes hands. If redundancies are necessary, the new owner automatically assumes full responsibility for making statutory redundancy payments to the people involved.

Directive on the protection of employees following an employer’s insolvency:

The directive obliges the state to pay workers dismissed in consequence of an employing firm’s insolvency all outstanding maternity pay, holiday pay for up to six weeks accumulated over the previous twelve months, up to eight weeks arrears of wages, amounts due as compensation for redundancy or unfair dismissal and pay for employees statutory minimum periods of notice.
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Quality management

Total quality management:

·  A comprehensive and structured approach to organizational management that seeks to improve the quality of products and services through ongoing refinements in response to continuous feedback.

· A business management strategy aimed at embedding awareness of quality in all organizational processes.

· A type of program aimed at maximising customer satisfaction through continuous improvements.

The service profit chain:

· Establishes relationships between profitability, customer loyalty and employee satisfaction, loyalty and productivity.

· The links in the chain which should be regarded as propositions are as follows: profit and growth are stimulated primarily by customer loyalty. Loyalty is a direct result of customer satisfaction.

· Satisfaction is largely influenced by the value of services provided to customers.

· Value is created by satisfied, loyal and productive employees.

· Employee satisfaction, in turn, results primarily from high quality support services and polices that  enable employees to deliver results to customers.
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Operating strategy and service delivery system = human resources management.

The role of human resource management in quality management:

· Workplace Design - Enables the employees to carry out their jobs successfully .
· Job Design - Tasks and responsibilities a job entails and how this challenges the employees.
· Employee Selection and Development - Right person in to the right position and the career guidance the employees receive.

· Employee Rewards and Recognition - Rewarded and recognised for their inputs.
· Tools for Customers - Employees receive technology and training with which make the processes of serving customers more efficient.
The role of HRM linked to the service profit chain:

· Employee Retention & Productivity - refers to how long an employee sticks with the company.

· External Service Value - The results for the customer. It is the product or service the company sells delivered by the employees.
· Customer Satisfaction - Dependant upon the external service value. extent are the services designed and delivered to meet  targeted customer's needs.
· Customer Loyalty - Expressed by retention, repeated business, or referral to friends and acquaintances.
· Revenue Growth - Result of an increase in the external service value, growth of the number of customers.
· Profitability - Increase as a result of the customer loyalty, stimulate retention and repeated business which increases a companies profitability. 

The role of HRM in quality management:
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The four provider gaps, causing the customer gap, are the following:

The service quality gaps:

Gap 1: Not knowing what customers expect.
Gap 2: Not selecting the right service designs and standards.
Gap 3: Not delivering to right service standards.
Gap 4: Not matching performance to promises.
Gap 3: The service delivery gap, this Gap is due to: 
7. Specifications which are too complicated. 
8. Employees not agreeing with the specifications.
9. Specifications not being in line with the existing corporate culture.
10. Bad management of service operations.
11. Lacking or insufficient internal Marketing.
12. Technology and systems not facilitating performance according to specifications.
Gap 4: The market communication gap, this gap is due to: 
4. Lacking or insufficient communication between external marketing and operations - insufficient internal marketing.
5. The organisation failing to perform according to specifications, whereas market communication campaigns follow these specifications.
6. An inherent propensity to exaggerate and, thus, promise too much.
Internal marketing:

The notion of internal marketing has brought three new aspects to HRM:
4. The employees are a first and internal market.
5. Internal marketing has to be planned and implemented with a similar approach as external marketing.
6. The need to view people, functions and departments internal to the firm as internal customers.
 Internal marketing has two types of processes:
2. Attitude Management: 
· Motivation for customer consciousness and service-mindedness has to be managed.

 2. Communications management: 
· Managers, supervisors, contact people, and support staff need information to be able to perform their tasks as leaders and managers and as service provides to internal and external customers.
· Information about job routines, goods & service features, promises given to customers by, for ex, advertising campaigns and salespersons, and so on. 
HRM
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Organizational change

Innovation:

· A new way of doing something. It may refer to incremental, radical, and revolutionary changes in thinking, products, processes, or organizations.

· The process of creating and implementing a new idea.

Organizational change:

· Any transformation in the design or functioning of an organization.

Necessity for change:

1. Growth - Result in a higher demand which will demand an increase in capacity. 
2. Competition - Can force a company to lower prices, focus on other markets.
3. Customers - Can demand new features in products and services to which a company has to respond in order to keep them satisfied.
4. Unsatisfactory Performance - Indicated by lower production rates, decreasing sales numbers will also force a company to change parts of their operation.
5. New Ideas
What to change:

1. Technological Change - Modifications to the work methods an organisation uses to accomplish its tasks.
2. Change by Redesign - Reorganising-redesigning the organisation's departmentalisation, co-ordination, span of control, reporting relationships, or centralisation of decision making is a relatively quick method for changing an organisation. 
3. Change of Tasks - Two dramatically different ways of changing a task are job simplification and job enrichment.
4. People-oriented Change - Focussing on changing employee perceptions, attitudes, competencies and expectations.
Corporate culture:

· Culture refers to an organization's values, beliefs, and behaviors. In general, it is concerned with beliefs and values on the basis of which people interpret experiences and behave, individually and in groups.

The elements of culture:

1. Shared Assumptions - Thoughts and feelings that members of a culture take for granted and believe to be true.
2. Shared Values - Basic belief about a condition that has considerable importance & meaning to individuals & is stable over time.
3. Shared Socialisation - New members are brought into a culture.
4. Shared Symbols - Symbols may be expressed through logos, architecture, parking priorities, uniforms, etc. 
5. Shared Language - Vocal sounds, written signs, and/or gestures used to convey special meanings among members. The elements of this system include slang, gestures, signals, signs, songs, humour, jokes, gossip, rumours, proverbs, metaphors, and slogans.
6. Shared Narratives - Are unique stories, sagas, legends, and myths in a culture.
7. Shared Practices - Practices include taboos and rites and ceremonies.
The process of change, a strategic approach:

1. Assess the Environment - The organisation receives information that may signal the need for change.
2. Determine the Performance Gap - Can be defined as the difference between what the organisation wants to do according to the environmental assessment and what it actually does.
3. Diagnose Organisational Problems - Is to identify the nature and extent of problems before taking action. 

4. Identify Sources of Resistance - People and sometimes even entire organisations tend to resist change for five reasons: fear, vested interests, misunderstandings, different assessments of the situations, and inter organisational agreements.
5. Reduce Resistance - Used methods for managing resistance are education, allowing participation, negotiation, or co-optation.
6. Set Goals - Based on realistic objectives, stated in clear and measurable terms, consistent with organisations overall goals and policies and attainable.
7. Implement the Changes - Change depends primarily on how well the organisation reinforces newly learned behaviours during and after the change effort.  

8. Follow up the Change - Results should be monitored to ensure that the change process has been successful.
The process of change, a people oriented approach:

1. Establish a Sense of Urgency
2. Mobilise Commitment by Joint Diagnosis of Problems - Teams analysing what should be improve will create a shared understanding.
3. Create a Guiding Coalition - Influential people, who act as missionaries and implementers.
4. Develop a Shared Vision - To transform an organisation, a new vision is usually required.
5. Communicate the Vision - key elements in effectively communicating a vision include: Keep it simple, Use multiple channels, Use repetition, Lead by example.
6. Enable Employees to Facilitate the Change - Removing barriers the employees may experience by implementing the companies new vision.

7. Generate Short-Term Wins - Employees need reinforcement periodically.
8. Consolidate Gains & Produce More Change - company can use the credibility from such short-term wins to change all the systems, structures, and policies.
9. Anchor the New Way of Doing Things - changes require a corresponding change in employees shared values, assumptions, and norms that shape the socialisation activities, language, symbols, rites, and ceremonies.
10. Monitor Progress & Adjust the Vision as Required - Progress must be monitored.

The process of change, methods of overcoming resistance:

	Method 
	Situations 
	Advantages 
	Drawbacks 

	Education: Educating the people who resist upon the necessity of the change.
	When there is a lack of information or inaccurate information and analysis. 
	Once persuaded, people will often help with the implementation of the change. 
	Can be very time-consuming if many people are involved. 

	Participation: Allowing participation and involvement of the people who resist.
	When the initiators do not have all the information they need to design and others have considerable power to resist. 
	People who participate will be committed to implementing change, and any relevant information they have will be integrated into the change plan. 
	Can be very time-consuming if participants design an inappropriate change. 

	Negotiation: Negotiate with people who resist & offer them incentives or rewards.
	When someone or some group will clearly lose out in a change and that person or group has considerable power to resist. 
	Sometimes it is a relatively easy way to avoid resistance. 
	Can be expensive in many cases if it alerts others to negotiate before complying. 

	Co-optation: Attempting to reduce resistance through manipulation.  
	When other tactics will not work or are too expensive. 
	It can be a relatively quick and inexpensive solution to resistance problems. 
	Can lead to future problems if people feel manipulated. 


The learning organization:

Involvement of all employees in identifying and solving problems, thus enabling the organisation continuously to experiment, improve, and increase its capacity to deliver new and improved goods or services to customers.

The learning organization characteristics:

1. Shared Leadership - In learning organisations, all employees share at least some leadership responsibilities.
2. Empowerment - Employees receive the power responsibility to make changes to solve problems as they see fit.
3. Continuous Learning - Encourage individual learning in numerous ways.
4. Sense of Community - Sense of community, trust and work together.

5. Strategy, Customer Focussed - Understand how important customers are to success. 

6. Long term perspective - Necessary for an organisation's strategy to focus on the long term and not to attach too much value on quarterly reports.
7. Internal alignment - Refers to a design of all systems within the organisation (HRM, communications and logistics.
8. Organisation Design Team based - bosses are practically eliminated as team members take responsibility for training, safety, scheduling vacations, and purchases.

9. Strategic Alliance Network - Use strategic alliances with suppliers, customers, & even competitors as a method of learning.
10. Boundary less - Network of co-operating units connected by complex interdependencies & separated by few boundaries.
11. Use of Information -
Extensive Scanning - External & internal environment for information.
Measurement oriented - Increase performance& measure periodically.
Shared Problems & Solutions - Sharing information about the problems they face and the solutions they discover, employees minimise the number of times they reinvent the wheel and speed up the process of organisational learning.

	Interviewing Techniques:
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Appraising Performance

Appraising performance:

· A way of assessing the employee’s actual performance relative to the work standards. 

· Appraisal performance is provides an opportunity for the manager and the subordinate to review the subordinates work related behaviour. 

· It is part of the businesses career planning process and helps a manger to improve their management.

· Can be viewed as the process of assessing and recording staff performance for the purpose of making judgments about staff that lead to decisions. 

The aims of appraising performance:

· Give feedback on performance to employees.

· Identify employee training needs.

· Document criteria used to allocate organizational rewards.

· Form a basis for personnel decisions: salary increases, promotions, disciplinary actions, etc.

· Provide the opportunity for organizational diagnosis and development.

· Facilitate communication between employee and administrator.

· Validate selection techniques and human resource policies to meet federal Equal Employment Opportunity requirements.

	Appraisal Methods:

	Tool
	Advantages
	Disadvantages

	Graphic rating scale method
	· Simple to use.

· When the supervisor groups all the employees together, and picks the best employee, and goes back and forth until all the employees are ranked best to worst.

· Avoids central tendency and other problems of rating scales.


	· May be unfair if all employees are, in fact, excellent.

· Standards may not be clear because the rating scale may be too open to interruption.



	Alternation ranking method
	· Simple to use but not like graphic rating scales.

· Avoids central tendency and other problems of rating scales.
	· Can cause disagreements with employees and may be unfair if all employees are excellent.

	Paired comparison method
	· Compares each employee to all employees on how well they perform in an office.
	· Time consuming

	Forced distribution method
	· End up with a number or percentage of people in each group.

· All employees are grouped into categories, best, average and worst.


	· Appraisal results depend on your choice of cutoff points.

	Critical incident method
	· Helps identify the right and wrong of an employee’s performance.

· Forces a supervisor to evaluate subordinates on a regular basis.

· The supervisor has specific incidents to judge performance by.
	· Difficult to rate or rank employees relative to one another.

· There is no way to compare the employees to one another because the critical incidents are different for each person.

	Narrative forms
	· Managers may be allowed to write whatever they want, or they may be required to answer questions about employee’s performance.
	· Requires the manager to write a statement about the employee’s performance. 



	Behaviorally anchor rating scales (Bars)
	· Very accurate.

· The supervisor can usually tell what an employee would do in a certain situation, and has anchors to compare the employee to.
	· It is difficult to decide on an incident that would justify each ranking on the scale.  

· It is also difficult to develop for positions with varying responsibility.

	The management by objectives method (MBO)
	· Joined with agreed upon performance objectives.
	· Time consuming.
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Exit interview

Exit interview:

· An interview conducted by an employer of a departing employee. 

· They are generally conducted by a relatively neutral party, such as a human resources staff member. 

· The purpose of an exit interview is usually to gather data for improving working conditions and retaining employees. 

· Final formal meeting between the management and an employee leaving the firm. 

· It is used as a learning opportunity for the executive concerned who seeks candidate’s views on work related problems.

· Common questions asked in exit interviews are:

·  What are your primary reasons for leaving?

· What did you find most satisfying about your job?

· What did you find most frustrating about your job?

· Were there any company policies or procedures that made your work more difficult, etc.

	Leadership:
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The Monitor role

Competency 1 – Managing information through critical thinking.

Critical thinking:

· Is the discipline of rigorously and skillfully using information, experience, observation and reasoning to guide your decisions, actions and beliefs. 

· Is the careful, deliberate determination of whether we should accept, reject, or suspend judgment about a claim and the degree of confidence with which we accept or reject it.
· It is a purposeful and reflective judgment about what to believe or what to do in response to observations, experience, verbal or written expressions, or arguments.
· Employs not only logic but broad intellectual criteria such as clarity, credibility, accuracy, precision, relevance, depth, breadth, significance and fairness.
Competency 2 – Managing information overload.

Data overload and information gaps:

· A major problem confronting managers is too irrelevant information.
· Managers are surrounded by data that do not tell them what they need to know but that demand attention anyway.
· The smart managers learn to watch the helpful data and ignore the irrelevant stuff. Less sophisticated managers drown in information anxiety.

The traf system: toss, refer, act, file:

1. Great managers establish information management habits and systems that force them to do something with every piece of paper of paper and information.

2. Without a system, you may not be able to wade through the insignificance stuff to find the information you need, when yo9u need it.

Winston’s advice on traffing gives you four options: 

1. Toss papers into the wastebasket or recycling bin or delete them from your electronic inbox, if they are not immediately valuable. If you throw something out that you later discovered you need, you can usually get another copy. For email messages, the electronic version of tossing is deleting.

2. Refer messages to other people, secretary, staff, and colleagues. You should probably set up files for the people you most often refer things to. You can usually save time by using a post it not that briefly explains why you’re referring the information. You can easi8ly so the same for email documents by forwarding them with a note from you.

3. Act by putting papers requiring your personal action such as writing a response letter or a brief report in an action box or folder. In addition to placing documents in an act folder, you should also record the action you need to take on your to do list. Most managers do better with a written to do list than working from memory alone.

4. File documents by indicating on the document itself the name of the file into which it should go. Put the paper in a box or file labeled to file. Keep in mind that reading in terms of this system is a form of acting. If a document takes more than five minuets to read, put it in the act box.

The OABC method: A template for composing concise messages. Developed by William Baker.

The outline of the message is usually best ordered in the following way:

1. Opening - A quick statement of greeting that sets a positive climate and also identifies you if you are a stranger to your audience.

2. Agenda – An outline or map of what your message is about. Even brief messages usually need a frame or border to go around with them.

3. Body – The business message itself, expressed in concrete and simple terms.

4. Closing – A concluding statement of what you want the person to do who does what by when? And a cordial and efficient ending such as a simple thank you.

Competency 3 – Managing core processes.

Monitoring the value chain: How do we know he were doing?

The value chain is a picture of all activities a business uses to produce and deliver something its customers will value.

The five primary activities involving the following:

1. Bringing materials or information into the organization.

2. Operating on them.

3. Sending them out.

4. Marketing them.

5. Servicing them.

The four support activities, surrounding these primary activities and help them operate more effectively are:

1. Firm infrastructure – The planning, legal, financial and accounting transactions used to add value to materials and information.

2. Human resource management – The hiring, training, compensating and socializing of people who do the work.

3. Technology development – The equipment, tools and information that makes value adding possible.

4. Procurement – Acquiring the equipment, tools, ideas and information necessary to maintain and improve the primary activities.
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The Coordinator role

Job design (redesign): motivational criteria

Five job characteristics are:

1. Skill variety – The degree to which the job requires the individual to perform a wide range of tasks.

2. Task identity – the degree to which the job requires completion of a whole piece of work that employees can indentify as resulting from their individual effort.

3. Task significance – The degree to which the job is seen as having an impact on the lives or work of other people.

4. Autonomy – The degree to which employees have discretion in determining work schedules and procedures.

5. Feedback – The degree to which the job provides employees with clear and direct information about job performance.

Three psychological states are:

1. Experienced meaningfulness of the work.

2. Experienced responsibility for outcomes of the work.

3. Knowledge of actual results of the work.

Job design strategies:

Work arrangement (or rearrangement) aimed at reducing or overcoming job dissatisfaction and employee alienation arising from repetitive and mechanistic tasks. Through job design, organizations try to raise productivity levels by offering non-monetary rewards such as greater satisfaction from a sense of personal achievement in meeting the increased challenge and responsibility of one's work.

Job enlargement:

The number of tasks associated with a job is increased (and appropriate training provided) to add greater variety to activities, thus reducing monotony. It is a horizontal restructuring method in that the job is enlarged by adding related tasks. Job enlargement may also result in greater workforce flexibility.

Job rotation:

Employees are moved between two or more jobs in a planned manner. The objective is to expose the employees to different experiences and wider variety of skills to enhance job satisfaction and to cross-train them.

Job enrichment:

Adds new sources of job satisfaction by increasing the level of responsibility of the employee. It is a vertical restructuring method in that it gives the employee additional authority, autonomy, and control over the way the job is accomplished. 

Four approaches to job enrichment:

1. Forming natural work units – Distributing work according to a logic that is based on workflow and completion of a whole job.

2. Establishing client relationships – Wherever possible, employees should have direct contact with the ultimate user of the product or service provided.

3. Vertical loading of jobs – The redesign of jobs so that employees have greater responsibility and control over work schedules, work methods and quality checks and as a consequence have greater autonomy.

4. Opening feedback channels – Increasing feedback to employees increases their opportunity to adjust and improve their performance.

Key guidelines for managing cross functionally:

1. Clarify and charter and get team buy in – The cross functional team will generally take the formal charge from senior management; the team must also feel ownership over the goals. Sometimes the cross functional team will need to meet with senior management to negotiate the goal or to make sure that there is a shared understanding.

2. Seek to create a critical mass of leadership – A single functional unit can generally get by with a single leader, most cross functional groups cannot. If the ultimate purpose of cross functional teams is to make optimal use of people from across different functions, each of these functions must have a strong leadership voice.

3. Hold the team and its members accountable for its performance – Once team members have bought into goals, they must also buy into the process. Everyone must feel responsible for the team’s performance. Team goals should be translated into clear short term objectives and milestones that are constantly visible and in the forefront of everyone’s thinking.

4. Keep functional teams as small as possible with critical functional representation – In determining the optimal team size, finding the right mix of people is critical. If all functional areas are represented, but one team member cannot see the value of working on a cross functional team, size will quickly become a secondary issue.

5. Provide the cross functionality team with constantly updated and relevant information – Optimal effectiveness of cross functional teams will be achieved only if these teams are given what was formerly assumed to be the prerogative of management, authority to make decisions and the information with which to make these decisions in the most reasonable way.

6. Train member’s n teamwork and process management – Operating in cross functional teams with complex and fuzzy authority and reporting relationships necessitates that members know the core skills of teamwork. There needs to be conscious effort to develop as a team and organizations must often be willing to give people training in interpersonal skills. A clear understanding of the various processes that must be mastered in the completion of a project or task is critical.

7. Clarify expectations within and between teams – Each individual who is part of a functional team has three responsibility perspectives, the team, the function and the larger organization.  A step that is useful here is the collocation of team members. Whenever possible, cross functional team members should be located as closer as possible in the same building on the same floor and in the same area. Physical proximity allows for more regular and more informal integrations. Collocating team members also sends a very clear message regarding the importance of the project.

8. Encourage team members to be willing to step out of their roles – The increasing use of functional teams suggests that more and more leaders on one project will be followers on the next. The most successful teams are the paradoxes that are associated with having clearly defined roles and responsibilities, while simultaneously expecting that everyone does everything that needs to be done.
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The Director role

Vision:

A description of what an organization, or person would like to achieve or accomplish in the mid-term or long-term future. It is intended to serves as a clear guide for choosing current and future courses of action. See also mission statement.

Personal actions:

The leader can exert incredible influence with clear and compelling communication of the vision. Job satisfaction, motivation, commitment, loyalty, clarity about the organizations values, pride in the organization and organizational productivity can all positively affect.

Lessons learned from goal setting, research and practice: 

1. Specific challenging goals tend to result in better performance than vaguely specified, easily attained goals. Goal setting is more effective when goals are clearly defined in terms of what needs to happen, how often, in what quantity and by when.

2. Feedback on progress in goal attainment enhances the process. Feedback on progress toward the desired objective is essential.

3. Goals should be prioritized if they are more than one.

4. Informal competition among employees produced by goal setting and feedback can enhance the benefits of the process.

5. Goal accomplishment and performance should be rewarded. Incentives cover from monetary incentives to various forms of nonmonetary reward.

6. Goal setting can be an important part of performance management. Performance appraisal processes serve several intended and sometimes unintended functions in organizations. Appraisals lead to the identification of strengths and weaknesses in individual performance and improved individual and organizational performance.

7. Individuals need to develop action plans to carry out their goals. Action plans detail the specific tasks and schedules required to accomplish goals.

8. Organizational policies need to be reviewed for consistency and complementarity with goal accomplishment.

9. The climate within which goal setting occurs should be a supportive one in which manager’s help and encourage their employees to succeed. 

10. Depending on how they are used, goals can decrease or increase the amount of stress perceived by subordinates. The goal setting process can reduce or prevent negative stress by making certain expectations are clear.

Using goals and objectives as management tool:

Management by objectives (MBO) type approaches:

A term used to describe a broad array of terms, procedures and programs.

Characteristics of MBO type processes:

1. Joint goal setting between members of two consecutive levels of supervision.

· Managers provide subordinates with a framework reflecting their own goals and objectives.

· Subordinates propose objectives for themselves.

· Managers and subordinates discuss, sometimes modify and eventually agree upon a set of objectives for the subordinates.

2. Periodic measurement and comparison of actual performance against agreed upon goals and objectives.

· Subordinates review their own progress and describe in periodically as agreed to their managers.

· This sequence is repeated as necessary.

3. Objectives, whenever and wherever possible are stated in quantifiable terms such as units, dollars, percentages etc.

Designing and organizing:

1. Strategy – The organizations formula for winning, it specifies the goals and objectives to be achieved as well as the values and mission that will drive the organization. Strategy in the design process is aimed at setting out the basic directions of the organization.

2. Structure – The placement of the power and authority in the organization. The elements of structure include specialization, span of control, distribution of power and departmentalization.

3. Processes – Include information and decision processes that span the breadth and depth of the organizations structure. They include management processes which are both vertical and horizontal.

4. Records – The outcome hoped for reward systems is the alignment of the goals of individual employees with the goals of the organization.

5. People – Human resource models that relate to the attraction, recruitment, selection, development and rotation of employees. These policies when combined and aligned appropriately produce the talent pool that is necessary to the strategy and structure of the organization.

Designing organizations through departmentalization:

Departmentalization – Dividing jobs among organizational members. Employees are grouped into departments according to some logic.

Departmentation by function – creates departments based on specific functions that people perform such as financial management offices, engineering departments and legal offices are grouped by function. All people in these offices perform similar functions.

Departmentation by division – creates departments based on services, clients, territories or time differences. Organization by division increases organizational efficiency because the departments can be more responsive to specific client or regional needs.

Departmentation by matrix – Attempts to reap the advantages and overcome the disadvantages of functional and divisional organizational forms by combining the two. In matrix organizations, employees are assigned the two. In matrix organizations, employees are assigned 1. To a functional department and 2. To a cross functional team that focuses on specific projects or programs.

Lines of authority:

Unity of command principle – The principle ensures that employees should know from whom they should expect job assignments and reduces the potential for conflicting job assignments.

Scalar principle – states that there should be a clear line of command linking each employee to the next higher level of authority, up to and including the highest level of management. When lines of authority are clear it is easier to know who is responsible for the completion of each job.

Span of control – States that a person can effectively manage only a limited number of employees. The principle recognizes that as the number of individuals reporting to a manager increases, the more difficult it is to coordinate and control individual efforts.

Tall organizations – Organizations with many levels in the hierarchy.

Flat organizations – Organizations with fewer levels in the hierarchy.

The Competing Values map:

	 
	Flexibility and discretion
	 

	Internal focus and integration


	Clan
	Adhocracy
	External focus and differentiation

	
	Hierarchy
	Market
	

	 
	Stability and control
	 


 

Four Organizational Culture Types:

1. Clan Culture:

· An open and friendly place to work where people share a lot of themselves. 

· It is like an extended family. Leaders are considered to be mentors or even parental figures. 

· Group loyalty and sense of tradition are strong. 

· There is an emphasis on the long-term benefits of human resources development and great importance is given to group cohesion. 

· There is a strong concern for people. 

· The organization places a premium on teamwork, participation, and consensus.

2. Adhocracy Culture:

· A dynamic, entrepreneurial, and creative place to work. Innovation and risk-taking are embraced by employees and leaders. 

· A commitment to experimentation and thinking differently are what unify the organization. They strive to be on the leading edge. 

· The long-term emphasis is on growth and acquiring new resources. Success means gaining unique and new products or services. 

· Being an industry leader is important. Individual initiative and freedom are encouraged.

3. Hierarchy Culture

· A highly structured and formal place to work. Rules and procedures govern behavior. 

· Leaders strive to be good coordinators and organizers who are efficiency-minded. 

· Maintaining a smooth-running organization is most critical. 

· Formal policies are what hold the group together. 

· Stability, performance, and efficient operations are the long-term goals. 

· Success means dependable delivery, smooth scheduling, and low cost. 

· Management wants security and predictability.

4. Market Culture:

· A results-driven organization focused on job completion. 

· People are competitive and goal-oriented. Leaders are demanding, hard-driving, and productive. 

· The emphasis on winning unifies the organization.

· Reputation and success are common concerns. 

· Long-term focus is on competitive action and achievement of measurable goals and targets. 

· Success means market share and penetration. 

· Competitive pricing and market leadership are important.
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The Producer role

Productivity - A key measure of individual, group and organizational effectiveness.

Optimizing individual performance:

1. Setting goals – Focusing attention on a few options or challenges makes setting goals absolutely essential. A direction or courses of action and in the process suggest skills required for accomplishment of the goals.

2. Becoming totally engaged in and immersed by the activity – Those experiencing the flow state and optimal performance typically become completely engrossed in the activity.

3. Being hypersensitive and aware of the activity as it is occurring – Those individuals who attain the flow state of optimal performance are not easily distracted. They are engaged and involved in the activity.

4. Becoming adept at enjoying the immediate experience in real time – The combination of goal setting, deep involvement, and strict focus and attention allows individuals to enjoy the activity whether the circumstances are ideal or very poor. 

Empowerment and intrinsic motivators:

1. Meaning – The innate worthiness of the task or pursuit, the value or significance of the mission/purpose that drives an individual.

2. Competence – Confidence in one’s ability to perform the task or pursuit skillfully, to not only get the job done but get it done well.

3. Self determination – The direction, autonomy and choice involved in initiating, maintaining and regulating ones actions in the pursuit of the task.

4. Impact – The degree to which an individual can influence strategic, administrative or other outcomes at work, a sense of advancement related to ones purpose.

Balancing competing demands, keeping our line of sight focused on core personal values, vision and goals:

1. Committing to a meaningful purpose.

2. Choosing activities to accomplish the purpose.

3. Implementing the activities.

4. Monitoring implementation for competence.

5. Monitoring progress toward the purpose.

Critical paths and line of sight:

Time management is essentially self management. We constantly must try to manage our critical resources with the most critical being time. We can manage ourselves, how we use the time we have been given for once time has been spent or wasted, it is gone forever.

The prioritization process forces us to make hard choices about what really does matter to us. This step clarifies the fact that rather than trying to do everything and finding our schedules and lives overburdened with commitments, we need to focus and concentrate on our own priorities that is our own personal critical path.

Stress in organizations:

Beyond affecting physical health stress can affect employee’s ability and willingness to do their jobs by reducing their cognitive abilities, levels of energy and motivation as well as their ability to relate interpersonally with coworkers. Individual stress in organizations can be measured in terms of increased absenteeism, turnover and accident rates, low quality of performance and low rate of performance and stress related disability claims. It is important for managers to be aware of how the work environment creates stress for individuals. An individual who is experiencing large amounts of stress caused by workload, financial problems or personal concerns may be more susceptible to colds or other illnesses than one who is experiencing less stress.

Sources of stress:

1. Significant Life Adjustments - Any critical life changes, both pleasant and unpleasant. 

2. Daily Routines - Such as fighting the rush hour traffic or meeting the deadline on an important project zap your energy. You become accustomed to your daily activities and easily overlook their cumulative effect on you. 
3. Unrealistic Self-Expectations - While positive self-expectations motivate you to realize your goals, unrealistic expectations can lead to setting yourself up for failure and a lowering of self-esteem. 
4. Interpersonal Relationships - Both personal and professional relationships require a significant amount of effort to maintain. Poor communication leads to conflicts that can escalate into increased frustration and open hostility.

Personal line of sight, the organizations critical path, and balancing competing demands p255.
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The Broker role

Sources of the broker power:

1. Position power - Authority and influence bestowed by a position or office on whoever is filling or occupying it.
2. Personal power - Influence over others, the source of which resides in the person instead of being vested by the position he or she holds.
3. Expert power - Ability to influence someone regarding a course of action because of specific knowledge, experience, or expertise. A person may be given the power to make decisions for others because he is an expert on the particular subject.

4. Network power – Also known as social capital. Social capital is gained through information and influence you can access through the people who know and trust you and through all those people know.

Dialogue:

· A conversation between two or more people.

· Mutual - Common to or shared by two or more parties. Concerning each of two or more persons or things; especially given or done in return.

Principles for getting to yes:

1. Separate the people from the problem.

The tougher we have to be on the problem, the softer we need to be on people. Once people feel personally threatened or embarrassed, their energy goes into defending their self esteem, not into solving the problem. Keep the focus on the problem even if you feel another person is at fault. On the other hand a healthy level of task conflict can help generate diverse ideas. When you focus on problems, not personalities, you are better able to let people blow off steam without your taking it personally.

2. Focus on interests, not positions.

When we negotiate, we often begin by taking a position. We believe that in the final outcome we can feel good if we have defended that position and not give too much away. When we coach executives, we challenge them to put their purpose before their initial position. Focus on goals and principles behind your position and separate those goals from your own ego as best as you can.

3. Generate other possibilities:

As a manager, you may need to use your negotiation skills in helping others solve problems or reach compromises. This process is called mediation. For cases in which you decide it’s necessary to function as mediator, here are some principles to help you develop your strategy:

1. Acknowledge to your people that you know a conflict exists and propose an approach for resolving it.

2. In studying the position of both parties, maintain a neutral position regarding the disputants if not the issues.

3. Keep the discussion issue oriented, not personally oriented. Focus on the impact the conflict is having on performance.

4. Help your people put things in perspective by focusing first on areas on which they might agree. Try to deal with one issue at a time.

5. Remember, you are a facilitator, not a judge. Judges deal with problems, facilitators deal with solutions.

6. Make sure your people fully support the solution they’ve agreed upon. Don’t stop until both parties have a specific plan and if you sense hesitancy on anyone’s part, push for clarification.

4. Instinct on using objective criteria:

Negotiating can be an emotional ordeal, but good negotiators don’t lose control.

SSSAP:


· Set

· Support

· Sequence

· Access

· Polish 

Set:

Deals with how you handle audience initial mood and expectations. 

Set does three things:

1. It creates a mood and tone favorable to listening and acceptance.

2. It assures the listener that you are worth listening to.

3. It maps the journey you are asking the listener to take with you.

Climate set - The effort you make to establish rapport with the audience and cue them to a mood or style appropriate to the presentation. Rapport is a French word meaning to bring back or refer. In English it means having accord or harmony with another person.

Credibility set – The assurance you provide the audience that you are informed and legitimate speaker that you know what you’re talking about because of your experience, credentials, interest, special expertise etc. often your credibility set is offered by the person who introduces you but, in less formal settings, you may need to provide the credibility set yourself.

Content set – The roadmap you provide your audience. A good communicator remembers what it’s like not to know much about the topic in question. The more we know about a topic the more inclined we are to overestimate how much our audience knows about it.

Support:

The substance of your presentation, the facts, the major reasons you offer for doing one thing rather than another. Without support your claims or recommendations are just opinions. Support is the bonus of your presentation. The support you provide for any presentation should be correct, concrete, complete, relevant and logical.

Anticipate objections and counterarguments – try whenever possible to anticipate objections and counterarguments to your position and address them as you go. This strategy is especially effective when dealing with well informed audiences.

Frame your issue for the opinion leaders – If you are speaking to your colleagues or members of a unit attached to your organization, use your knowledge of that culture to help your support your points.

Sequence:
This is the order or arrangement of your talk. If you are conducting a meeting, it is the agenda you work form. You may have superb content, but if you present it in the wrong order, you may be misunderstood or ignored.

Spill the beans – Unveil your most important message first and then support the point with the elaboration and details.

Deciding on sequence – Deciding what order to use. Presenting things in order in which they occurred, or simple to complex. Think about your purpose and the audiences needs.

Access: 
Making information visually and psychologically vivid to the listener or reader.
Words, numbers, pictures – Visuals are extremely important to access. 

Polish:
This is the finish that you want to put on anything that represents you or carries your reputation with it. It is the added and extra attention to details and little things.
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The Innovator role

The innovator role:

· An innovator or pioneer in a general sense is a person or an organisation who is one of the first to do something and often opens up a new area for others and achieves an innovation.
The three key competencies are:

1. Living with change – as a manager you must often deal with difficult dilemma when experiencing such change, on the one hand you need personally to adjust to an unplanned change that you may not welcome and at the same time present the change to your employees in a manner that helps them to make the adjustments as well. Both cases may require a shift in attitude toward change and a conscious effort to eliminate psychological resistance to change.

Clarity of purpose:

The key to living with change is to be clear about who we are and where we are going. When possess a higher purpose, status and power become servants of that higher purpose. It is then that we can not only live with change, we can even become initiators of change.

The capacity to live with change:

1. Primary choice – Choices that involve specific results. Primary choices often involve external goals.

2. Secondary choice – Choice supports the primary choice and usually involves means to the end represented in the primary choice.

3. Fundamental choice – This has to do with our state of being or basic life orientation. A fundamental choice tends to be about our integrity, our being state, who we are at the core.

Designing change:

Involves considering various alternative courses of action, anticipating consequences of such actions and choosing which specific course of action is appropriate.

Force field analysis:

Technique for identifying and analyzing the positive factors of a situation that help (driving forces) and negative factors that hinder (restraining forces) an entity in attaining its objectives.
Implementing change:

Designing how a change should occur, critical for innovators as the process of designing what change should occur.

Approaches for bringing change:

1. Telling – Assuming that people are guided by reason. This strategy is most effective for normal situations. Telling is not effective in out of the box contexts because it has a narrow, cognitive view of human systems.

2. Forcing – This strategy persuades people to change or face some kind of punishment or sanction. This strategy often involves money and politics.

3. Participating – This strategy involves a more collaborative change process. It is often associated with the facilitator role. 
2. Thinking creatively - Looking at problems or situations from a fresh perspective that suggests unorthodox solutions (which may look unsettling at first). Creative thinking can be stimulated both by a freewheeling (unstructured) process such as brainstorming, and by a step by step (structured) process such as lateral thinking.
3. Managing change – The process during which the changes of a system are implemented in a controlled manner by following a pre-defined framework/model with, to some extent, reasonable modifications.
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