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A Manager’s Guide To Improving 

Workplace Performance

★  minunninSjnuniafUtrn (Identifying Problems)

★  mifumndtumifAnm (Finding Solutions) ^ 0 ^

★  (Evaluating Results)
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A Manager’s Guide To Improving 
Workplace Performance

*  (Identifying Problems)

*  fnrfMi3JflfluUT18LfmtU (Finding Solutions)

£  fm fltom www gtitu (Evaluating Results)
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(Improving Workplace Performance)

Ijsena555aae

9. gnj^ssfgum anntfijra t2m?npjHmjmcinifriJt3insimgt3tSpnj
*1 W V  l*J \ J  RJ C»

to. tncu2t3Hn9Wjslgitsfnmnf^i9tiSGiSHSwj

m. 99cu^sttjifi8m ^usugiugt3frim Hf^j§tjgpj atJujH tB ^Sjnm m Sm m jtnatglatt

n ig ffnnatjsfrn  s tim n m (u m ^ s fn jtm  tim sun^tsm iu tnrnfn iaiilnatn tiiu  

mnnatgiBUtfiRnamHni mHatjiurniunjnniHnfiHHtiuRnjmgTm i HfimuTfifcmfo’ l i n o  u  ( i  i n  i J  cx  Lj  Li U u

sstu3M{gf fSHjmSfim&psmttrij touRcBfimtjggfutflStthFiSm i

<k. ttsstmrpifjgsiRgsatjiHtiiuficun : tSHRmurR^TRfnurucumnfuisitsttnjutrifTi stt
'-J  ^  U  I p i  c*  l_j Lj  l_ru L i  U u  h  m  - oi

mimrgunatimHQtgimHuiintJTtniji aawgfnnmMURcun ttitutRfmnmfnmGQnfij^  v  o  U  c t  c» i «n L ry  -vj u -  t J

tinea

ti. tG§dtuttinuflj?nasiHnfnjmnnifnjt3i:ticutJficufi mHim:mj»8umimff9Tu}nit3ni
n  - o  i n  j u u l Ui u J ^ j

URCUfi (Feedback)

®>. 0jni3t3Hngafncitti|ti9tatnMiafnrt3ii ?t3njiHmtinnt3nimjmnnifnjtnnuMURc5R 

St3 fOlUS *1

Rfnsiatmsuiatjiing:n

•  fnJJnagnQJIfjfinw (Clear Expectation)

•  migsUCrnlaiRgjtfJtTjgiatnnJtJfin (Timely Feedback)
I

•  fnntUlSltnjmttrutiGUUfiffiff (Job aids to guide employees)

• cstns (uirorinn Mfm: atitfim)a

•  wtnJlJfnJ Sv3SR?5QJlfiigjlfij (Clearly defined processes and procedures)

• fnifitumHHnMfiHfnn sufuĝnj
CXJ o»

® tunatnJfiSffBfi ItSCUdnjJiJiatinifnJUtnrnfmtill (incentive system that reward
U  of n o c ^  - o  N

9



performance)

----ccc----------------------

9 . HitjtliRimRURffimalfttifltfuimifimmHfnjtJii saSnsifnjfim m H m jtau Idgusi^  i n  «  oj cu

HnsimnnwHiffifrumtimmiaiJ
V -X>

13. JnQHfif^JSUgiSn?nHJm:fnjBnsiraHLfiJU?nHfnCU:tSfa: (Situational Leadership) 

tBHjMLHufmgwfmifinm safnfmLsitiriatsifnHutinajtngi stinjgfnmuMygtufi 

tawigflpHcuSjuicinjmiBgwnHmims

m. HiGtinfrtinunterotreran ?nHltnfituH?mmnrn?rirtnj
Cl  I Cl  VJ

a. Hit3RtuiRtnssfgt3fnnM8is9tafTiifljnigf!StiuRnj amrtHfrmniv  a  i - o n  i ci  Li i

#. mtjntihR^SHnQCuiRgssimffifriJmnnifriJtnj fawTRfmcmHHatcJisTwitu1 c* Lry Lj I u

e). HnGnnrmmHnQtinGsssinsn^tsis (mspsfmtrnti) (in

measurable terms)

ri. mtiRfuiR, Sfcttiti st3ubimtnssfR?nsitisnm fecmSjm sannaticiifrucuu
c u w  l

utjiRsfgtmsTmtmutSfruiniV  su L j

& nrSntnssffinftjfitiunsrfiritiigittgntij st3tTSw5 MtnasffinM§njudRHtuu - j  u  t J  U  v  M i u

d. n̂HaJgtnaaffnitfitiptarobitnts
9 0 . fitomHtnaafnjgtiw t^mRRHnticuusmcutsitffitusdcut^cutiStjisnfnjirij

OJ U c< o>

to
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tififtrmastemtsmtji m m n :
\ j

g jg a  9  -T- RmQjuMHnSfisitsinafniHfif^stjgcufi StinjHfnmu 

fontfl S fidR -r-
V

fir in g ^  -  R m g iU M H n ip u ip tig tia iH tjiig u g iR

^  fniipifSmtStiigm^mtaiMwiMHnmnnaQfitna ttftmntuinwnHfrici sticugtfru. 

mntiis MtamSw. dwmjgium tepgjmgflnj. nRtmsfwittimncjmjtnj si3in?!(Hl 

w n w u flia iffljr a tH n n n B isc *  CU

^  m ig g n n t m r o n y w iS n  m iy jn n a n jn M f iL fn  s ^ m jg rtttin u c u ^ n ju R c u n y s s a

M itM T fn jfitu m H fn n n j
cu

finngta -  H R T R u m a n a m H fiiH ftB R a ittJn iH n fa T a tiR n jT iiu M s a  t im f im i n a m f r a m gV  <=« u  Li c* cx  ̂ n J  i n  cu v  U  oj

Hncusfnn atautintiTtn̂ iiUMURtufi ttSojticusfmrituim stifnjmtsttifu
c  Lj  Ct  I Cl  o  V U

taltns

fin n S m  -  m id W H R tg M n tM m tffim im n n ifT iJttiitiJitiJtia im iS fT iJu iR U T iR  a a m u iroW o n  -vj n  »■ n

m n u tu  tt3cuHR{pu|tit3{RftSjRm gt3i8 

finn§ts - tRHSsttiwfiinitWRgRSRURfutjiURCUR ?
V ^ ( u  l m  n  i n  i n

firings - iStSfnitrinHmfiifnHtinttflBtHB ?
v  u  «=» Lj  i v  n

area to -r- fninwifimSjranj atimiwuutnmcituaiitnagitiqptD Bimsfnrinnnjrnfliij 

juw u n cu  s a r n g n u t m
i n  u i

firings - mifianjiHrurffifitnjijmnfitutiuttnM tB^IntfiHmiutnnjfniiJinfiimnnnfi 

H c ig tm s iu tifn tiJu w y g w R  a tiifjH fitim ju tn n jfrirtiu  tinfii m n s r a ty n tn ifia m n  

utsujs s a m m tiw n a tn a n a n ijm n n in iitJiJ

m



tta n g ri -  Jt5m faHSfanufnflfn?it^m nat3itffiHcuttrifitsfriJ3§tatsisfit3frijm nnifriJi3ij
V  n  o> L i o’ V  I ^  ** al  ■=* -SJ

tt3cumnnstgiaaujfiTisfriJttiJRt3t3tjiufiffifi
O’ V  i n

finnacj - iwgmtinmMnunTSRmgpmTMtiiijtTM atiwritimRmgfmTeaturiHm ttinnnsv  n  i ©> U n  1 o» u n  u

cugmngfautffi tSqjggtutnattfmSm 
tfcjnste -  tn g n p iu ifitig s n itn a a fH tu m s  

^ H j n a f R  m it n liu

finngso-tSfim m m w tiw flsm tiijm ttciw s stJimrtnwtfatamidiM UJtmTuwtinaV  oj OJ (u n  L> U- j

ttoreti ?v n

*nsS  cn -r- fnnuHwfiafTRURangittHMfaroiji TRfmSRtTiftnsfnittutinatJQiHQ tticu
---------------------------------- L j  v  n  u  u  Lf u  n  *>• u  o
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Developing the Team

doses :z>

W8 ^ 55̂ 8 f5S&^S^Jg$5£pg5 (The Manager as coach)

•  {uSstSflJ (Efficiency) RfTlHGHSfnnulttf [RH(jn? Efficiency is doing a job right

•  {UftSgfncl (Effectiveness) RfnnS[RHjjn??flHySfriJ Effectiveness is doing the right job

•  gRipuiptiinfHiSMHgfnnuttiflugtufi

ytHffif (Your ability to coach people is key to having them do the right job) 1 

tBqfMtrattnwuHta* Snatdntsitffi5!dtugn[?iU|tih{i^[wt3Jt§mgl3Hnmnnt3smcufnj 

uuinjfnm u (Performance expectations) St3tRHRlpU{ptitPRtmR^tuygffiRtsnagQ

ltimstdnjugffiRHiQssfutnsttji?iSm *1 tssd im jtpntn im ^m jm nnifnm ij (Performance 

Coaching) *1

(The Performance Coaching Process)

•  tsintiftntJsijnreB AtnlijmiwntmmwmrainnimittinnltnBtStgTtittTttraflafittHmiri< = * * > •  «r \ )  LfU c* t-J U e* D c t
1 I

titstfi wrctffmumtimJisfnfinsfijMn (end-of-period 

autopsy) *1 tS8tj1Rg(U!3tStyfi[Ulfntl tRHlSHSStJlStfsW ?

•  tncmmsHmRUTRtimmtftttriTfitf shtfifituirtHrmtirm tdnjncinRTntds^fucuefnnmwss
c t L i U c u  U  Lj  Li  xP Qi

tSig^W HtnatthtnnRpRtJsfmimcinjfnjtJinufijugwRga *1 

® RIHJmjmss miptilpattUfnimcinjfrillTlJ (Performance Managment) mmfrlffinS 

HSnRHSHtiRt3HtIJ?ritjltj1t3Stnji?friJtjlUSUmUHm (a continuous process) 1

•  mJ8R8mfdHn[RU{fit3]^ftiisugHHntHmRmnn5tMQR[RfmntTMwitJs tSHjggwtns

u



nStnsHfifnifitumH wtt3it5iMGRwnGsii3jtitncutc5fnjm§aiins: m ium ufm aii
u  ^  n  n  cu u

r m m H ttn ijffi}  tp ifig u R H  stimmcuismuTicu *i

•  tssfiontiiJtiiHtitgiBimstMtsRTnffniiuMuntBn iSmggfutnssfmrintigfittanwcirifij sal v o  o L r u  i n  e-J u  v  i t J

mjasurmiaTRgjutgfJnigiatnrotfnntnjfnjmncTifnilni ?cu l* Li t-J *\> -*o

•  tSmifimmHtuoisiHicpHgjJtnaiHHiimttii pwatuniuinijntffim im ncjm TtiiinigJ 

tn a in jig m n m H ra g itm s  ?

(Developing a Plan)

•  fltnlijfnJuifiUTlRinUlSHtjlttmsafnitnattiSfriJIHHtlJ (an overall plan) wnUTRHfrutnj 

itiwTMmglatiimrattfliuMMiuBMnuimrtnwtititmms *i raS sithnattSam nsim s nnL» «N \J C* Li V* C*

TfiumianSaihtSTRfwntmRUHWfitinaaQtHBtnatgTtiJ iU L i i  U y  ** i n  v o  tJ

© HRt?iUTtit3T?ifHiSGRlfamHm§Ttnst5nfijciJifatfi itnti smjfitSfiTfiftglmagnin ttfiajTfifc« U  U  U v  e  u  JJ  t J  v  I o  \ J v  Lru

tsi^pjsisistiria^QtuQ *i tauistiitis gm ?rnm m hm ttG itdsfnj *iV O  V c t  c t  U  U  «*-

® ggjnjnxn^njHn[pu[ptiipit§^sfriJ

- tnatncmfnmB^tSttcBfm

- tMt5f5rnffrmtD:tnnj8TRUi3iintJo  U u  oj U  n

- ^njjtriatmgitffifnjmcinifnjtjinaj:tncu3utarri§o  \ >  • cu |  f  vn

- HiaRaRwgtiatUHtcifi u  ggfistBHtnfi
i d  - a i d

- mMiamitnintyiMwiM

- Rang atanTHffnifniautfiMtmtiflatnR
u  L j v  cu o  U

v

- fnclitfitUfiRfiapi (complacency)

- fitUSItiUnStil U«tU31t3ttjl?i8tUcu *NA cu

- fns?dsfmfinusGgpntu
o.  V

- HRtewtSitiBfniHatftimm TfrfttsmrtmHmfriru
<=* i  %s L / u  c* u

o  % ' o  o i o  .

•  ftTUMBiatamnottiafni:cy

8 ?i 8 fi5 TUU31t3151 Silt ?fl fl5t u\ JUftJfiJlUS
u  cu *\



- mfiSfigfitfimwmisRstftwss safnisRsiuMURron
°  1 *  <JJ I FI

- ginmmmjfijmtffifigRGSfacuuficufi
v  i  v  n  i n

- tTSflHsatiiHaranummami

- tira^M m tglaam ntuiuw natijygw fiM sia*)

- dromtsmafnjgdtutanjHiafiMtfatna

- giaiuttm dBM num igingiram itnpfisim ipIfiw m ntirni

- gnimQjitntiJMnuiuRRLutiatijRGatnaItJnjQitngMnuHafRtdafni

- mSfiJjtofijtnaiqjtj

•  tStnaHgsii3njHRQti9j{fjHfTiitrinuftiHRfijtjQ9jtnafji3Higt!jt38 tstss imnaitas gitss?

tSfufyatgiaatfnnntiiiuMftnuaftaittjrtnfuaQfntasttSimg? tffHfiatifiMtftMgtinjtiriti
v CJ  U « > J » < = «  o>

ttotHts ? tHcugdcust3Hiijfifij!fi3tjis?nHRnjifnn tfnncin incmfnn aamraiuntintiimg?

MHtnmSHmnl3fnjaHtiJ9 tfrmtfistsIntiRSRHngumtj ‘i
t l  O  u  c *  o.

6}jgg&»?«3SgSSSS-335Sg? SM ART (Setting SM ART Goals)

•  tS tjjtnutSa H R [fra^ffjJnjuasitfncm frl s m a r t  MnoiftHmunnuMSB i

SMART Mltf! -f-

- S : Specific fiimftJti

- M : Measurable jntjfltufititns ItJltHfftltjltinnfnn tfUniUl tCUmfClTI SiJ fitH
I Oi

- a  : Accepted itinjggnjmRtnstfrmugnjfi

- R : Realistic ititun?i(tnfit3 tStJJMtni

- t  : Time-bound ttimtinjmusmncmfcmrfifumu
O  (-> L>y u.

•  tStyiHitutigffinggcumfitjistfncutdi s m a r t  [R?!figiHgiJ§jHisfriJ8R89jHfafdHRfrin

(Challenging) BtiHTCMMtjtna (achievable) 1 RhtncU^fUtfntU^tSfriJmnmfriJtilJ 

(Performance Goals) TfiffltUlRUJltUfiTlUS HRT?iUT?ii3Qi3§TUnCUfi8StiQJtJfUt3t^SfnJth
v  '  Lr y  r v  e »  U  U  ( J  i n  W  U  LJ

tSgfftggBiHQ t8t5®Jtm nit^ ^ tm8^M tiQ tgitna ?



• sm a r t  MnutfjHrnrainna

ttoRtgl -4-
v

9 - nsfinHfutsItffnishmtutSimfariritJS tSm tnnjgum m iti tSSsstTi cugtacmticuHiti
U  U  v  «N t J  - o  OJ Xp

fiwtfatns ?Sfijjnt3SfiwntjtfiHfnjtnj

la- njstfnimttriJfi5nu[fiHmJttu tfiimRfltfitntnnn Rtuimn tcicutfnn stimrcfinitsnticu 

stafiMHnrufigfnn st3ruMgtiwicBrnjt3tiitaWt?dnj sti/u  twfigitigntii
L* xp L i  fp f-\ - a  t J

m- remxcumtnwttJigitJtagtiiHmutftuR atinfnRntfaRTRftStimHtj tSmwucgTtnstsis
u i n  O  L  nj ** v n  w

6 - RWitittiamratu tutunncirimHnfafiHfnntritnQ tBmMnmR'icutffl atJMtiQratnsfV  t J V

tug^nj^n5Q^tnstt3imHisjtTiMtjimHi[ui Ranmn tntuxfnn stimracunm
O’ o '  I

njuQjnsfnn ittajHsfRfaRHfrici stmncmtM 

e)“ RlUlfiSttncu Milestone (mcUtfmjS StiCUgtfGmdCUGtitJIS (dates and measurable 

outcomes) tS'ty?riHCdisf^jsfnntmgtsifi5tJt3t?nnjt£Ti

Beginning the Performance-Appraisal Period
© Hfimumt3t?ifmjmmSH3cunRfrici)fitijmH ttJitijfisRTtStiJttBtdsfnjMnuTnHfnjuij

c t  u  L# u u  O  oj  LJ  Li  |

ttiimRCinHHnHtt3cuufiSfitnR9T?iftG iSHTURnimsisggcutnatijifiStsj ii d  <=k U u  *» u  i n  u

•  wnuufiSmS uuRcuRtsntu HRTRUTRt3TRlrtnuHrimnni3SRtt3imQnfdniifij tfrim raui d ^ v A j d  x J  c« Li Li U u  U  i w  U

HnMnHmrfflnnraninTnftS iM gsrotnaujiRSui (titstfi nfaHnflaiintiinfMa tSm iuiiv* I i n Lru t J  u  - o  n

namHtjifdHiSfiTRH ugiRgmftHffiHRthjSttftmHiSfnnRiJci ...> rnBgitinjgtfcu ttitutr?d  Lj  |  v»  u  Li xP Uu
I

SRSMtitsSltna (t3t5tji Rtnt3fniTRftRmfim§TQU TRftfiRtjaafitntmninn utRinnai
J J  V Lr j  -\> La i  V U

tjimMia!t3tuiRff3wQSjtna) i

•  MnuuRnjRititUHiaugfitfmtia stiuRnjRtnuHisttfiRSm HRTRmRfcTRfttjiRtjitsuiatgl
I FI « FI OJ U  U  U u  n

tiStugtatmSfiJtjStna tSitugn^THTsmsugntfinRsims tjtulMamafMRHfnniatuoitnQ
o’  I U n  u  o '  V

d
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During the Performance-Appraisal Period

•  tajiSiflnmnmwiawHnifiuiptimniistjmiutncjmittiiiuMifjH *1 HfitpuptisnHtfianafij

iSwmnfonnjmitmrafthfjjiSn ggwtnamigsunriaipnjuHRlcjciHntitQtacutnagifigii
*

tjlHtuaaugffifitms tt/itU[g?iflSfiJtHn5dffl?ifnci (Productivity) JUMtigiSmifimnUjU 

tG jtnsIstiitnnntti i  HnL^iRtagnjm jgsuqTiafliainnnfnnipgjtjarougffinfii^cj m  

fniutnnjfnmmuMnmfi IfmiHfMfiHfnci migsumiti
,  1

juMHRTRUTRa t^tBRQRSR^fidnjmmtnnifriitTinufijuficufi ttftmmSttafHitirotnicu
= » U L i  0 1  1 m  Li  v  1 p i

tsis RnatGt^mTRHTRfTnHSiaRnilRJRgnmniSfmdCUTRftRflJH *1
1 U  L>U L i  J J  V Lr u

•  ntiimrtnnjtafnjfitnmHttumiaii HnmuratJTRflwtfiRiftfnwtaitglmHfniQitjiQ tt/itii 

^RfiaRjt§wtwMnHfnmi3njiHQtcinfit3wfriiftStTtitfnnjtt3igim ai8 i  taitimnntiitiifnR 

tresHRTRumt)tRi3HisHswit^tresttinjnmmjtuitritudtu3Stsi§ tuimttfrBnuifitftftita
L i c « L i L i  1 O  L j  • «  i u i n

fnifimmmffifnjlnj (the performance-appraisal cycle) mGJtnfitiCUHtHgitms fltfia 

fjij:M3is  tS^ttiJ^wiiiji^at^nnmnjRiifiHnjntSwiuHwfiaRftnratcinjfniiJinuM 

URcuRHin̂  *1 HnrRUTRtiTfififimnnfmnTmtitjfntastgratmsuHWftaitJHM *1
i n  <=* «  L i  Lj  U u  U  L i v  c t  i n

•  n tn w jm u w H m m n m s tfitiH is im s  S in n g R tin m ra a tn M a fR tu im ffi tR B tm sH fra tn n i
1 u  c t  L i  Lj  O  |  Li  V  V L i  «=« m

fniaiintnaromams *1 xssttximicSnnmtniiji "tfajftfrinnpRLRiHnuRcufi" (Keeping Book 

on Employees) *1 pMatSteaQSMUQnmHmigiumjutjgwRnmgifi ttfitmjgcmmsyfctgl 

Rtinmj Hnipuipt3tfitnBigfu^tjafnM Ri}nt^ti9Hfit}gwniJt9tgjrfi3nj3aipuiptitStii 

rwrU3 tBHjunjifitji gatgQtmitigwm^tiWQjnnatsipHmtitai *1 fmsnsisntjistS
l w

fogs HiQmajnnnmnnranigJntiiMQiminqJu lawgnipiJiptiuqjufriiiJinuMugtBfi 

3S *1

When to give feedback

• mjgsunritiLfiSjiBni St^tgRSMmatJtamafltnjiimitSnimmromiutnnjfnittii (A
i

critical part o f the performance-coaching process) *1



iStumnmiuMURWR sadcufnisssumiiaTRgTmgflniHtirnmtnrnfnjtJijmMnmfi *1i n  n o j u - u u  -nj \ j  u

•  Hisfnjnsumit) to ruing tiJwHfiTRtiTRaTRftiwtSwuRtBfilni
p j  if-  L» = t  U  U  L a i  n  i n  - o

- § 9  : ttJitmcufisfiQg (Motivational) ti3wHnpuipt3[gfgnimH9umufiugtBfitns

utnmmjRQiunHtmtstuitiJ t8tmniiRg?i§fi stifnrgtiriu?ii5fi *1
n » o  u  w  n  U  i n

- gto : uJimtftRiHf (Corrective) ttJniHnipuipagjJgwHstnrotannjgwn^futcin] 

fnifiQtitefmmsHmgjfi *i {ufnns§m§jugwnmt5̂ u{^famjg§unrit3tmstnsusiu 

ntnatirireufim  *t
n  u

•  tnnj8§mjn§umit)tt^tiJtEUfign5gdt3 stitnRLufdt3mt3[RfgtutjiHti3mkut3 gctii fncuturi 

fnjRtstsissaTRJxSra^wmH*) iu .  Ln j  u  oj

•  rncussrgjn migsufmmtfimtWRSfiQR ami^mtnRtHftgJtgaitstiJimtgjnrijTi ttotfi mtutun 

uwwnafcnutnmmifimmsgmjmtMS ii n  1 - 0  v.  u

Giving Quality Feedback

® m igsu fm am M H R p u L ^ lS ^ ^ ^ w a taitsi[RTfmummmffiH9sj3cuuRnjRtnstS?i3nj

Hiarjurwaiai HniputptstgfnwiR^jtnaiRHigJsfHitiroygwfitjiatgtuitiJ uJituntutuiR

HtnstjithfimsfiTiKMSia m

•  mjasUCTriaQltnQTRfBtittiti (balanced) tCJimtfnjnfTIHGnU^gCUSl3 G) (the 4 to 1 Rule) -T-
oj  I*- L / u  r j  o j  '  '  t-J '  /

I

trisstutai miJ3:umititiJimtiiBn9 nSnTnfinat*injngroattmiJ38ucTfititi3ira!nnTHf9 iwn ioi u> n  u u  u  i » > Liu

•  HnTRUTRat^trasdcufnifisunfia tRfncuturiHUtnTUTnRSfa i tasfrjrofumummtfitijc* Li U  u  n  cu w- ^ u L i U n i  U L i U

CUMW (Management by exception) *1 HR[RUIpm^mmg1tffimimnnifriIlTlJtjlH?gHlS

itfimdrotRmissucrnmiJitiJtfiKTHfmnjTis *1n  oj  i* u y  i r vn

•  mwstuHRTRumatsdmSRmtirifriMfnjtriJtjiltjHis MHdcumjsstJcrniatSitutcuRgncfTU  c* U  U  n  i* v  n  «u «* n

tnnjnjntiRffinJuwHRtJtnnifriitriJtnscy iRfnHnujumiajucmataiminR^HJatiggnjtnft

tnacumnmjriTBftiriifi *1
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{UfiJltUJmtU (A Counseling Session) tuCUUmufh (Cycle) Stitnm§HutlJTmmCUfimfitH

ttBmifntmgjR *i

•  ugwnmR9t^fi§ssffnyfimmH^ni8at^nritiiWRfinHfyitacuRfmRHnwiti3 si3fms§siri 

tasufilijtpmjgroft tBqjfitDmHtnjfnitnjtiiwga tawgwSjHnipuptim rotnatffiaiM

tnwttSniHcifnmtnmmiuinuMsstintiatstHts ?I n  a  ''■> -VJ OJ u  n

•  Hfi[mj[rn3[?i?yynnse^ itfianijtfmtijuftritfl

juwtjgwRtgistitfnwtt^tiiHmatiniinAimtamimHtJisnatytSfij^iciijuMHRLtiUL^ 

TjiHOTtimigxusmtin.iunnatgtgJn i gt§8Hnipu^t3tn3ttpjHsago5tKnunidwtjgn5ri 

HSStitncuumunufitumHtSmjtnj i ticuttinucudcucimti HatnnnticunmfiMnwrfm
I l *  OJ (1 U  I u

f]mmHraW388l!}jHfitfiU{ptiI§m^ (the other side of the

story) H38t3Hh|nU^t3tSmjfimmHQt3t(mmmW38 ‘l

The Element of Coaching

® hviatfiJTiHtfjariutj ttifumnnatJpjmJtSmjn^tjgcufi mj^uHnm?jnt3ShmfdHh{?iUffit3 

aarnitiwgiatnwtfnnaJm insufrriafiim M a i
n  i f  r j  u  n  u  i

•  w tm riM n u w itia  -s-#v

- iMHnTRtjTfii3tGucfiminQQaaTt{i!t3wM8i8t3iatfiutiRJUMu?!njfi8atnn9 tdnjTRf<=* c *  Lj  U  *r  l *  V- U u  |  |  F I  OJ <=* O u

t |  tS^ggcutnaujm tjtii

- tMUfii3m5umfnjfiQBaaTtniawM8i8tiiatfiutlR tatuTRftStBtfrggrotnatfiifiStii
«=« |  n  ~  l*  is- u  Lj  l  L f u  t j  u

• tfigtgl HiaitilQGtinQfitiguunHfigiinQttifUTRjRri tasnsunriaSTtiScTiafBtaisifitifnnnti
“J  |  c t  I L/U <=* OJ l »  £ J  t J RJ

gmuMHRiptiifia aam ncitigm uftjygw fn m aistm s^fm jignt^afifijinafn jm nni 

m iinintnaw tainafnjfitijm tttuQ igi *i

o  ygffifit^tiSatgmRtnaSataltilau^utamifimmHtwmimnnjmitnitRmfLms nnmdcu 

cimRmtRtnstSmSHgHfi i
U tl -»

Ending the Performance-Appraisal Period
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Tips on Performance Coaching

9-iftefltnjhmiuinuTifl *1 gjwstunHiatrncmtfl

ts tsis  HntptixF^IS^tJtS?it?ncutt3isnt3tsnsttrimssti^ "i ugffifiRriRtns3tii?iti??TiiiJinuM 

gaiHlfnRQisfinhmroit^mMtmuaanagtitHQ 1  tastfifniggwsMtgf mwHR(emtm3ttinj 

{RjtSSjugffiRtnstyiimugstsiamfncutt^JUMwiua 1  

b-rmcinnJImHriHSRtnnti (The Position Description) HTCtft3WlBTnmSrfnj itiCUHR 

IpuLHtiigfnmfipHnMnHmniUMtfgffifi m sm innM m giatssfnm ipsuiM W Hm  stin 

gsucmtiafmtJnjtinronigJtSmtcinjuQqjgtaj *1 mifinnliaiHnHsfltnnmpatRatinmHci 

MtiHfnnytnms ttjimntnaM ttitiranjnwgtiwttiwjtiaynt^m *1 yfiSfffgfm jnSm stfi 

UQUjsfnnsititSfanHfnn sticug to  Lu ^ stS3tnjijmjtSntnimSfnjtrijn?itjitris 

LUWSfncitHS 1

m-HsnriR5mR(Sfit3cujHdcuRS?i (input) tgitcuHtjiwnHfnn aticugtiwftinjMS'ia *1 raytnsi 

Sjtnstfi Hn[RU[?it3tnsLwsLMnjLnm[njt3mtiiutBURffintgitro:mt3fut3ifi5sistsis *1 

miinntniRSnjtgitfBfnjmcinifriJtJiiQimSHtgttiiSiHtijatimiTnHtTnfatas 1  wfus 

tfntuufitafnim nnjfnittll (Performance Goals) ftiCU91HgirmJ3fi3 (Challenging) 

aatiimMti (Realistic) *i tmw^ttinjtifuQSMtnnBticiflicTigRSflURWfitgtm i 

(s- m H fiia tH w in jtn im c ic Tim ittii a titiw m ia iu m itiT tn tit^ R tM a ln itg ltiS m m tn n ifn ittii
m  n  bj  v  u  n  v  v

t^ntMMSltnaninnnufiaRHatcirofimmHtwmiaii *1 n tnaH tjim im m Srow orctm s£J -o  -v» =* oj oi \  ~  1-1 rJ

3R3HRf3T§uRcufitsincufnjtjugiRgt3?n 1  iJiiimTcsacTntiTtnutiTJtiHiafriHQuafiunrVJ 1 cn u  «=* n  Ri t»  U  t *  oj <*

utironmnnifnraijtnanj tuiratlwfninsunfititiJimlRRTfSltnaHsinwitiwuRtBnfitnniI n  m  h  n  oj  i *  v  1 1 n  m

fmmstrttfnnaiiHtitgfw 1
u> n  u

&- (ucmHGtmsmminmmJtrijntjiaty rncuturit^msstHmgjtimH^usimmsi mnitunHn 

titnnjm JifiJnt^scy^ftnsunjiR^jggcuswgl (accountable) .HRutnmmmutnanj m s 

HiJHtuitJTiR^Q^inisggniJtJis *1
V  u  *



taiQaumutsjm:tcinjutcimmitfiJ JOTRMiuwwRHnRSRiuMnfitmgitiSfTimtnnifriJtJii
I V -  -v> u  1 ert u  -VJ

tsis*i tinmtmtiiunw tMnmmgumHnmMM&isutiRgtina ttinjnmmg tSnjssfutns 

nJiHfimftJitflMSiautintftinti tr3ninmt!tnats1nt3«ii:tnnjtai:ttjitiJHnHt6njnmRnnm5
•=* I U <=} U  I o '

tSHTtfinjHssaa *1
e J  oju

cs- HiswnmQmuwugcungiR9 iHgitiflarawiiS ?ScustintuHnmjmncjm^jncuiR{|n 

mwtfngs stimmtnrnfmirijltjHis uHtetna samiasumimtntjJfTi i MHtSutsuTBfnn
♦J  -Vi U> -Vi OJ U  -VJ u  *»■ i *  e J c *

RMRifntigwniinmimtiHraHigRjHti *1

&- wHtJjuG§jHismmQgnjtmiucut4igffrimsst3fanfi5jfnjfitijmuei Hn[pu{pt3saggcutns 

sfmjmfiQ^gfi^rinugffin mwnmHfiipuipasisitntjnfitRiii

Hmcimw Hsa^HRmtirpaCTUMnMinfnjfimmHi HRmuTwtjaaiuftQtnidtiftJiQtmsH
U  U  I «  u  U  (U c «  u  U  c*

tfinjutinjRTfffatinmTUMatuHfirfiUTRtingiatjnMmiMmmsfnjfitiifTttj *i
I c i  L ru  U  <=* U  U  i  t J  o i

00- tnHmumnsfmcSnJHinitjSHmgtnaipttigf (Catch your people doing something 

right) *i HRipuipagjtRfnHimStu saniSamjtTij^lgHismgf!gtuat3ifltnHfiH9 tticu 

rurnmeisw i mSatuHRmtimiaSrfRnTStifmwfriimcicTifriTlJiiritnsnjtmg uRtBnsti
U  U  o  I U  c*  u  U  U  \ j  l n  i n

mslRdcu finjHnrRumiasffniutncTifriTtiiintnafij'i wHi5§TUfinfatnsHiJHCifitft nm??
n  c i  u  U  u  m  i  m  v  ^  J J  i  n  * *  u

ms^mfijggcutiisttjiRStii^itijiancutti i

0 0 - wHWJtSjtjifintnjcin: sasgistjiantis utaMHtnuHiiHiuimmiURffintewnTMfinn
v  l o w  - »  1 o  |  U  1

ss fnwtimtaaggnjfniMnMitaiQtmsHSHRnfinjfnrtimuriisa *1
qj v  I n  c i u  m
VI vj

m



«  C> ------

Beginning the Performance-Coaching Process

frmnutSt!n

Beginning

nstutSnjttiafrmuM ifjHfnjttii Review workgroup plans

RiuiRinSjtiSniBftfnnniM Identify goals

mfiSnofitftmwMfiHmnMsia!)n  i v* Focus on key activities

H nf^jtdsfnm sfn Develp a game plan

i----------------
f

siS5:fOEi5csfnjfui50fgtcSfnsbii

The Performance-Appraisal Perriod



«?

During The Performance-Coaching Process

frmnutSHn

Beginning

risR]t§futtlafrmuM[nHfnrtm

«jui«m9jttSnishtncuu3i

tuRSngmJimwMRHfnnMsis*)r t  i **

HSfgjtdsfnmafg

fitifiHtiinCU<=* cui i

During

ftfttimutufnmtnnifnifcnjr i  -v>

tirominsurmttttmnnjrinnn  eu if .

tftR^gntncutSi stiwnufnn 

RnLmmimncjfrmnj

Observe performance 

Provide timely feedback 

Adjust goals and activities 

Record performance

iK5: i0 fl5t5 fnjJll55©SBflBf>lSblS
cw

The Performance-Appraisal Period



i* o
Ending the Performance-Coaching Process

fnnnm Snn

Beginning

nseytucuttisfriJ

lUMujamiau

ncinmnSjtwmsf

tencrntfl

tufftsfigntfimcun  i

fafiHfnnfjgis^

HSlfi

mjfmmcifuc< cu
i i

During

MttimHWfmn

uincnmrau
NJ

ticufmnsurrnti
o  <u U.

oistntmJnn

tnti[gtencmtf1

stifanumnV*

nntrnmnjtnnj

mittii

miucnu
if-

Ending

ggw tanunju

nufidin
i ^

nsfijtHfwsufm

utnmfniini
NJ

tlnfrttnucun

wjuomifim

RtH

/* '

The Performance-Appraisal Period

Get employee input

Review performance

Counsel

Prepare Appraisal
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Application Exercise 

f t 5 « £98582385
w* W

Activities and Results

wins :................................................................................................................................

MHiSumHOffufig timia MgiaflititmTtjn (Mngmn)tntnsTg^g t8 tfjggnitnattjiffljm

ta in an sm i:— ■?—•--------
9 -  ................................................................................................................................................

IQ-

m-
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d-
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9 - ...........................................................................................................................................

to - ...............................................................................................................................
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t i - ................................................................................................................................................



The Manager as Leader

•  9gmnHm§M8iautjmsnmgmMHRiRuipti Stf!«|HfMwtsfnntjiHfi3?isiJtJM8a tBnj 

SjigftfliatiffinyaiJJMn atiUtliUJltngllUMtigwnga (Ability and Willingness) 1 

tjigsitmofi juMattJtftjnjfiinBtitji tH[gft§dmHQi5tmsfnmmdgaju?igij§jtunHtijtms 

HfitptJt?ii3tgfgcufnrffuiarixtntJtfgnjiiHriH?t3tu‘[gf'tS tncrnimtgftgfi tSfitintagaiHQ sti 

tfia im attw n  tuitiJHRfimssttinjgifmfina *1 ipfiaraygnjmGstkjtji g tftffn ifig tu™  

Sjanagts^HQitJitmaig H R ^ u i^ ^ ^ tg ^ tu m r ifu is i tL Q s ts jm  1

•  utatnaucrntsi HfifrutnagfiBg tSHjmnmfnjtnmfdugcuR (motivation to do the job)? 

tBugfUftofiiSmiiJiitaiuHR? tStfgtBmaistnafnn^JtiinfjtiBjj umRtgfmimitnig.sitotif 

Sr (Psychological support) tBHjt5fmtni§jtnsjtsncu 1  uiusnHisfflfUuHsitfiHmmu 

M nuptiugwR yw nu^ufnm m ^fU [R Jt§tsjm  1  h n gem [m3 {g n n r [h j ra m u m n an si 

8bmimig^Himtn8MHtfijmgi8titMQR[gffniiuMtiRtuf!giR9- juM atuH R ^ifftitais 

gtifntmsitjiHfitnaitjifiStuniamHtiiHfiBRai ^OJ CX CX c t

•  flnntasmnBjjgnt^iiHfiHtiipuiptitji tRHitstyuLtnwsfmnt^HRBasimwgsofiiagmHtj 

tS^jHSf uatigwndin Htiygro stitfiLRuytu 1  gaigiuMgftiRuiptJijiHnBnsfiHmm 

mftHgtnmftflasinfitii HRyRULR^IRfu^Rsfmfijisfnjtrimm tdtuHtmdsmQssnitns 

ttjififitu tiSmfiin!amSmi!aniHRpiipt3!nwHtnaafmiuinnifTiitiinBlatif!tatitSmi *1

Becoming a Manager

•  -tfiuy?n tuHRtiiygtuR tRfitnmiMnjtiQiHBmwtimgRifnaimgfriHHgfnj?

jfnBtiHrmtntnfsgjftg itStugmSfi *1

«?3\  *V



t i r e s fit n s t m u H fi  a a m in ts T rrltS ttim tu n s  *1«  ** v  =* i*. U u  ^  1 rvn

•  m p sim u g m S H sm itn aw  lUHntgJtnamSaSjtnBHSfftwiaipuiptiHm nSHjxjmrrc

tn a ith  H n « t s m t 3 m H 3 f r i m s t y § Q m H m t i J  1  S tfin m g fi

fungrara lamniHfBjmafimcjSMtynnmiMtnsmiftg^ntMtiHm i snyfimsimms 

fn n n tn n tn s t^ ta s r a  n t p s g m S m i m H i m t H n f l t g  t S H j § j H 8 f n j ^ f u t s i § f i 5 u m g i t n s  1

•  xmHpatitnglgfiSfitfi fitnmtMwtfiti tutyfutfimsatoti iBitnnitanjHfisnstnnmtigffin 

nmginSjtgHsmnmsT BmHBm8M8iBudRtBmnt^Hn3 nmSt5 mjffiHim:gf!at9 xShj 

S jfftjG m im s iir n y tin m s  i  m H m n j a ig f t n s if f J s g t r t j i  t m u H R m y t S f n m m ^ c u y i m f  

tn s c y y fLm i H R ^ f L u m s m n s f f n n ^ H n S f i s i  s a tc in s ig R ^ ts  *1

HsaaHmi3MU]MmnwwHnBi3MHiMU[iniHtii H ngfriSR jm njH nm nyijygstiiigjQ  

ru pjlTRffifiHfl (The readiness of employees) tSHjmnmfniRgtftmWtt ttojUHR [in ?9SbU 

sw tgf 1  tffifdHgiaHfd HRQitnQ|Rf?Rn[HlwnjBfisiJUfaHfi t2yj§j[Rftgist3HSfijj

IfirojUHtiittftSfnifiiHra '1 HRsaoitnQtRrtyutyguGsstsrrintuim st3fn??riLgt^ch[Rf

tiwflwnmtfttmtiiglmHmnuBipMn BtiunntipgiraMnmti xSyjxSfmRmtituyu™^

tsis *1

RtiSlHtflHfiSfim HRTRfSSnSnnms " fflslSlScUUdfi " ttitUTflffijnUURCURm^HfiiTRU
«=* =* <=* L rj OJ U  v* m i  U o  I PI Li

tncutftintgjtm  m tS sw ntss HnsmSffryfiiSmtiumtmcu tuimtnmtjttxronmfi tUituSs«J »■ I ■=* «* JJ  1 n  Lj U Lj  u

I P 1

Follower R eadiness :

•  RB8t8^tlSMtlMMfu3Rm8MHlMmB18 SgfftnBTmTSmtBiRtimntIpjH8BJt3^IlMBmM 

gmSiRiH (ffinysLuran stiunhtiytnfri) tS^xSmjRGtTimfdtsturiytij *i fnnyspiMn

9d



(Ability) yjitflSRCinfitfimCUlsSti (Knowledge) ugfilWltiB (Experience) StifisiHl (Skills) 

Ginia UtUltifpigl (Willingness) RfrlGfUlti (Desire) Sti

mm^gflBfJ (Confidence) JUfUUfiCUn iSHjtSminGtftmWtiCimHffi 1

•  xmuatQnmmTRfHSSiGtjitTfaBJUfiiHntSjmHtji^mfi uJimmng® tfimfigiuutifi sta
U  U  cu U  L i G *  Iu

mngts tfimfiswutjfi -s-
n  i

- mng® (Ri) -s- mffgiuutjfi RtiimRcjHiQtSStnB (unable) itnmmsGtuiti 

(unwilling) uRHwsfds (insecure) *1 ygwmficuStgiti yyficuntticuyfitnBtuficu 

fninQSmtssjQmnsBa ugmwms saEsimtEmtcfrunQ iI t  “* C/ *VJ w  t t

nm?!Hitj§Btjt3t5fnjRtjtm8 nnmsnmfimsGtuiti tifimsgsmsfi i
u  i t  l j  u  m  ^  i  n

- mngfa (R2 ) -r uHtBfiBHismmSHttJitiiHismRtTwfHsgigtjUTMBgMtJia tmstrv '  i n  o  u  U  cu w U r t

nmfinmm2 mjmj2 rimymtnsn num8nmRmsu[ui& (desire) tSHTttsfmms uu  i if- ^  u  o  Li u  x '  u i & i t  m

tngfitg^gnSmgitffiynnugfUfaniuMsg tSmwfgrifmng *i
U  I O  1 Li  o '  CU W L J  u .

Vi

HntnUTfibT?ii3unmGt3u?ifUTmfisis§§i8writi?icuTmfiSfrisi3[in  ̂ sti/umsgsRtiR
<_x Lj  u  L r j  i  n  u  U *  l  o  L* ^  n i  - *  1 n

- mR§m (R3) -r tgltnrottiroufiwmifgHnmjmit! cimRgtimratjiHmGs mcutun 

nmRQiutSHtSmmBttJirasgatitng i uRcumntstifisgtsturanirimmss mcutunu  n  it. cu I n  cu

nmRjnmStnitng (able) symsGtima (willing) i tiigtglujjiSmaijitimnm 

mtstS mjRUtjis fnnmffntsfi uhwbms *i
^  if- tj  I n  i

- mfiSts (R4) -f tBstjimRSM mrotimufidjmtistiti gatngfligigmsfi tEmtcmmc 

TURCu îmnHtin nmfimsugntMiagtSminBtfifiiMti nrimyiatfr^gnSfitfrmsLi u  U ^  If- Ct U l O

mciys{tJMnjUM3s tEHjtumjRQtsis i

too



g &5 U S$ 3  018

rastS tsfitg

Si3HlStSss}sm5?j
R4

tssuitfintstini u
^  1 M

fflSWSfdSn  i

R3

mtistS utatsfitS ui ^  i n  «*• m

KisfitsfemsfiU i rt
R2

mssxSi

nstitS u nmswsfds
1 **■ -vi 1 n  1

RI

- tnalSmtinti uSHjggcutnsugwfimfig d (R4) -f-

®  tTSfaffMgrawtSfnimmBsttTHti i f'lHinttlsrij trmsTfrfdtrinHJmsima
U  0  oj  n  L» U u  n  «

gtamncuritn M8is SuRtufiTmogtasmJtnatnfiuisgiarMti afctTRfHtlratim
i J  i  m  U  L r u  U  i U U n

isittsGCUtGfnnstHa i tatultnfi SnmfintnatteiHnnuimtifru rmtumantss
** v  ~  r\ tj 1 U  c*’ i i

MiatjlHtUURWfltStgtgfRJUMHR *1I u  I Pi <J ■=*

©  ItiSlQ RHmSTSUOTRTmfiS R4 ttfltllSSHmnHti 1 HnnSMUMURCUR̂ T 

cwtSfnnsima ri sa R2 afcHfifsjjanmfi *i HSfgjsnmmffim

8Si3astigW.aWHRaffatn2mtitUJHf3tnt3 (more integrated members) tsinti 

jjjHttinjHiGninatsifTistmwistpfigtjm nt^msnRt^mndnjmHRHntriJ 

HnfgjBnmR *1 tpMatunmwHfifgjB ti^mfmnuHftnmRfnGtiinatBltsiMtt 

im i (HsmmtrmjftntJS) i  tuMattjnmRHSiRGua uncim tunGua fan ta s
*-v U  U  - v i  u  |

tffimwmuHfi nmfiaaumuffiittii trntintfu^tcJimssd^ *1 ttnmssitfitsjtjisfri
y  c *  u  u .  - v i  w  I

jugmna iRHafajtfinjHnfaGatigBnjmrims i dcultnmsfnjHnf^jsuRffinS 

Stntmfnn aaitiHnwtawigftiu tBtjjHfffgjainmfi i 

®  I c s m  tfiiSsigimjff RnGfijLRGHCPrayer)*! ygtBnigftnat^MffMSjGnj 

tSfnitaimfi ri ati R2 *i trarogiriaitiuatii nSjnfitGtiiGmnnHaaanmtinja 

tnstGsnusfni i iBMHJSimfigmJ ati!5ipi|tinutjiautin t^t^lGHm^qiunTi 

tas

la®



(Building a Model for Leadership)

•  fnnfrlHfiSfiSl R^QSalstfjtiriugmfinSStifriJRG (the amount o f task behavior) tflfflJ 

ttuisi (Direction) StimtinusmnngStigsiRSSti (the relationship behavior)

(Support) i

fnntuisi (Direction) RfnCUtUT1HR^UtirtlJR^RHnH{RfiG (What to do) [Rfrgfl 

uGtHG (how to do it) tnCUQJn{Rfr§ft (when to do it) ttnmHfitimtgjfifarotSfltjl 

HtGURCUfitSIs (whom else to do it with) *1

frumps (Support) SfnnjmnHnGnjtp{Mtsjt5tiigt3tgf?CTitgiHn (two-way 

communication) WltkjRRJRnjftfHRttj'ltllWRH (actively listen to your employees) 

gcumjgsuqfltl 8t3RinCURgRGR (provide feedback and encouragement) tUltUtJU 

Ltnfdfnjggcufiricu tStgnpadCUmiSRSIUWURnJR (use recognition to reinforce the 

employee’s efforts) 1

•  HnmnuGSSSMtsfilmiugmnnsstimiRts RicuwriuREGRfnsfnnusnjftJU ttlHUGHsm:=* v  Li u  n  a> u. i n  -» 1 L1 eJ i

y t s H R i j I u s m a s s i s f n n c u i s i  m w t i m y R f f i n t n s n j s t G s H n m d c u [ R f t g j G t t y t i J  *1

•  ^ G t n t s s t d :  H R R n T u r u t u Q a s t s f R t i n u d m R n s  a a s m R g a a t t J t u m H n T R f d w t a i m B n f i c i jV *=* C« y  u  UlU U O* V c* l_nj n

u t u i a r t n t j i J U f L i u R W R  m g i f n H G s s t S G t n S  a t i f n c i g a f i S r f t i c u u f i t B R i n s  u S m m n mi - j c t  i n  -vi u  i  n  i n  t J  -v»

f f i J R G t j i m w a t u n H t i J  *1 f n n T U T U c u n t i m t L n u d r j f a H n T R U T R t n r j T U b U n f n j G c u j H m n n s
t * n  u  Li Liu <=* «=« Li Li Li Liu u  u  o’

t t p s H R R G  t ^ m t y u i ^ w w f u S R m R u d j m j f i a m n c u i s i  a f c m i t n t g  *1

•  HiatptRgtjifpstafnntjiHfiBfimGas 6r - r

- RintUiaiSW/RlIRliggiU (High direction/Low support)

- RintUlSlSfj/RlJRiygSfij (High direction/high support)

- ffllRlLgew/RlritinaigiU (High support/High direction)

- RintUlSigiU/fnJRItsgiU (Low direction/Low support) 

^ H R y R U L R a H R m G t y 5 [ t j i f d 5 c u g i m a §  t U i t u t y u i y c u G a a t a R u B R a i  s t i R i y g  t t i c u g R  

t i C u f o m s u f i c u R  1n  1 n
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Four Leadership Styles

SftJn mtinudJUMHfiSfisi

ffjtinutjm nns
&

St39S1?iSSD

(tfitinutstnig)

9singst33fjn

mints giut*

S3 S2

ffllfitiSMu  n

gmngstigiu

S4 S i

•• gmngstigiu mintssra
t* n

mints giu SSinSSt391U _

91U * fTjanutjmnnssafnjnQ
a  u.

cmtinuiitcuisi)

*  s t i

latf



V  <W s \

The Situatinal Leadership Model
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(The Situational Leadership Model)

tmnifniniiipsMntimtafnnt^HRBfimfnB^afniiifi (ttinjnjutfrftitmnrm Paul Hersey 

sti Ken Blanchard) H^HfiSnsilRrajQjfigutsfnntjiHfiSfis2! iSHj^jfigitgiatimmsfnn  

xmfHSBiQt^TRrc (mnuBTUMCi atiutiniJTtntii) juwufinjfiss tSHjr5trafnjnQSHtu9 *1U U a i u  Lj  i U c* U c *  i n a j  t J  if- u

ffintmfH3 SJQtjitTfi5tim?isiuud?i ri fiSfntsisaStuBfim s i  -5- tjrirassfstfmmnj
u  U  w  u  u  l i «   ̂ *  n u

mffnaattfiiimiSMc mntmsi) nnmgunffincimtimncTifnmtstns ttjiujtinraaatarijtinutjtp  if- n  U i f ^ i u-  o  u

mnnsstissifisstig-iu < tnimts) nQtiutcicnfniStsmMrp U  U  c« |  U  |  v  If

utiffin i
I o

mmTfifHSsattrctjitTMBmfi R2 fifimtsisb5nj!!fisi S2 -f- tacutssstsmtinutsmfins
L j U o j u Lj  i =» <> n  vi  o>

stifnmGpHmtissiRgstisfi ntpsugwnnmtsmntjfnifigtnatsitqjtij mamafinnti

pngiatitSfi *i HnSnmgnjQsstsmt5ButjmRnpi3fnmB3fij t3tg9jifS®mnjiaitc5

mjttimnfctg {nHsn^mtiriutjsaiRgstisfij i nnSfisi

tgmTtintaSnMstjiHtiJtjRcBfi iS^ujsfytnsBbiti Hsstgi[gf{Ufnstim tBHjgsfutris 
itfiRStB i  HnBnaitgfua{puHfimnnt39-mSH3mj atimiliuim ufagtiinfiSJjtnBfnj

fnntipjHgaitjtiitiMtsmR R3 fTSmtsista^tuHRSi S3 -f- dwQaatamtinutjmrinaaa 

smfissasw tSHjnwiatSt^sfiQRiuwugiSn atiQaarfinnutjmiinaatafniRgffiu nt(ms 

tigwtirastgfmfiB i • taitritotfiratigwmriQtlra nmmBsHnHtfiwnmtugftguJimgaaa 

dirt i  titgsffigu S3 fnptJwnmmBrttnwIflnjnmmSrnimafniinn^itnatfiimgaati i 

mmLfijHJBtjittMQmff R4 fiSm isistiScuSnsi S4 -f- gwcaatfianutimiinaatigaiii 

ssa  atifnimssiti inHffitifRtinutimnnaBtjgmnaatiffiu ntpstfgcunngjftssQiiitSfm

aarastSfnnwfniBgtnatuitij i  mn^u^MScus 4 Sfnj[uBnnH (Delegation) tamna

fflJu1fintjj(Abdication) tSJtB *1 tnsStXJttl ScUS^tSitRHIS tRRSStClIlSI St3fnJtn[991U

tRntHsmstfiJistaists i 
1

HitBfnnt^Hn3naimHimam:njigni§jBiniu8[i{iHraMnananjtci5finafni[iflmm itnrafi 

togfUMnifjnufnnfiiHnHrisi tiScutiraSjHiarogmngBnittJitiSmfiifTifflisatjtJtimH



e^smjcifisHtus i  m jt{U[pfamtssst3tS§jHnmstRins{uSsnin tftgfitfiuiptiHtimj 

uftmtinjfnmmfittwcutamiBfiai safnnnRfHSSTQ^nTfaQiUMUHtijfi i  R itsm ntii
v J o « = *  «s» u  u  cj  *j  u  i  n  vw

HfiSnsi St^guRJM§HisH[unt5HmtsinaStfuiimit5RtmmcBmimnn]friJtriJ i

Using the Situational L eadership Model

SwiQmutSHMntimnpcnMafRnamntiiHRSnsi StftminnflmnafffiifiB y fanym n 

^R|t!t3njygnjf!iUMHRigft5 tBtgggwtnsafUjifiijffl *i umuHRHnnsnjtHcutcumms 

fnmr?ifu3SJUfiju?i£5nHiR5wnufrinSfriJRgsHtiJ5ti nm tm m s tguHmiSMnMafMW 

tafnntjiSfimSwHywu *i iQmssmmSmHmiM ^mHnjtgitnjmmtnnifnjtTinuM  

ygffin (S c u s4 ) tmfiMiygtunafwfim (Open-ended question) m finaatim im nnjm rtjij 

c f3tu S3 ) tuiratStntntswinMj wcuii[Rt39fristPt(patt3Htgjfi <wcus2 ) *i 

TuSatuHmtStjifitji uR^fingistQssungtita uRHSBnMRfcSfifiamnSfniritj wh
L i «  u  i  n  i  i  ^  m  u  c »  n «  u  v

HanRHstjiumsuSsu s i  t^mTtntiantiBnwajiMHfimimagRJUMHR s^ticumncuisi
n  u  ^  Li  u l  j  «  n

t3ctji ^mStitjtHQtSHjtRCUHfnimnnifnjiJiJ *1
V v  r \  w  -vi

TUMatUHmffltjiRiji uRturinsiaras tms&ijsgmis ummwmaSfi MHHanfiHBtfiHHJ
U  =* U  I S 1 I U ^ J - a W c ^ o u t i  U

wpj S2 ttfimnmRjiiwmiinijgmuMHR ipH ^atg ijH gam tgtJw uw ia^^juM tjR w n 

xBHjwJatgmi i

TUMBtUHmiStjmtsi URtumostcfninB fonsGtoG uHatsrifafitig?! MHtntgitfimMiuu  c * U  i n  »  it. *■ -vi w  =* o  ti Li  n

tintiwRHQtmgfnitnJHmwuRnin itfiffiggrafmroHrimciuBTUMCi tBtmSfi’iim itm j i
^  n  i  n  u  n  |  u  #  u  ^  u,

yuwatuHmtQfrmtji ugromBitnafinnfliSfru StjqjiMjjaSg MHtiratftffmntBqjmnni 

mirra uJimmifiuim umj?mguatmat3cmii *1
u* m  u  n  n  c *

u

Tips on Leadership

fnntjiHfiSfianmHfmamHui mftmHm§w?;ws t^HjnsRjtHCUHfifnntyijHsa amySw 

UMMCuBr31§WHJMU *1

MtutsmntjiHnSfisi SfiiBaatafTitmuijmnnsatsminQ (frmruiai) a ttm onutim nnsaa
<» =* u  e» »  o>

gaiRgsa (fnimyg) ttiragfiBfiaigrotJrogm8j?nH (a follower) 1



•  fnntTnfH8ajt5tiitTMts5tjifnnu9TUMci SauwitiTtntjiiuwufiffiR u-SmfifrrcmmBtjimMfcU  U  oj u  U  t Lj  v  i_i c « i n  t J  t* n

cimHtu *1u

•  mnt^HnSnmtnutSHt^H-tijatimiRMRmSnuinisfffimtitjiRss ttinjufinjmuMHmntnts<=* n  v  J J  - o v  u- cu i n  <=*

igftS tSHjgsfutjissfttjitiStiJ i

•  mHmjMtttmSrotwmrtimuMUfiwntnfis HRHiBfimmHtnaHcifrintTwfHsaiQtjitTRnjn  i o  =* ■=» cu U  u  tu u  Li

luwnmEi t3HftSfnjSBM8ia9Ufti98a iu  w  «* v .  U  Ol

•  HasHtmBHTHnfaTaHaMnuMHn RTfiJnMtTSTtnaQnMnnwHnmnntiamwmiutciniOl u  w  r i J  i  O  =* U u ^ J i J  I

fnittlJ ttiWHnTRjRIUlRQtmsURCUmmfHSBIQtjlITMGmRgiU (Low-readiness-level<=* \ J v  1 n  U  U  «  u  U  x

employees R1 and R2) UtaTRfQim^HmURWmTRfHSaJtStjltTMtsmRSM (High-r  J  '  i n  Lr j  u  i *n U  u  cu u  L# n  \  o

readiness-level employees R3 and R4) 1

•  H3M}t«ia5fiQna?nHitujU9juijn ^mmhtjmtffnaifnHnujusjuymdJ *1 {uwatugn

oiutnatiStpiM Sw S4 wHi;p [^w H sn h H sn am nt^ S 11̂ Rs2|friHFr,J^ l s Sti^ fU S3 

tffitDMHcmnMiMiinj (open-ended question) i  sjm juSnjninH m  fititnpjamum 

fnHtrutntnQ i

iDfs
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Chapter 3
The Manager as Counselor
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The Performance Counseling Guide

dnjnrimnjo 9 : mJhmRiuHfinim{RjG8am^i|MGiuMURtun

Phase 1 : A sse ssm e n t o f  F o llo w e r Read iness

milanmHfimignittinuwtwmitJtncjfnjttii tju{tnwsfStutsfnnt4iHfiBfi si S4, S3 sti 

S2 tStutJjuQffiJUJ^dcuttiriTJCu t5ngnpraunmijtsmThtnhwtnt|tijgtim stins?yHn?rin 

nfffHsajtst^nMtjiuwuRfflfiQtcnsmifitimfins iU  U  oj u  U  1 tn if . &

fiaira:tnwtsfnjfitijmHtffimitfiiufiWRHit3tHn!raniwcu S4 tTBStfifc numsHfimemsT
« *  o j 1 »n u  c*  p

R H t f iH tH C im f i f im n t m t it u H f iM t iJ f f f r re t f ia  s t 3f if tw ? n w tn 5m jm n n i f n i t T i i iu M n m t f  iv * u u c *  =* n  v j  u

HnjnQHBrmHaHraflttHmmw tiitgtiwfmftinm mtutimfitntnQtt/itiJtSmgsfUfirifijsf
c» n ' u u  w o  W u n t i

mratcimmimjtjiltjms 1 mstntinfnwtfigsgl Sfnitnnmgiu BtimrcnTggitmtimnuinj\ »  w  i n  v  U  c*
1

mtiHcin u9ntPiPGStssugtsiH8tsitncu?t3guHmTRfHwnumnu^taCuttintjfiJtsit5aumuV 0 1  < = * U lJ U 1 0  i if-

rc rf jQ tu it s ts *  H R n s R T t H n j t g j t i ln i t f f i t i f iw i im f in s  1 n n n R T t n t c B f n iu t n n if n n iu  1U  |  «  U  I d M  of V  U  *V1

t R H lQ t t S f l t j lu f l t m S  -T-

9- wttin tnntfis BtinnMmwtwtnjthncTifnnjii
n  v

to- fiat\itSnjt^tilragfntinffijniuMgn sattinucuiuwugcBR 

m- tijumfnwttJltamjgraitinuw. unfgjSmgemtMHm

gamtifitjitipB HRHigtghfUMCu S3 tStgtSHfnifiraRtHmSafnientgitJMHmtJitiinpiriti
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y n w m a n n n  te n c m tilM S ia ta tjtn ia ia s  S n m irim g jttS n itji t fm g ffifim c u S a H n m is s  

mRnarnjmncjmi^nairitJirarmcutastifiiagmHti ? yjMsmygwmHroramHfifmss 

G tm s H m tiQ ttic iJH fitH n jra c T ittJn m s  H R at3 t{U Ltnw Scu S i  tS t fjt S m jt ft H tx n jg n n m * 

w ttiim c u H m jm n n im jtn n c u m T fn m tg f? ! i  ru fis tu u H iS iic ig g n jfm c u u n ri H m tittn tu
l i  U  u  i p i  1 u  n  1/1 c* Li

jn Q tS H s n ? iH S ? n H M C u s2 u J it m u J u n M O n M in u r ig R  t S n j u g i n i H n ^ n s m c m u t j  t o n  

in B g g r a m n tn a  B t i t i r o u j m ^ g l t w f n i u t n n j m i t i i n u M L n H  *1 tR H iQ X Q fitiiu flim s tc lj-f-

9 -  neiTU3ssifisst3 i3ts^sfiQ?i st3Hnxnijtricuss
U  i n  cu

to- tn m S H fn itp flttJim in JT IM lin i (O p e n -e n d e d  questio n) 

m - n t U im n 9 jt lS n ]a fu m i (Issues and p ro ble m  o w n e rs h ip ) m n n a S t im n H iM f n i

•  H fiH its tg lm w r o g la  M n u m n fiH n m n R (D ia g n o s is )

!t3 w m § jm p i3 t3 tn a M fltr iH fig M ia :iu M tjg w m w fT iim n n ]fn jtili  st3Ron# m n9jttSnisf 

f is m u w u t iw m r o m is s s ir ig it ig r it ij  *1 w n u f n jn Q fd 3 i8 3 H t iJ 9 M n u t t iiR S r a m M U fiw n
l  p i  •» u - u  1 pi

H fiT R ffitx jm H H n m m a fr m T R fH s a iQ ^ itT c a B m M U R c S ft  ( f n n u a m w n  s a tja n U T tn tji)<=* Lr u ai  U  U  cu u  Li  i n  l Li  «*- Li  <*

itJr o H ig t T S w ffM a fM n jB R m S n n M iu d R  t S m iG H a n R H a  iLi  v  *  Li  i  vJ ^  n

x R fn g t g m jiu flt m s  -s-

9 -  m n S n g fitiin n n in n tiJitD M iin n n fi*)Cl  |  x J  u  u

lQ -R n n n jfiB T tw n ia fm m T K tH s a n itiitT M B Q tm s u m ia H tiJ!){ J  \ »  v  U  U  u  u  u  m u

fltu n n m c u g la :  f lt iM H n M W t a m n t iig n H n a i  

Phase 2 ; Choice of Leadership Style

M c u ta m n tjiH fiS n a i t t l q j w t r c w g t i w t o t i f i t n s  i  

•  ^ H r a s a H n a m n ^ H n B n m m H M i a m j i i f i  fn iR y fa 3 ia ^ [g ft? ih n iiti§ jtji3 tjiy s  n a a t im n

miQ



tsfnmtpjHgsiQtjiiLfatstRftnsncuifi i

•  LuSstuugcunHstQs ataSatifiiSmi unatijiMtinM (Ri) uficjggnjfmniaffmmcin] 

fnjuuStsjimmwsstgtms gnatiigJtiupM M rasi tSHjLtnuHnmjgsmmsgafnjmnni

mitni StiilrouimwiuMfitffltwmiiiinuMijjH '<tjraifi> i naigroMtranmmtjjItnB

fitinRtiimG.ptntu (The means) fjiwRHfnntntjrc (tBqganjtnattiiwfitm stitiim ratii 

(The ends tfttmnntfltdw$ffifrrc§jtna) *i gfitntnB^titianfitna, nnnxim. najwlnnm, 

smtesiygffimms taitnnrtarognijauHcimnntiBmwmjmnciifnittiT i ttimtsttsfitji 

ufltma -f-

9 -  p u S j t n a q p f t i n n M H f i f n n n t i a n  a t i t t n t u u H  

la- nnimnaiS siutjimnjitnm atitfnnnrJl 

m-tisn!iyis. nnnfisi. nsjtmtinsi slattern

• TUMatSuGtSfintGstSfnj ttraiattiifni URGnMnnrirtiaSfi (R2) umScutmcnHcifniss 

GtsisfitifnnjtnmmiunaGtticuHmGcuracTitms wmruficu S2 tSHTHfifaTauGcun tiGtfi
oj <=* -vj v  <=* m  v  u  «  t-J r a j  i n  u

a

HnnfTifijiHnlStSyjtfiGUH chHi ^js) *t HntntnQigfMtiGfniinGt^jtiHnMfiHjnnua 

tjlmdcuygffiRQitngtSftS aaSItituHRautg i fifiMMnjglotas yjffifmfiftftmmRjttofr) 

tonsi umsumeu nsrcu stautuisutimeu ttinjwgffltimHflfBjjfofinjn *it*  t*  U  o r a  1 o» w ciJ I na ti i

tmGRtjltJfitmS -T*

9-finif^H ntm nntf tamrtnwHtwfniutnnjrnJtiii 

b-fthnjmiinHtif|JtiHfiMngnintgutiflCiinuuatglH8 

m -u w m  u m su m cu  cistcu smHUisucunsu
u  u  n oa ti  a

•  pMBtStfgnjmBJtSfnrtnqsfitSTni unntyiwgtaSn Seu S3 mtjtfttjhqjti tSHjdni 

fnrcntgtntirc aamittBfigtiSg cnt& an ygffiR^ffnjysstsmjfnygsfij ffrasstsmi

ttuisimu ,i §Seu S3 aan^HiiHtinjuMtigwn^ti^gnSgjmromHgaiiti (self-worth) 

atiSjntggautt (self-esteem) i mmftgmtemmHMni S3 ■Qrfnnnmtfim mfijttofri

tfftegmte. myg. t3mj ata grtHtung i

men



tm tin tjiu fitm a  -5-

9 -  m a tim jfm r o m H S B & tt s a ^ m tn s s tu aLi  m  OJ QJ QJ OJ

to- fitiimHHnmimcmtei StimnutjiSn
oj o - s i  r \

m -tc u fis r iQ R  fn ts  then stiticuHtim ti
n  Li  i \ >  n

t3tmsGm(jTimtsina^njijfnjdgutanucu SmimtfistwmnygiSggitiqpm ttinnimna

t5  g a fT U fir a m H tfic in m w fin n H iin  *i w tu  S4 rR ftn a tT U T tn M tB H T s n H tfia is Ifits fitira fiOJ 0  O  *  L/U Li Li  ui  c* i *  U  |

t t iw g n a t it g t g jt i  tB tfjM ttin tn H tfia  a a im S w m jw f ln jiM S t w m T m n n jfT iit t i i  i  trfts fi 

tiiu tS u n s - r

9 - n ft n a tiia tiftjim iin fiT m ia n Q T u fiH n m im c in ifn itiijU  u  I M

to - m H t fia t S n n w m n u t jiS fig it ig n mn v »  n  eJ

m-Mtan trratfia atijmHwmiWRtmMStnjfnimncTifnitriJj n  v  -vs

ff)5g'3fi^$5S5S3li5S3fJ5}C-aaS^lnfr)5gR5Se53153S5Sf3fr35l3SO|2f^5e'!;

Putting the Performance Counseling Guide to Use

iflimttnntji MnjHanRHamMHnmuTRljraftnatTSftjnMttiiujttSntsliiSmntTRfHsaTtitjiI  «2.  n  c* Li  L» U u  Li  h  Li  U  a t  u

tlMtsraRhnjiSfi tmemttiJUMgniputpti RHnf|jatfgfflmt^tiitiSipMMnj3fiaitjiua 

umu i MnmurpaBfinriflunatiDi^fflH«JaTBtg1nT8ti tuimuBiuHnmHttia i 

tjigtg1ud?i HnmuTRti!nt3tnMTuttnMmTmnwtJnnt8ttTfitiJmHHnfrintTRtH8anitji
V  I c* Li  Li  ^  Li  |  U  i J  oj  U  U  oj vj

tfwsJuwuRcufi ttSratiHcunmstEifnratjiHnfi?iiafrijmj3s tjitumucuntu^THisnwaiHUj  i n  I n  cu =» oj i n  n  t u J

fretra tMifieunmiutncnfrirtrii i flnmnmrohmntHSMSiaiimM tSmfitnlijmjuinU u  M  OJ U  ^

unth Mnurtemnas HnipuiptigftiRjHtilUQfitDntH atinfifrerotura (diagnose) hs 

atanantiHg i tfiminfiHfitputfitiigf tBtgHanmja i

utaHntromjfiramHiwmmammTRfHsajQt^tTMQiuMUtifUfiMriumifiBaHm*) fitna

"tSanuntSigiMtaUCTp who owns the problem " *1 tjjwatuHmScu

nSmaffmssGtansttSfnimnmfmtTu tfiufitBffntnatHnmSnug HamraatnHwro s i Sfi
n > V ^  w  v  l n  i *n» n  <>



wmwu -r- nnnnnfisiHriunTi stifisnwmwritsitwunffifi i rufistuHfi stiunffifitji
Li  <=* i n  tP  i n  Li  c* i n

mwtsunn tnsstutft hh aauRcufttHfuranisfurrnaistn mmsrmHstriHwcu S2
it - i n  =* i n  v  u  i n  ti  <=* n  <*

fritntrra t r m s H m S m n H t n  tS m tfris m ritm jn T i *i T U M a ttiu R tS fitS n jr a n iu n n n fn H mL i c * « ^ t j e *  u u  m  Li  i n .  v  i n  u

utstji f n m t e g fi H n r n n f r n n i  j n 'j t i u n u j H f n m u H i s g m M  xtifintnaxSxHitiJusm cm Sni 

f n r a t n n ifn r t jm u M u w iS m g ia i*  m jH s n fiy s ? r iH w & u  S3' f i w m w u  ttm g H m fifx n r sv  i n  n  «s. Li  Li  C* Li U Li

uRwmaintimiRgwtgiatimnntignjaMmH *1 TuwsxthffiTmimti stiu?iffifiintnsmcu
i n  «  l U i  u  c * L > L >  i n  i

xiSmaJucmxgxms Scu S4 fiwmwu tTmstnsHtticmmtTuraxu uerngtslm *1
m  d  i n <5* L i L i ~ * « *  Lr j  Li  Li u  -vi  U  t J

•  R s s H tiitS m S T fr iifitn m H iu M H R T U T fim g itn s ts is  m S x tic u H ftM JM n m  i  H titT im S u
CU U w  OJ c* Li  Li  n  <=* U U e* n

tt^ m fa n JjlM H L M U tg tM a in fT IItu i (open-ended questions) x S H j f ia j m H H n m n m j f in  

g xg ittJitH tT u rtn M M W  S3 t ft H m s w fi  *1 u s iu H n H n x n H t^ is ttJim fa iu iim ^ f)  (direct 

questions) tSHjfitiimHHnfnjsxBtmsxiSfnmxnnifrijttii afcynjxuimtiMfi i1 '  iA  cu w  V I

f4ls^gffi6^gggeffl*gSS6g5fi$sa5 (Tips on Counseling)

9 - ggtufinnitsi frufitumn ftofisstsmititmtinutui jxjHismixjftrcx2tfffniTufi§itns
u n  cu w . n  u  U u J U i J

T R H tR f fifm a g m fig a fc tftH ta u fiiB fi M JM n m w H T w u x g la fc M fn n m H ifi u m u H fiM iM n m
U  Lai  vi  i  n  u  u  Li  <*. u  ti

la- X!j!jHxijuQRQiufignixtinunixi^mnsRjxHWx^t3lc3xffiRtinRtF,mWHR.atinraxjiHraMui 

t w i n  a t i ^ t o a s M H n m j x h n r a m i ^ n u M y R W t i  n s n jX H W ts jtiltjtiS m jg tiitts r iu w  

mwuncu nfuthmcmtfltsfnnut3 xifuaMtim wmwumHWfnnfnjon ncuimntutfnn 

a t ig r f a iJ M H T M U M n u B B r a f id n h t in u w  *iw  L» U- Li  i n

m -fim m H jfn M fn c ifr iin / ig x g i x a ix n tr ffir o g n tn x h S H fic p fltin h tin tJtu  t d i m n w ia s s in  

s s a  fm n M JM tin iM H iM tJtn H M fT in m ififi

sstifitiuQXHQ xtntitfiEuifitji m stituriss xSW H funH xifiJti u S a tn H x g ijtig im n n a x g ia ia
VI

m im n c n m it t m u M U H iS f!  i- o  i n

6 -  n i i t iH r o t u it iu J it n '  S fi§]t3 sr[t3 1" aftuim iiBifi!) tB H jR tu iR H fim is s G iB is iffifn im c in i 

m it n i  B t iH t m t n ijr jw n n jf fit U H m n ljn S t iifi i  tR O R C u n tn H s s c a M ic u fn is s ts ts is tn i



m im n n u n r a i j  i n H s ii a R M n H f i H i n iT R f H s a i t i^ t T M Q m w u H w n w r iu m j R ij t i im M t jv  L i U u c u u L i i  *n v -  n

tn tn t5 § jtn s s s n jttjitiS tijts in tiH s rn j ‘i

tf- HHJamfiffiRumunuRwntnsBttssHrifTiisjtsTSistnjfnimnnimiiTiT ttxitimfifHSBtSHTr t j  I n  «5* I n  tu C ^ Q J  N) U  U  OJ

tnrijH +  nrrmji at3t59jMnt5miinHt{njamts1if5MfiHflin aacugtiwtacuiifitnapiHBiriiS

S f m M n S q j f l t n J i m j  *1

& -n T S tim iH n n M ir a m H 8 a titi  a a S T fftH a a ia a ju M U R c u R fta tc in ig s n jftric u a ffriitJtn n ifrm n it i  «* n  c i  cu £ j o i a i  1 n  a  u  n  u  m

tjilt iH is ju fiiu g m n  a i3 u tin ti|tn § ii8 t{itfiw H  *1

nl- tnHt^atHwiwm«ygiSgsit3HM!t3njtnaMtra nfmaanfmiHnngiuflgwtanufii iu \u :

M i t M if r u f i m n iH  T U M a tu H ia fiB T tifitjm tiiiu r in w fim m H  1tu  L i u> U  1 u .  OJ

d -  In n i g f M n jB n m i U M g n  (Q a a ta fn ittu ia i a a m ifn ^ g  tacuHtndcu) t S t g ^ j M t g i a t i m r  

tajnmi«jH3sjQtiitLMQ (nnmatyngi St3fnnus(wn> mfiiugwRMnumiRgM8iaaHtii9 1  

d -  RfmiaurfmafmttiitjiJtjtna tticuuffiSmuwHmtStjifitft cimtima9?nMaasgwtn£



SnJS^e55RSg«l5inR6^©|©J©^65|i5©}55ft555ggi555 
Assessing Follower Readiness

S4 :  HjUG S 3 :  fimmtjau S2 :  nfJfitjH* - '* ^

truisisiu p p r M >  ttuisigiu HE fe |>  t£UlS13W

m^ggiu tnLQSM fn{93M

9-MttiR snufris stififiL?n 9 -  fifirmssifigsti, gsnSn
1 o 9 -  TUHkutj nfrmmtfimU  v  r j  O

mrihnmmittw stiHtuntririss
o  w MtUjUpfl!)

la-nsRjmnjBfRCinRyn to- tSHmfittiitiiMiuun  U  i u to- nanpiJngjtiGnisffnn

sfcttmunhuwtffiffifi TUHCUtS
L# v  r j

t{njH3SJGtjltlWt5

wnuumisHtusin  u

mriiJiraitnnjuMtBfru m- ntuitijR^niSmsfunn
J  %> V u i m- t^MMtjnatiJRMro

gcmtinuni stinRfsy StifiHfigtSUCTTI
^  e» in Bnm&JHtMU

mgeuiTMl CO L r .



Range of Employee Readiness

0 •
IQS rc:tn ntcsi m eti

Gfi nttfi u1 V
teitŝ a tjM CIGij tl 1

tnSMSMSn  i n tn aw aw s
l n  i

tn a w a w sn  i n tn aw aw s
l n  1
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Selecting a Leadership Style

S4 :  R I H t f l S S 3 :  C 1 { 5 t i S 2  :  H R f g J S S i :  t i c u t f iC l c*
t c u i s i s i u « S  t f U l S I S I U 3  t t u i s i s w r p i  t t u i a i s wC l ^

t n i p s i u R 1 ( S 3 W t n i 9 8 f l i f n i p s i u

9 -  R R ( R i H n R i j { t n 3 9 -  n r S t i R t H s s m jU  BJOI 9 -  n f n n j m c i M f i H - 9 -  { t m h t f i t i J t j j i w

R t i R C U l R ^ T l■ s m ^ t f i n s s a a f n n / t m c m f t i w i f t J H r i f n n n t t

t B H j t R f U H f n ? s n  s t i t t n n n t f l  •
m n m t n m i i\ >

t o -  ? n H t J i s t H t u f n j t o -  f l t D H t H H C i t T UOJ t o -  L O H t i f i j t a t w t o -  R t U I R R S I S  S 1 t 3u
t U t f l S f iC l N> Cl t u c u B t i  s t i R i ? w R H f n n H t G j i t n m  s i t i

t u t f i t s f in v  n t ? n t u t t 3 i  -

m -  w t t i R  R i H t f i so m -  t S n s f i S r r .C l m -  t n n m .  u m s -i* m -  t j S R R H I S .
V

s t m R t f n m j R i [ s ,  t j [ n n i  s t j u m c u ,  n s j c u  s t i n c i n T i s i  t o n s i

m n m m i t t u*VJ d c u H t u n t iC l u t i n s u t i r n f un  c i  i s t i t t e m

f n ! S 5 S « ! 5 f i 3 5 ^ s « s 5 f 3 ^ R 5 g s s s 3  ? £ 8 5 ^ 5 « e a ^ 8 8 i n f l 8 ^ S 8 8 J s £ } 6 5 ^ e j 8 w e £ S B f i

w-> CTJ oo t t S S I R n t Q s t ni m s si

t s f i n s S  u1 M t S t i  UM l R t i v )  U1 M

m s w s w sC l  1 n m s M s e a s1 C l 1 t f l S W S W SC l  1 f l m a w a M s1 C l 1
R4 R3 R 2 R i
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The Performance Counseling Guide 
Showing Leadership Style Matched to Follower Readiness

Snê 5̂5!g«S?r3f:85|5j53|5S}e5J-3S5ft565i5ft355Ss5«
S4 : ujUG S3 : fitumn S2 : nfmtiyu
tonmsiu HZ ttuisigiu lz ~̂ > ttuiaisw
tnpsgiu mygsw Ripgsw

9-wthn myths shRRo 9- nfinhgsiRgsh gsri 9- TUHCUtlnfnRrmhe:U ti ci O

pmmirncinimmi: GR ShHOHlGthfUgSCl t f . r u wtuuyms
Id -nsRjtyojRCUiRyn Id- tSyTU&thmwtuuc~i U  i u Id- Roomnsjnynisfr'.ri

saitmufurufjuRtuf?1 e> tuhoji3U u ci tyRjUSSJGthtyfJG
fanuunjisytHD

m- ujuGtmtmthtSR'iJ ni- RRm̂ jttynisfunTi m- t^wfapyiaraRMrj
ti&uttjnunj shHRf̂ j shRywglsurmC» l/l SfimtuyiMu
GJ9fJlTM

T — _- ——-~"i—— .- —

S4 : myths S3: nySti Sz : HRfgJS Si : tioitfin  c*

tnnsigiu Zl ttuisigiu Zl tcuisisw <^Z ~ 1 tnilS18M
myggiu myssw mygsej myggui

9 - RRpmHcimiyjfjRh 9- nyShmysshh sh 9- nfflRJIHORInymO/ 9- ytnutthmGjifjonw
fiimntfmwfniuttini djthfiss&fc

u
tmojttil tSyjtROj:-: Hnmrinhgn shi

mrait Rumnmmrnu■VJ tmoitth
Id - mythstHcufrmugi Id- fimRtyHnmjtijfu^h Id- [nytpnjhttyfjRyfrn la- ncuiRRSig gitiytGji

CfcGRn shmnuthGR0 - 0  o torn gihtmoitth
m-MitiR myths shRRo 01-ttyngRGR Ripg oi- ttuisiumsumoji* » oi-.-tjsnRHia.finnfisiV

Lmmiutnnifnrtni ti[Hnj ShgOJHtUTlG nsjpj shunjjounirrj ttmm sh^Rsi
mmfjfjrtnhtyRWfuHnsi itJnjMmtglaiammTnlHsajQtiiirpjtsmMUBwnU  «- l C* U U  ru u U i n

ras tGStR RtGo
i

ritesi
Gh OIGh

1
tRGh y PGh ui

yisfjsws.o  1 nyisfjsfjs1 n  i H1SWSW3Cl 1 ntnswsws1 Cl 1

S4 S3 S2 SI



Questioning Techniques and Assessment of Follower Readiness

finsmiM mmjtwpnnncimmmu
r3<

MMioJHtud tSHjoJHturmntt un^  l^H jr^ jran isim E T  
lanRmst^tpfn W j i ' 3™ ™ ™ !  lanln

tStyjngjnSnjaJHWitnnts

tjimstwmmtcimmiuij
—------------ \ ^ t l i f u t 5 t 3 t n s  —

W IOT£BSSgj5(^n6^0g0$e£l8^©jeW CgsSj3
'

S-i : u ju ts S 3 : f i m m HAJ S 2 : n f m t j S
%s

xru isig iu  H Z z^>  sn usigiu  H Z z >  stuisisra

m [ s s i u m ^g s M tnt;93W

9 -fd ih fi  ?nHfr)s s t3 fifi|jn 9 -  n fin a g s iR S s a  tfra} 9 -  T U H ro tffih m m tfimU ii ci O
mrihnmfnnni 9 flS f! ShHCUTltS til CUSSl n * oj

\J

b-na«utSroaJniuinifn la - tS H tu fltflira M m iira H iuO U 1 u Li V
la - n M m n f lj i iS n j g f in n

atitonutiiiuMunwn• pi An tp!tH8anstfUTMBMnULi U cu u Li
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m -  u ju r n tn c m fr lts fr ij m- nnnmfilijnSnromri ah
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3 - V 3  t-1 C* c*

Motivating Your Players

•  nmgiuniJHHtiiSmtamuti?! mtjjRjiHSfajmfd

Hfi§jmsgn5gijt3t§fnj (motivated) i  tmRHfiyntatimHtj t3yj^uGnjtglRtis?Rjici5 

mranmri t2HjttiJRjinmfi§jHisgnQgt3t3t§friJ? tmfUfriJMfiJsisHmtjiHcugis nk jtR  

pjHmrmnnimjlTinsimsl3t§mnsi§RfriJt3jn]gRQfrin^ssuRfu ntusHRnt[Ri i RtisiH 

til HR ]Rti(Ri3 H Rtjl HR (an outsider) *1

ttnmss tuHj ĵmgRSRtjRffiRjuwHR HR{gfiR§jrijcjgfmfRij8il3fjt3mMnRXfi ttnm 

mSmgjtisfmfjjisRutnj ttjimiawRtHfRiigiatssHiQ^funnitns i ucrpiutm H^tji 

USW}Hlt19HiamJR1I8Mm9 tUimSSRRldjnignQrSfd^m (motivated) *1 fdnURJOnmR

SsatjStuSRm HR[Rf?RmJmtsjitnmmraHR ;3 hj mS r m t\ii s ri mi j h m [u r u i ui m

RijfiimgRRRfijttJitSaiRmgistiRmfRintiitHtgTRlsHSfdtmfijHR *1
1 n  aj U 'j  U  1 O  «

e ^ e g is s s r j f s s ^ e s s a  ®sff)5&mSf55§«  \ s v  J CT» 3 " s !  S~5

Individual Needs and Motivation

•  ygWRQSmnrastnigffnitilHWgiass (a certain underlying needs) *1 IjJWSmfifHfRIJ

tsi§ n tn a u tn n jim m fn H w g tm s  fm m a H tis a lm ih q jtJ ftjim filtin u g s m !h tn m m s  

tsitncu?acuugwR3R3MnnjRij?nsi5t3 StimnnjSjtnssfR^R11 1 gtiftHijifijiafrmin 

fmHmffLHfRiiUfftnamrin] tirrtjsrimtnwm3?f *1

•  6triiiim n a R iim n tT j8j t n a a J n iH lm i tR § ? m S n g iH 8JuiRtifuJtnt3H m d fi3tg jtijfit3URcu 

atiRiiutnniniHfmjfiiHnjgia *1 itniataisutSmsjasfmtiRiaRttitnntiwQiinQ ttituuRffiR 

HimfJtHRfRtSsfdHm (a substitute) MnufiaMtPJ1jRTRfRin3Hflut3 *1

- flHlSHlGjltJltfliacuMaHggfOCJntilS (socially accepted means) tljJfmtniJ tBaJuinq] 

sfsiLHJfmiunHtiJ iRttrrltfi “ mitten substitute ” v

- msHisHswjssmmpGmjssttinjfjtiHHSHiGgg ramntns tBtymnnjRjfmntiHgs



"N 3  * 3  «r»

Satisfaction of Individual Needs

RfHtfm
(Needs)

fnnmBsfatfifitgJfc

sfiarraistntttnBtJBn
(Behavior Follows)

* Rtgfmittinjtnamnnj
(Needs Satisfied)



ymSBjusmsImnmsifejuwss i mcitutnastmuTltsi mtinutjHs^uj Maladaptive 

Behavior *1

mwstufniflsw sti/ufTitinu^Hatitntai?RciHit5utnni3fRfHffnitna unnHitstifitiitrnts
U  vi cJ  |  *v* v  L it; M  i

CmiMITIRUSmtjISSJfnjmSRhtnStBtSIS tiltUglltUSatflKtnamntilSUti (Abandonment) 1

mwiiutnaitnmsTti mwtunRwaTHBtmsmjmnnitwijHTRffrinsinarinafrijafiutsuTSja
t j  o  I U J  M  C\ O u  *=• ^  u .  u  <=•

WfiHM *1

tsjtnntitHBlfircuTwmnSmwii? Httinraiatnautiff uRtufttna«THfmitt3roTnfutnmtai
1 .  •» ** I I Cl U U  U u  ' o

IJtifmtilJJItimnfiMHtUintiWHm (a reasonable degree) 1 maiUMatStJRtBflfimglRHia 

niHlmitimHtn uGtfi RiHfmjaffmggcutmcii (recognition) tuimfingjftnamnnjSjtna

tainamnimg uRromaisjnBlMtaifinaigtaisitaxTtrimaiatSfni ttStSmnnmrtfm<=* |  P i ^  vi L i a  j ^  w  - o  v

jurass i fnjtSsfjfnBHismntitjigjiitafnjsnsTUHtuStsiRtifnjlTiJ ntJtstjUtfrlmitniaf
€U VI V  U  V O  c* TJ U  V

fimgfecuticusfmiggnj^Gn tfigguninn UR^nBiQQniriffitnfutfciritsifiafriJtrijetiTfiSfi
u  f t  v  y  e i  i <n ■=* -»  U  n

faroggroafmiggrofmwmsnSatiitimnSmifftiHsrnnuMsg *iU V  U c\ Li ** c*  |  OJ

ffttinuTj5a?imHiQBiagjtorTiitS«tinf u Hindis fanHimfrmrinHtmalffiafnjtjfiMnW -VA o  VJ «=♦ I

tftia amifjjtitnija *1 mntnsu&tnwHigtSnmSm mnjtimygffifitnmtjnj t3 hj! warn 

mjirutltgtsfR ttitufngutnnmrttffrmuwnmR *i unnmmsnjaffinHsrm tffimtSmi
VJ \ J  LlV VI *VA VJ V  O  |  *

mafnaQRQ&GfmgTtnatuTutMiiSm fitTmsnmmnattnsufifiwtiTH tBtfftnnnmrtfmi  r i  “•  n  ^  y  m  U  t J  U  u  c i  t u J  t J  -s j  v

niMnmmainamfmatais *iu  «  ^I

S5f3f5«Jr35S^3S5-;S^355 MASLOW’S 

Maslow’s Hierarchy of Needs

RLHlmnuMtfgnjgiii9intHara8t«jmf9tg fafitfiifiaiatnHHm ymfiritfimawuwaia *i 

tfirm Abraham Maslow tftHfithifmtMSItiffiffl'lUti (The behavioral psychologist) tJIS 

'nnnIiaiHtiirmsMiURmrttinataiMQHTRJiliitrJniuiunfuSTUfitumftGingmciafRTHffnjI «  =* n  U l  Cl j j  I C1 U u  O' V  U u

jurass tuitUHisfnifijnigfiQR3MtufitntgimHfncu:tgM:ttitt39 *i mHfmimcifnj :
“ J I ' J  Cl |  Cl c«  i j  U t)

ntHffmaitiWuS (the need for spirituality) at3R{HffrU81titRnflimfflfl



(the for the aesthetic : balance, order and beauty) nHaJwmnngBtifitatitSmn^m *1

•  m aim i g mnti fawHaJRfnmTSatsifntnfiRiiamiiJiT -f-u «  1 n  La

9- milM ns/M lfJgp (The behavioral Psychologist)

tssmmfiHnjtfiBtamHffru stcu sr iwtftimuni S ir afcMtn mHlmnattjicugticu
V w  L it; U  w l  U t i

nranfcrntmuMtaSa *i urrri8itiuijm?fi uumisitiMSiTinsi^TRHRiHitiSTtnmSfriinU in m «-j in i J ~* ** iJ ^

mmsRiftrmas *i
V

IQ- W8M8 (Security)

RTHlfrummas ntSfiRTHffnnMnajuiRtJcuHaiRR i fimncmtigumneanamf rantm*
L iu  Li L iu  V «=* L_ru Li u  o

tm Sm srnas amncmaswaws SniiJtffiHwt^atafniHiBRjffTiiMnufrinMna tflwTtriOJ n I U pj U Lau

thncmalmsjtnruimffti *i•v, c*
I

m- fi5v)HRG (Social)

RTHfmimmasTRftnaTUHWiJtBitffiQaiRgaiatiiHmHaEaiiStstgtR i

RiTfifttji mfniffifigasitiMtiHRQ ttSamfrrutsnatStsiHta *1 roHRTRimjsitiwtiHmjsitt<=« Li e i if- ~  L r j  u  n  <=* Lru «n if- aj

HnmatR^f^awtsiatgiRiHsiasiuMLtjH *i

6- wmtigmSitnatriH (Esteem)

RlHfmjmmasingigltQfitji rrmtninSjmHHntitg (Esteem o f others) afcfrulljmH 

df088v]l3 (Self-Esteem) *1 HRgjJtSSjRWJRinaJtTl^jmHgiatBStaitJtiBJRIUMHR 

tS^n§jHnnsgnjBanaffriJgnjttiTiucunHRdls tRgaHtmsngjtfiRsataitwjHttfitiipmi 

HRtJtgtsitxnmastsitinatais iC*

tf- tSutiUT888l]ti (Self-actualization)• r  ul ( J  c*  as v  7i u

niHfrnimmasStiitJiinattngi tSHjmmtsitjiHtdcuttSiaHiQmmtgitna i  taigamj 

utncnHSfni StjimJMunmSRgtmstnnSfnitnJitfimtnaugritftriga wtSfifnin amn■o i w n ^

cwBS'itimSn i



f^}6s&5 fn sy asrjssn esfb sq je -

Substitution When Barriers Occur

fnnmaHatrimQjti
(Tension Grows)

Rtgfmi
(Needs)



Maladaptive Behavior When Barriers Occur

(Tension Grows)



Abandonment When Barriers Occur

fnnmsBtnfimgja 
(Tension Grows)



HissmttinmmSfnn^RttHSfnntjCunmmnmSg tuimigfujnuH tB^tgfnitjntntn.afnatf! 

f u tS n  msRigfmimfiffiufritssitinmnfiiftjitijSR {uSsronHimkcinjtns *1 tiiggitjijfui 

tiRwmiJnjmsucTnsiiaMSfnti sanmQmncjmjaijpnmt^mtuMlfrintgjm 1  titspfej 

t u w a t u  y R W R iim ^ ii O T u n a m n m i ip i u n jS t f m m c i r lt s i f ja f f lR ^ n i s s f f L H f f r i is i t J M S M s  

stifijgHRQmm^irasisu^fi ttiimRMfnnfnjtnijitiHmstttnRtss 1p* **• w  I I qj 1

•  (why employees do 

what they do) R{HffnJ?flHdlS1S[fiH StitimSjHnpUIptJflMRtnagf9S6tSfnJ99WMltU 

(Forms of recognition) i  HSftgttiwtuBugfnnsimRRLHjfnjgiuRitRigftnagtuafitfis 

tflfitMfc (Tangible rewards) aotalltnnmMatitnaugjJItiia (Gift certificates) 1 pfiaiU  

mffniaiaMtiHfiB flfi531Stftl3tTl§mjgggUfmfUftltj1H (Group recognition) fl Sti 

n j m t m  HSEtgtawtgfmjmmsmntnTngrtmwtSmRutnaantitytutwngiatJgifttJifi

niy (Plaque) stinBmw *i HmticuMRntjmmfuQujaningaaanQiuHiiHiifistJigisdi 

tutnnmgjm niimsnmntaatntTjSjjtiiafifnjiJiilnHti i fnfamstHaizdj ttlHjctitritriHis 

fntu:tgM:tt3njmmStHimm??taRjfmitTUTunitnstinmnS9 *1 ftasmiggrowinitticuMH
tj U  U u  U  V  u  <n

TMUfanmtusHtiJHitifntinjittSMHTMtJMnuttusHmtgfRtms *1
Lj  u  a i  Li u  U

•  tsitncu?ticuHfiB?iHnuficufiJUMHfi wHHnBKHfisaHnitJn tSmnffimsRiffnnuMHR
c«  I C 1 « = » « = *  • ! < = «  U Ct

u

wnum nw ns wsras attMtiHftGTRftnathnnitaiRtifn«ymuMHRttjitiiutBl? temRmsn  1 n  u u  *n> c f c« m  <=*

§fnra ttJTfiggwtnaaffmganJtmc^tjtna stfmmlstslmjfmunj? tHmftSMtawrtfnic J u v u t n o  e* n  u
1

lUMHRTnftnamnnitaiftlamftriafnitnnuMHmijimulai? wnmifitumtiriHR Hnmft= « L r u  *o =« =* ' - l  i n  = * « = «

WtnMfTlfi (A major component) §W31StSmfiriS1TlJiJinUWnf1tfi *1 mH?1St3MlUSHFj

mSwafulftnamittiitacu HaMimMHnjnBthnfntnsafnifrnnuMSBtalntimrtimuitiiu
n t i n .  I v J  c  - o  u  V  cu <=* ' j

tffi?



Maslow
Maslow’s Hierarchy of Needs



(Satisfaction on the job)

tjimmraBnfcttamgitwfifntjJcn (Motivators factors) tticumnnstgisamjmnniRjffn? 

mnSM (migwmHatimitStrcqfB8Bi3iJ Esteem and seif-actualization)
i u

9 - fintti Achievement URWRUttlfTltSinmRMtrctnSSfHtiimHCiRTtnRtJtBintiHSfrU 1“  .• i n  i n  m  u  ti  ^  w  U  c * |

IQ- fflJSSCUfdltU Recognition

TiRronutticTitSinmfiggnjtnBBffni90njftrituBtmjfnitJmuMcim?i *ii c i i n ^ j u u u  u n  u

m- fnjgSCUSfd[|i? Responsibility

tjfiffifminmtti cimtitnamiggcuswTSifGtmsfnmmuMnRtti mtBmitrintJWHff1 n  l/l "VJ U u  |  L-rj u  c*

dts i

d -  mmiJfrlCUSStfiHti Work itself
<̂  cu n

ufitumitticntii fnitnjdiojttiHatSSnmRnta *ii n  m  "sj <s* o  ^  tJ

Ct- fffJfitHti Advancement
OJ

ufiffimjttiniTji fmtnisiSTHiafnjmHtttsiR unsfifama ii n  m  JJ  cu <=* i

e)- fnnnBMBtilflJSB Personal Growth
«5» OJ

nmfitnsnfsmcuisSmj ufisim tSnnfiragtlrotsfrmSfriJ ii n m - v j u  U  •* m  n j  ©»

(Dissatisfaction on the job)

ntnttinmnjTiw^tnamimcicjSmgitwfniaii ntHSHnnmjmsfigitjjni (Motivators) tsis 

tS ylatnBUJHnfflttijtitgjn tdcutnnn Herrber’s ttnidl figlHSIHtll (Hygiene) uJim 

tlpjutGjutg1ati15rcjMfiafiS (mininniSmtSHsmi) i  Rfnsnmsistmfiitotfi mrinstsl

BtiRLHfmimnSimLfnH (Lower-level Needs) IHStifniHBtCiniSjJtWHSfni ttflitil fig! 

tdsi (Maintenance) rupsfigisititsis ’ ttsQi ’ HSfi5j§jtsit§fnj ^BntnsttBnmfitinii

mnnim?triJ§jtmrdnm?iHUjmtritsjtn -L

9 -  wncusmntntu smgtntU Policies and Administration UgffifiUttinitjl nmfitns



ucmtjiHmsatmcusttintiitB itisWJtntitncumwfiriua. im  vi ct

lQ-?i[UlfnmsmJT|imHCU Quality of supervisor! UfiffifiUtnmtr! nmfintntlltifiati
I Lj u  «' r  i n  i n  - o  u  i ^ > n

fiMffimsfrin?im§nj tt3cunmti9sci) i
I L' U u  u

CTI-9SlfiSSi3tjlHtI]HfiutS Relationship with others

ufiSmnnnitft nfittimnniSRsygmngsat^uti^tjiHmstitjiPitcu. tiimw atittmi f i  i n u  o  i i » n  i (d  u  =* « = * - » = «

tJfflHSS 1

6 -  tijfiganfnjtttf Work Conditions
e  a

uEiramjaimtii timFiffisunTitiiHrasamfins stransiuimwif ii  o  in  - u  u  in  u  ^  a  a

Salary

ufirumjttinitft m!ffitrdfanm?in^ss§umit3s?fnjmnnifrijtjintjfanfitfi um nnl« n  u i % >  U  ’-J u  i cu if- v  -o  u  i 4 u

lfn?igisjufanm?ii3tm§finus a
u  «>>

S- tin5U§mCUtSrnJtrin9itffiS1fi§1fU8S Impact o f the job on personal life 

ufifrnimrimtji H8fnjticutinju§mojticuS!?ittipj8SJUfdnnt?i *ii n  in  v  i n  «s« *xj v

A l A> A*

What you can do?-------- «w--------------------- » ---------------------- *----------------------- -i----------------------------------

tpnmtJlOJMfgfnci starasras (A safe and secure environment) farofitHffnimfiS'Ua 

t(fny (Lower-Level Needs) lUMnmRigJtnsmfUTjSj (Maintenance Factors) *1 Hfi

Hitj&nianSnnmn fncwunnm?iHis§fnM tBHjJmitnfi siarnftnssgtufinpj amiJqi 

mnmtnaaJnigJfnimBSMniMnmtl (Higher-Level Needs) 1 fiflttj91 (Maintenance 

Factors) atiuafijni snSnut!cufttsftu umunmHfmimmTmHiuMnmmffftnamnnifiT
'  I n » n  |  tr\ v J  c* Lj u  L i \ j L /y \ j  J J

wyntnjtinitcuTmfigHtijQastafrijfijcTignSfi +
V  Li U O I u  O

9 -  fTUmaHSHWlJfiWtJSmi Job Enrichment

uigm9MHmtt3fuu!aH9fnM9jugron tSHjmnmRj^fmjm^sfijmwsatms Sfm

UtatJgHRTlIfiroHSfnT (Job Enrichment) *1 tlJltIJt59jH8mnUMnm?irTlStRtriS8HhJlt HfiHltj



mmijitnaSfTiM rnatmpaMnunmR tStg^stRtnattngafncimmsHttiwnmRficitJxmS i 

MHBtitntTi RiHfmjmmLmHmrinmtiTRJtnamniTjSjttJiujmRMtttifiRdnj

HtHHaatiMsxMafimiHSfnimwnmR *1V  I »  »  I M  I u

flHlSGtflWSISHtIJOSStSHSfill (Certain core dimensions of a job) Xt3nj(gft2lRX3i

tncutSnjHnmsHSHwiJticaHSfmmMUfiffimtitunniatS -r-=* " 1 1 pi 1 »•

•  HJJMmuumufig Task Identity

tfgWRxnQRMRmranjtnaaltiiSRdnraattfnti! *1 gmRtstuRaftStuRdwHmtiJtugaints 

wirttna (identifiable product) faronmfiHiBtnatHigafnnatitg 1

•  H^StUfflJRQ (Task Significance)

(finished

product) HfititgxtiwnmmgfrutjiHtD attHRStjaxtJwsatiSipMtifflfttiwtaistinaatjtgti *1

•  HSIJJtngtBflain] Variety o f Skills

URc5mTUTtnM3fflaicTimR9iJixTSat2HTumufnjtnnuMnfitfi 1I Pi U  b  V  -o  tu Li u! is- u

•  WtUnfflCI Autonomy

u^ffimStfaunfdtiQtffi3tn7ijmjmj^ninfid£ijfiJt2''3rnnSm:il3̂ QtHQ SGt îtricutfcintlcu?!m  »  n  u  L rj v  v  n  u

(Production schedule) StisH5ti tStfJtSysmJ

•  mjmUfritaTflgpftni Feedback

ufiffifisstutnamatnratjnn stit3in!Maalmia:tmfiaHnmuminfnitnnaMnmn i
1 p i  v  r t  v  cu u  1 u

fnjggcusw^f Responsibility

utiSfiTSiftnsdnisffnisgnjswTtii x3Hfutnni9rauQm3HaffriifiQjuMnmti 1
1 PC U u  PC «  u  1 Lro tJ  -VJ £ j  1 v if- u

m i m a H l H r m i a w H s r n j m J f n f l n t H H g i f n H f i n a f n n  1•>. fU I  u u  U  r*

la- mroSniHSmi BtifTUnipnq8TTO Job rotation and job Enlargement

rmuScuHsmi St^SHtiitgf«xt3wutaHt3wfnifiinigflSm^tiJtcJi8T{mtijgifitjiM8iata
• r  I u  U  «■>. I V  Cl '  u

HSfTII (Some o f the core dimension of a job) 1 tdimBtUSIUhffinmtJmJtffURQtyRt)



tawmft5n.fiiHma!RtiJfu3t3Hnmi^KHWMfTTicinfTiiSti) a^SniracnmunfiTiiMsiataU u  u  m n  rr\  i t - ' U

rnttru (Htiamfrums) mmnmwatinTSntnaaffiaininjMnmHtltitfij (Tutnatafiaim) *1 

SamraSwHsmjsjtaintfljumeSmmnmisjumitJranjtfJcTi atjfmggrosMTfif ii n  »  I ^  «  ■» eu t* Li -m u I Liu

TninTSnH3tniSfnnjnmHnmaHfnmmTSatgf?TtiWH8tTmuMuwwfi tSHTtftfifnthnigntsfi *1 

msimtSsttirngfR ntHswgtmm Snftstngltin tnnjftiraHfimaHmittmutunjv  L i U  I  1 09 U  It . W  c*  Li

mStmfpS (more challenging work) HfiJJnftfiUSmmJttlJtftiitiJ *1 {UMStUHRnuStlltg

uanmraiifflnjtfiaiQTti satG§m?nit3g:itscupi3tin?riJtnj atitirausmwtgltcBSJfitiirisBiuww  ^  J  o  0  a  < s * c u

URCUfitJSgSti *1

m- fniggniMIW Recognition
V  PI O

RtnfiinitSsifcfTHticiJHfitnatais Smjggnjfincu *i ruMatunuTtnMtnattJimTSHTRfn  |  - o  oj o j c*  u  n  L i Li  Li  L i L iu

fnTggnjtmtuHiafijjtiawmimncTifriJtTintiMURWfi atiTftHfnitJincfimggwfmcufniutnniu « n  u  -vj i c t  L i i u  n

mrtfljtinfcnjhww ttSmaatwngnSjjHfitJtg^jSRsmnniiTiitTiJ *1 r5numygg^rmcu§jggcij 

tnsrcgtifljfritfrmSmGnrra tfggitinmHTRfffitnsggtufiJicu -E
o» I tl  Li L iu  . u  P i

- mjggcufmcuTRftnsuRcumHtuttSnitii ” tuiitiH " Fair mwatnatRHawitittiwTftfu  n  L iu 1 n  i n  Li i O  b y

tnaggcuemniTfflhncmfnn ttjimthHaMnnHiRRmtiwTRftnaggnjfmflitmg HRtitg
u  p i  Li l  v J  •=« L a i u  P I =*

^mtncuinQ t̂RCUHtgjtu 1

tnWSSflLUIMiafcgWiaiatiW "gmtiCUtnalRQffatpatjUJIR The most improved 

"(mfiltflfrlti" HfitanflftQtiaudR The best improved " 1

- mjggrofmnifinl?Hmma«TttffnnuMH?iggnj *1 msjtfis atitJiftMfnnifnniufinjU n  tl L i L i u  <=* u  ^  OJ h

GtmsmRRTHffnnsmJtiCUmH (The Esteem-needs Level) UtBIiflatfltllMtilTlfi
L iu  n  oj v  '  1 n  n

uSsutifi fiQitntswntjmHRTHffniMaMS ufnnw ns 1U  1 U u  n  1 m

- tuwstuuRffifimsmHfmJwtitfsitifntms fmggnjMiraTffH (group recoanition) 

HlBmatflMHlMUthlfl tfttimjggcUfmEUURfU (individual recognition) *1

- miggwrmwirrctiiniMti titfiatimu 1 fflgjHmtjiHtu Logo lUMftnuajnQtiirtna 

thmSmrn TuSstuJStnstRHtuRfi tBHTtnaggwJinataisSggwfitjiitna 1 sia
L i u  Li  VI W t l  u  ^

Hhfnnttintn tmrniwtmtitjitijJHmuitiJ ftitutnamH 20 tiem tBrndcuitnaani
PI Li L i  u  «U I  b i  w  n  •*

UHWMnufnimcimmitniStijtsi ahliMMlemcu iI O  M  OJ OJ



Ways to Enrich Jobs

utSHGcufitiwiansfnrtnj
^  v  «* «*i w

(Add to the Core Dimensions)

fnimsHH3Bnjfiw?n«TU
^  i *j

Add Pre-Work
+> HSfnnftHSwrm *1 i m

(Target Job)
miulaHtunmfmttn
Add Post-Work

dfifnttn?
(Remove Work)



- rtnsfiim sfiSfifnm T§s nwitti«nufim jstgjc&  *1 tsisSfrufanffijsistnfutlcui 

tB im S m jm stfiss fis  ataMmfnntnstRGgtintu. mtGcujHtsgcmmfitimrwnmsfi
c '  qj -» v  v  u  v  =J n

m jssnjsw T fifm sfontintnfi stimtftgtnumJHnji ttnmHis^mM wnmmns 

utuncu stsH nf^js *1

fnigSCUfinCUHIQtjlUSUmU (continuous) untjim s9 (intermittent) 1 m im StitfluauSlU  

(continuous reinforcement) Smrowngngwmiggwtmwt^nJtinwtiSnt3tuuRtSmi3w  

utnnjfnittiiapimRfunHtntms -i mwwnygnjnnntiM jaM ipn

HSfnnuMCimR xuitDM maimmTRtHssgiui minTStat^uaumuatiMTHtsatiimtiriuts 

tsfifiJUti (the desired behavior) tintifilUJUlM tRRHIQUn^WgjUgffififriStRtSmfist)

rmggnjftficu iStfruamncntnittiitnanj *1U FI O  M

fnjggdlfinCUtjlHtS^ (intermittent reinforcement) SmnjnjnHfitainjmiggi^fmCUtjltJfttriCU 

tcungla (every second time) rcujtinnfrfBngm (every third time) ItfitIIUStjlHt|*3 

mwtunufiiSTOtncTimilJiittJrotifltna'i finjratcsntiSTn&Tji mfucimHnusmsfnmtfrnin
l « n  - o  U  u  =* ^  U o  1

s itin n l (fnisscufincu) HnHsmi?i§TU?icufi§TdfintfiritistjiHtijri?rifijnigfiS?isitifih S
L i u r n  = t  1 r n  J J  i m  u c i i ^ j  o  <=*

HiJHCinGtitnswitd(a sense o f  achievement) mjgsnj3W {nfmst?iQgcmmgtmsfnjtnj

mwnmfi tniMuntinfintnaatnitJiitRHti 1U O  Li v  I Fi

nihlsgmfdnumjggcufiricu (the criteria for the recognition) {jjffaflMtffctjlS

tnantuiR tByjygronSaHfiStiifniiHagfi 1 taimtijuaaJroglagmfiMtf^tnamiipupts 

SanTSatnaafMfiainamimnnifrijaifJtMftflMiroMnuuRtBfiQitJHMi
u  v  c i  -vj 1 f i

Tips on Motivation

tiHQtnagjttintiaaQ8ititifnHaatimHR9jntinRtnaan58wiytMj 

tS^tJtmgfigndcuufiSfi juwHfi -5-

g-m nSjnigm im G niH nrntintissufiffih i tiiHfimuTRtiHRjnGUiSfiQroai ( m m n n1 m  n  m  <z* c* oj 1 n  c*  u  U  «  n
1 %j

Motion) fantHBtjimiflimgnSnnmtnmftg 1 nTHfmuhnSsa stimjmsfitiGim sl 1 *v> n  u  Li y  *  oi



mjmcinisffiTHfmjfinmifucurinjgr^smtiriutj i
- o «  Li u ^  t J

to- ygntepistfiafiyaim jsw sfn tuiratairfsatgrru nmfisfismncjfiysifnigiti 

ts§ *1

m - m w a t u t n s i t n t 3 n m H t i j n n a i 3 n j m m t c i r n f i T H f f n n s i f i i 3 H 8 f r i n m g  u R c u R m t s m
u  m  u «  =* I i  n

fis M m u (u ifin fR tin u t3H S fitJj y tn th m s m j tS tg w jm g is tifn is g s itis ffn jm n c T i 

R l f f D !  *1
V

6- fmmncntjSfij SmjjfitmnisfjGttifuwaHssgutufitjisHtu tSmmnnimHftriJ *i
*v> v  -SJ V  D  V  • U  u i  - o  U t j

mtinutsHamfr StiimiutncnfisM t^cuwaufuntsSscutufTtns i
W -S> u  p i  l u

6- rirtinutiHaHijfHitiRjflgMttiitgimffilfTiJ umRHinmfiuamBJmnffiaiftifa
U  V -v* L i «n  t/

utcims i
I t vn

e)- frmtnsutijnQmtiwfniQimtntuHSfni utsiimSfru maHMHMrirHiwtiHfifnii v* ^  i n n  cuJ

mnmRTHffnisriH«iJ:H3fni -s- tcirosstmtnltft ’QnjafnainwntitiiSfm BeingM  L#V I a t v  n  l °

retired on the job" 1

ri-ttituftitmnnn Masiow nnnjimHnmfmirtarnj fmjtfimagiH ntimHtfrgngiuipti

HRT?ifCTUHiJHnli^i3ut3i5tm§fimfm^tifii3 +  nTHJmimnffiuutina (fnnwna
c* Uu  ** U*j  U v

MiBmti aawaHfks) sattmfmiBMlatma (tnitinintH aamitStramamnI <v P I IP L>*j n  n  cu «* v .  U «

saiifc) *icu

tf- mffnjmnffitmjMtnnn Masiow fuMmalngittjmmMtnnn Herzberg mnnasti

tfnwamntntu Sanjtnro tjwrnimafrutgmSnjsa^inBatitjiHtiigfititQ cunstiri 

fnitni tujfqj atitiwusmwtaHsrrinaltiSSJffgiwga i

g- RiHftnimnsMiufiiwinR Masiow mtimigritatg aatnnSuBujgfntigaati figuu 

tgisanmfiRifitnisfiQfiJUfatcinn Herzberg mRnssapiritt3fnisgnjfmnjfrijg9cu 

SMigfmiMtipannnm atifnitnrfngtt 9m«i!!igigjtiytinjMfj atimjcuficuiw 

tTituss *1
*  cu

90- fitgfjniiflfigiu y^^taSitRftRmnmtnSHSsaygSnHitjtinjaitgifrisHSfnj

ttiroutciniaffliHffnjmRSM ttritiiynffinHiQtSmRUtnstgisafiRitSjnjgfiGR ‘i



9 9 -  R t r f 5 Q H c a t 3 f r i j m s H R ? r i f i j n i g R S ? i t 3 c u H 3 f n j  t i f i t u
oj i u  n  i c i  1

gwfijtjgnntgJHiiHnri iB^mSjtujtTjafdnjRdnjMtre tnsmcu3atftfninB$imn 

n s tg is a d tu R d ro w tn itn a tin ia tita tH ti n u r a ft j s if ls n n u u f i?  t n a w m m n g g r o tn a  

a fm ig s u n m tig iiw c in jtJc m  tu im H ia fn ig Q n js w tg fg iw g a Q tm s fT iJtr iita w ts ia
I VI

thcinj i

9la-mjsscufincn mJiaumnnflafaarn ItiWHfiinatBHTifiWHfTiiutncTirriittinuMUttro 

atiujHfnftni i

(Four positive

strorkes mjggnicmwafmnhnnifnraiitnBnj) MnrnntfitiiHtistftHftjtna cmrifiVI «  V  %» M '' O  O

correction) *1
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SefsSsjndfeejp
Job-Enrichment Assessment and Planned Changes

nnnpiHLm (Rating)

guithMcu g iuc*
V

(Core Dimensions)

H ffM rm c u ifm fiti: u m ifa m tim in fi 9m  »  1 m

mranitnssfdffifidnjt5m[fnm 

S H c m i f n i n c :  u f i c u n H i m H O i n S c r i  9
■ 1 »  1 n  m

aJgsiffgamfifcmrtmiuMsatfiHm « " u

atitiwfftinrcattjnm

XtKfT9i3mrn: tigtSmiSipiMijain] 9

tfups tBgwttHQtnsslfmtrumfiigs

wmofnci: uttromStMaSMtTHti
«* i n  - •  o  U

m rin s th  tS fltiffiifn jfr m n u g ftn a tS

tmhtitjtHG
v  c t

9

la cn

la 01

la m

la ai

m iiis u rrn ta : u R ra n o g ro tn a m ia s u m iti 9  la 01
m  »  1 n  u  iu  if.

g ia tn n n fn n . m re su c m titjifitM tiH n«u uu n
1

m itiiilflm tn atS

m i g g w s M T g f :  traffim nJtnatira?mu  1 L io  1 p i  U u  n

g g o js w m fw n u m im n n ifn jm jU 1 Lttj \ j  if.

9 la 01
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<k

6
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6



« *< U tJ «%. cu | v o

HRMcmcuifnintj:
o  t g  »

S ganm uno:«j  »

p n t s t J m n ] :

MmRfnci:
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Developing Teamwork

•  UJHmJtTinLjnJUtnCJfnJtJIJtjlSSfjutlJ (A high-performing workgroup) !n{§Stjlti[j1HHtH 

ttifUH1SU^tUt(jjSUtCinifnJiTIJtnS3fij (A group of high-performing individuals) 1 HIS 

ftfHlfdfrmmfiJSlS (three main components) MnUfnJffGffftJUaffJH tuHJmnnifriJvmtflS 

BfdHiU "T"
n  t i

frm{SfiIfi5flvlHCU (Selection in) HHSfdj (Right people) ftifljmSfitflStftjjlH. fnJHfifgJJS 

(Development) fiHtitjlUfiCU Sl3tjT[fJH Sti?nn{8MMnintinj (selection out) SffiHtitdfljn

thnnimjttiitnannaim«inti9niiinHm *i
H  I U

Ip5atuHnn«it3MtiQmiRg9it3utnsgit3HMigtm5 MtunaiuMHRMnumjRfdiaijjHHm 

tdtutJtnnifriJtnjtiissfdsaHfmjhJsiu^ *1
■o n  v  ( J

tgg^feggglggfggssnf feKUggsfjjsgn}
(Formal and Informal Group Structure)

•  gnipuiptimBtflataaipaHnfninftjitiinHHm tacumnmffiJtnjtnsswttJitsiwRjiHn 

MHifjfnn saHtniUMHSMjtaigtJtfiH *i ^HHmtgftnaRiinmaimHaftijlDmii m jSssiti 

ttiCUtGHSJnHtjlHmm tS^}t?nCUt^JH[UTlHm *1 [ffHHIHHlSJESlfdHStiffni mtjBlMHB
ti

Is tS fm n  tsIffiHMitjamHtjitiJmitriatiBtfi hrsioirSis  h sj wish mtunfris ttin in n
w  ^  cu t J  n  p j  <* e i  <=*V  V

tjiHsimssHiSHfi2Rsigffnnt3tu{RJtnstfia?nia9jBRsiHseiutsi?riHHgfrins!il3tss*i 

tmcusttsntjioj StiUSUnjISlSI (Policies and Regulation) (fiftnsmSmSjti tSHjttUlSldCU 

fitnfijmjfmtnj (The work process) 1

•  utataifttiJQmMHStjJfnnas fiHisremfjHsnfrltSfmitftittiJ fanjTflfinamtnimiiJtnm
l  n  <=* n o w  n o v L i o j  L n j  U  .  -v*

m ttni ttiimHiGtSjfiairittisdfmnuwfmtJS1! ijj'Hflfitita:utSmaimtfgnnSnpa!annna

atimmtiLtngijHaBjp 11

e)9

2)



tiriigjfnnas i  ujHturigJfnnssnjntjm SRdtJtaiafuggiam m  (Norms) tticuncuifiHn 

m tinutjjnasntjicujns (expected patterns o f behavior) 

tsltffi i  mnjcimwiusmafttti TnHtTnitiffnitnatmnaiiSB *i«N Li  1 Li  OJ U
u

isIsifcnfcTmjgiiaHM ftHit3Hisfmtna!imfimtisiWH8 a^fnntjiHfiSfiaitiffnj atmnl
<=• U  i n  <p e* w  L*i v

tifm i *i tfiggnmci/i tfncuattintntu atiMtitfinfaatiBmtiBtjimmtagn *i fncuamitiaiOl Cl 1 V  c t  V I

MHatcfmi atin?ritjimntiitjn?iHtiJ taisfifiR^WTUtMJMnufriimnrnmjtiiiJUWTfiH mn o »  flJ L| oj U U h  Li *s> U i

T U 3 itia :tiiH fim tim t3  H R T R ftR H a H n T fiH tr fr itiffn n a im a T fm d J fn n u M H R  *i s m n tii:c* <=« Li Li Ct L/rj Li l Li OJ e* Li |  cu <=*
l  xj I ti

n s a i f t j i j S T f i H t T f f i t i i f n j  x t 3 c u H f i f n t 5 m t u t j i H f i m s T t J W 9 f n c i n t i f n j R p L n l 3 T n H H m t t 3 c u m sn ®  U |  Li oj c t  pj c t Li &  c t  Li |  u

t f r l f i S t B  *1

(The Dynamics of the Informal Group)

TnHnfritjffnjmSmgra taltntuiacuuRCURWstfaamnm^TtnaafRTHffni ttitunTffitnaU  | Li oj W 1 O  x* <r -x> JJ  V  U v  I Lry

tjtnrntaifujujfijiafnmij i ?nH9Mia:JUMPmuat?nwuMtitarriiunfriJirii rtrIhis-o  c t  <% O  Lnj

ufiffimSfm tSHTMtJQmwttJiiuMfiriua *i ufiffifitnamHfmisitiBfiftTiTM stifatinfitsi n  t J  rv  i n  U v  n  Li n  o  u .

(Psychological and social needs) ttinjinmRmnniSjtnataiRtiHsrnr *i tSnjmnnitnaafRjf 

fmsimss CiniRcmtJtJHfBmRtaxfaaiRHmJtstairraTnHfrmTUxtScumsnTHffnjtJGtn ttSm
M M  I Cl f  c t  =» Ll I Ll-J U c t

mStitjiTmjHatiJfnjtanj HitsmafignwtaltiSmimnnimrtiiJ in  Li |  OJ rp NJ

mxtnnjt^tMQRTRffniMsiautiRJuwuRcuRgiatas fanjfnJmnnrctfimTfiHtTnltifmnauLi C1 Liu I I C1 Liu -s> U  i Li oj

StjItfdtjRTRffnJSiawaHnG 1 URWniaWtnaRTHlfTU81ttMaHRB81t3t5fiUinCTiaffiTHffnJc i Liu »ri i t  i c i Liu ci i t  oi v  u a

tm ita im iH i3 iH ra H n a t8 li3 fu tn s tJiH Jfn is U 3 M a H n Q a s 3 tn ti3 i i  m ra c u n tim tifn a tB B tit l  U c t  Liu Cl I t  U c t  U

mmtjiMmSmsTfiHUfrltaffnjaititas tmsnmRftmaimTntHsasgcumfiafMiatiifnrtiiJcu Li i Li cu u  u  u  u  u  V n
t i  xj

I f iw t in n n u fim in H g it it a it it ilf li  i

GnjufmHmigfRutiroflinQtftnaifiTfiHnrTitiffrmunHto tBHTUtnmSTtnaafRTHJfmaiaV I VJ U  I O  Li 1 Li OJ U w  -o  v  LiV

fi5SM8 1 fiSfitflHCUtfia RmaitnasffdfBfrinfrinJfIJriHlsmtrGa (Safety in numbers):O l  V tP  V  I c* Li v J  '

ugmmdjtiintii gjHtasHiQipjngmiminswatifniinuifititnawjjnfij (A better 

defense against management), UJHH1GgCUngfnitnmJ88 9 (protection) RGCUSmwtsfj



M ttBtSmiputfflJ (Management's decisions) fflWJnBUimwfitunmW *1 

[j1HtUrigffnigCUanjMHlBm?iSf§mWMnurrij3fim (An opportunity for leadership) tdCU 

thnratnaafniHfm nafnigroRtH ( The need for self-esteem ) i  pM atum H Sm ram uw

ugcunsim ssin^ftjisdcujuis yStim awnm tiafSm M tStgutnijaffitH ffnjm wsM niM  

cimmQtmsfniBnmTfiHnfiidffniHtij mfiflwMHmfaragifigimfimw *1U U | Li oi y u -o

gRBnmtatfjHtorigffnisimBsijJtnagwjinjnctaimMtnSfimMnmR ntyrrisHfitSfisi 

SimmsmStfltinW Hj! (Personalities) fdHjnJTin (Com petence) tSmCTOSJUfitU 

(Interpersonal skills) smWEfiWGIn (Integrity) *1 nmRH1t5t^H3Ciytl3tlJHaM}fitgH1QGPJ

tsisitistitjiH tiitjis fntmimHfitilgtaisHiaumiJ^iSf: stiucrnttiniss i  tm flrtm glifiu « oi in  ̂ oi Uu

nmRntimstRHiaugntcmtia aaunnaip^tBH jiQ m twftugcitfinaatais y n n p s n m fi  

tussfiftnu StimitnmsffnnMHiri (Assurance o f  confidentiality ) 1 

HfiSnsinfrltlffnjHit5tjiGsms§HismHiuMHriTfiUTfit3 fncmunnmRnmmtjiHnfisM
ct L i w  oj  ct U  Li  U  I OJ c* u

Hfiipuiptitgiais (A Substitute Manager) i  rnnjcimrawttJImMHfiBfiaitifrigftnigia 

tmstSjditnHtutjiHtii tmrotSiiuMftiitJStlJfnnaisTfiHtaisaafnatRinadwTuttindasiau IJ - u - - r v c j  U| U OJ

fQjti *1

8agl8«5&5JSf$5 eS^&Sag&Sg SewlJfiS 

(Group Norms, for Good and Bad Results)

ntftifi^mtiiatrfawtnafignwigltrotiwRfncxProductivity) samimnnifmirijgfaHcu 

tsns nuggiajuMUjH (Group Norms) *i yjHtasma^fnnfiJUMtiRfieatUHtgltroajtinigifl 

ItiwntBjlMmgiatifnnciagr! gQtawttSnjmnjnniuggiaiuMMtiHigJtnahfinn i  utatS  

Hnyiuyiastijm iScTsfuQ^sm fijLnHtydgfm nsiLRHm Jtrinuwgstifi^timHij? ugtfis 

KiagjJtnatHwracj^MudRtaintifRtinugiuMHnBfimtjiH tyriglffiuticuMiQ^tiriuti 

MgiamMMtnBmairjtufjH i
i

ug^araM ij}HHiQm Bm ^tiantim thnM ttjiraHiBaiadwu:m n3gtna y n n lg m sts iiff i  

rnrifrcinjrnrtrii i  pM atuug^amfiiyjHtnjeanM fiaiiuM W iua mim nm m rtnim fiSM  

ytftn atn an  m ajuM atuug^stm sBctiiaM fiaim M ^tjam m afriim nnjrnJttiJ tticutsti



tn s tm s s ti{jn fn riti *1 - „

ug^smnmgjatinajJimtiifattjim{Rfi|mtsit(Sjuriittyta9§mnfutfciritnut§Hitij:Tcicu

farm stim raisH S (Appearance) *i ug^sHitiHiadwusmnitsitcBfniuicinjfnjtiinuRRiji

uhncui tm n in n  tn m tin n  stim recuntB i  t^im R c rn u u g i^sTftH n fTltiffn jtn u u & fU fn ju tn c TiI V M R U1 Ll OJ 0 V

mttnnfttiw&tfigifni gitilgtns gitinltims i lUMatSugnjnjuMHRnmnnitnaawmn 

tB fn Jth c in jm ittir ta w n w in  t t J i t i iw ^ ^ m it n n u w H m g i m s f u t t n c u ^ H is u n r i^ iH t iJ  

u g tJia tT tr id ffr m u M T R H fn m ii *icry Li oj li|

t ^ H R i R u ip a H R t g J f m u s t n R m t it ^ g R B n m g f m i M n u u j H f T i i i J i n u M H f i  *i HR[fi?ggcu

tnaimintSiRiHtt3itiiyRnimaif|titfjHmittinuMHft *i uiMatuHnggwtnaaJfltaJgnBg 

SuRcunHfiiiHiQfnmtgitiiHnSftaitTfritiffnmmiutaj tticuufitufistiscuHfifmnwmni n =* oj <=* Lj o j u v  in v u

u n T itti& u s s u u n riltfitjf: iin «s* oj in o

T U fr m a *a a tiw 8 T H n a fH iim g m a iffB g n n tm t3 B iu g iJia ia m H fn m m u M H fi n xim m fitiiU n JJ «* v v oj U i =t ti

n m fi3 jt2 i? n H m w s ta ritn m  s tisiT? § m w ftJiu s i

iSifijju H n S n a it^ tT S a tiS t^ R t^ m im c in ifn itn im ftn a ijjfig n n j^ ifT im T S a fiR y iija d ffn n ji" I «* U U m Lru o» u <\ u
v

Hm st3HRSRSittinjggwt^sfrin?it3?nt3TnHg:itit?ncusttiritntiJ sasW JS^cu RC U iRH n w ^^iu •=* u Li n

tB m im n m m r a iiiU M U R iS n  *i tn H m iriR t^m w t3 TR H tTfritiffrin a iR i3 firiu s ttfim m s H fi\» in n ui U iu «=* in c*
t i  i

u R s in fiid lfn i s tiu Q jjis n fiitlfiT in u fiJT R H  t^ffinnrntitsit^R?nncuifin?ittrintjtsitcufTijLi oj pj Li oj Li i m m n Ut! 11

m n m m it n m jM f n H  i  ttn m s i M ttja m a tn tn a tJcm Jrta S i m n m m n ja iM H B tM m t aam U i i » x  oi n no>cu

tT frid ffn n S jn a tjitR H m  *1 m p jtim u g ^ g tT frid ffT iJM n u fn ju tn n ifriJtT iitiQ fn  u fisw tfitiO n j <=* u u cu Lj oj -\j u « n

M fitJw u M R n u atais u w ffin a U M n Q tn a a w m w  u m w M M titJiM n u d W H ffin  stificuimn in in m n i

u ta ra M a tu u g a ia tm itiffT in a is g iu fiitiM fiiJiira M ftriu a  tn iu tn n ifn m m n n g iu tJu a fn iI n Li cor Li oj n i\ m u

U itiq n  i



Introducing New Employees to Group Norms 

^uaHtijQaatJiRmflattinmips^^usdtgtsjmsifjamiMiQfTiimcinjfnitiinuM  

ugffifiS i  tBi2i3Mit}aHraugiSn!tiwwtiiatRtgJtnadwfnig9W8Mtgf9jtSmitjiH^ 

tt^mrdtot^Hmfinsituridffnj (informal mentors) itfimutiinjtininmfitji

tntgJtgysmitinaamuti i ygwnte^tnmmimitnagMt^titfigftnagwitnriulaH uShj 

mygwRSgltnmtgiptoHrat^njtinwtti xtrirasndiJUisrijriTjfnjssnjntiJiasfnms 

m snStss i

t^mgwafiptftBtammniiJUiunwtumag tjjHtnsu^cjtJwtigfflRSmMssSjStanJSfiw 

Tutfimtin tBH?t2fnj^ntjimdri9Tnm?isfHnttinsJi tacutimRHiQtgiftimfijiHciunnU I ”■ «-> J U U =« U U U 1

ttl}ti!mmnnjnmt?iintaitBriH3mi i  ftnusniStifisigmMHnSftmTRHnfritiffni ttntuO  c* U l U l  rv - i  u  «  Li I L> u

utuisuRtufiSHnuBtJiaiuMTRH tdwtSitinsiHtnt^HtsjstiMtitJimnnifnittiicmtis *io  i tn  cj u i  u  u  v  Cl u  ^

cm9nimum98mt5UTCTTiMtgisi3lStc3cufinustjinSssim^tgitcBuficB?i39mM831o. Li u- v_< in  ̂ w

frimmwturifii HRQtinnjSigftnatfigngjLMtjfaLwfiMtiJitiissati uSHjnjsnnsfTiJ *i 

nnlStcinm (orientation program) tns[punmnnHt^fnnnt3s?i utsnmmijsMiooriiaitnM  

tfi "t^tfimwattS^TnftGtiritirfQtHQ?’' *1 HfiSfisinrrldffnj ttiPJHRTmanfifijfTnftjjdiHtuci Lnj V Cl « Lio j  W 1 U L/y U u

s ti& Jia tfu u w w iu s  in tiin n m a ta flin ia fu B tJis r n H ta ir a n im m r a tn fn fr iftn m iM U R W fiS
n  «v I W  B  U I  'O  | « r i ~ *

tsifnHlStdcuHfiBnsitTfri^ffnnsi§t5cuttSni^iWHTMu ic* U  cu \»  u

mt!sU)8 fcgra&§^fl8 ag»'a}fi$3gp

«  W  J i l  %S3

Changing Undesirable Group Norms

HnxpuiptttgfifiSjtiSnjsfxjjsxtfTidffrii tt3fumS^tnHmii3inR9jttSnisJHn3nmtij^ 

g j fn n s lD t iin H f r u t in ig it it a i : t w m n a t u .t w u s ^ a t a m r a t n n i f n i t t i i n j M n m m a i r f B t i
V  •

tStni i  (ufism usgistm st3fum ?i mwMMfiiliiitncjrnjtyinuMMiuatms nm tim fa  

HSCTnfifJjUS S fc ttB fig fiB fn  mSIpWStUUSglSgi^tmsnMHyiJU (counter productive) 

jrRlpuiptiQitnQigftSfni iSujtm tuusfrssittsis i



fitmag© latattfitrinimnas SiitinfiHnHtfrugtfiaroMTfiH sttticuusmnjmfafitsitffipru-----------  c* ~  CZ Li |

mnnjmftJii *1 wHMitimHCUHnjjjHtastSfni ttximnfrifijiHfimjmntjfriiainuMnm?!

tjIHtUHRSRSitTfiitjJfnJ UtjIHtUStjTRHSiaHfU *1 fiimsglQ MHTUmutfiffHnffmgnJMU «=* Li oj *VA u Lj I V ------------ V Ll J Ll e* u

HnBnam nltiffni StiHnmntaugaianiM TnH TnngititinjusmnhglitBmmtricTifnitiii ie* u QJ *>• q Lj 1 Li m

B u n a g m  -  tfo tte ra g jtig fS ifn M  s S H jg m ttm u n 5 5 ln i3 u fa fi5 t^ t|m j^ j§ jfn s t? iH is  

rafigm ci i  TnHiTfritifmiatinlnttpaJugfiiaiuM samnnaatirfianutj fusrmtfieamBrr 

UjHtnaBaHfiHBfnmauggiatais ttBmggnjcmwHritinjusmnijuM fitgitwfnjmnn]

^  m e t t & d e e s m s g a g n s g i e

Team Building -  The Manager’s Chief Task

nmtiittasHmtatdiRfimiuMHnntiitiartiiHnTRumti SiSHfTjnQfiftnamHHtnfisilatinan n j t j  « « c* L j U c* U1 U oj

uqihq ftmmM siatjimmsinafrijRfmaijjH SfrmiBMMnaujH (Selection o f  the 

team), ffimCUlsUCUTlCU (Training) (developm ent) aafiiltimBnjBfMaiBfi

tufUriRJQt3tjlS (Removal o f undesirable members) *1 Ht3tn?i?iSStt||t3t9jfi (key elements)

MnummrmlltfJHtaramnnjmilTlItnaSM (A  high-performing team) JHtflS -f-

- miHnfijaafmnntjgnSBjiM nnM iHinaQnJM ra atiQtunRfnittiWMtnBfigiaHM 

tnatucuBti i

- fnjgcummMTfiH taiRam m ftraldam infiQ tji mnmftBmuMMtnSfiTfiH *i« U Ul e* J V n*vl n Lj I

- mnnBjIUJCjafBtmsiUttmagtlfnimnnifTlItJlI (Performance Gaps) UiTiJSfdm

ifitim n tafnjthn njm ia iiugq ia  sam m sm m tn n im jtr in d cu ^ ig ig^ tn s. nm

nntiiariimriitnnifmtill (Performance inhibitors).. ymjmSTltitgtgJfi tuCUmfi 

LnttiatinfrniutnmfnfiriJ i

- Pm[nHggCUt5JR (Acceptance) St3fnnyglSRmfdWHlBRtRH BtmJHtfiWatigJtG 

nfimtBmntQtraJatBiHS (Progress) HiBgfffiMtteKmjgmHB?

- fnitUfltunaiS Bfcm isgroswgjfttfim m gtiH  (Fair Assignm ent o f  roles and 

responsibilities) u CUfd HlB R{fJH 1



nJiBmnntii eamBntj7Htgfmnngt3nj?nn5teLjtsneatj,ti5gss9 mfttQtifdsisfocffiifrmss 

TRjfii3fT1fi(î tlJTlPifriCU8fi5?ri v
Liu «u I =*

9 -  fnim fifltqiti (Forming)

fni^iwuniJitUHisfaSlGHifiafaHiSfiTfiHtsitnnjtticucinmQimSmSmitnjtjiHramio i o  I L| I y  n  «• u  «

la- milUHnjflRan (Storming)

Haiti Hfna!n8itifmaitnw!finjMtn2fitifilli3tintm9flcmgiHffHfifiinnuM8atff1twn  «•* w  a i  ; J  «» v  a i

ucmtdttia tticutnataifiattiMltiasa im  vJ <=* U  «i

m- m m jtrauggia (Norming)

mjHfifSTBfltatgfftiff St3USulS tBmRftnRlfltSTflHatttGHBIRHtilHmmtintJaatHti
d J  U  i r» w  u i  n  u  <=* u  n

atitsfniijiHtiitnraitifltsttre t
*  u  =» u  n

6 -  fniutncnmitju■U

mi3R3i5miaiitjiHtijm9jtnaiuRmi5itDtuMgfnnnt3aiHtfjH i

Rm^RssgtiJtaflnmrimnj^^afnificinaijjH SfnmjtraSjtnaafflt^gnSg (trust):

titatafiSmnjHfiBfiBi safitnssRQ m cum ts^m tgfH fi i  u h n stk ^ gm sm gim s
• J  i  n  c *  y  i  c i  =»  ' o  U i o

MHiSRifjHataMntiintMtitalRlafliimlifncijpHwflflaR ufitimuJufurgitujuMtignj

(individual agendas) StimsgfiHffin *1

g sg j» sn s  g g g j g g j l  (Process and Content)

H nipu^atiitria^fBaH nm tirannaw tiigjaisiR tiijiH 'i iKHisutrriHHta iSwnnatiEusi 

ts u ta 1tn a ifn n n a i!i3 iO T9 ?  tflfia iB fm m tn m a lffiJfn n tifn i ttJcutnstGm tcunm tSrajg?
n  m  ** •* “  M

HRigftititiiHraatufjH ttJimjmtratmsHtfiroiRtnaitnu faHfitntntsgtftgttjHtgJfi ttfimn 

IfnaffinnsHfimt&mR^ i  gnmtngigfMiamSnjHnfltrifiimitiattJi

tSljjHtSHaing^HmftnantigQtHtj i  g g a m  (Content) mfiStticunntitS ufflnmnts 

annm  i  fonTijmi (Process) BtjitHugnjsiasjimgiRgamtgflcjtgiHRmiadtstHQ? i  

MHtijaMtamHnjflttffijfnj tnraiawiini3mnnatg1aa|HM inaHtfiwtnaatinra *t wHtrm 

Bm htnagnB nm affnigim gJn um aw gnint^gnB nm iiiT* ^ m lB1” t9Jn teroBfimtru 

lyfi ttinjHnmgMtgmScuHnflinliifniJUMifiH MHQwmnnaattgHfmrtttrnwiuninatnj



tntntj *i

m im H M ia m S w ir o flttijiifn ia tta s u c T fitiS T tu r n is fR ifr itir iu tj m tu fifm a irttiT R H  -r-
o  oj tfr ( J  x»  v  V oj «  c» U |

g - ffjp r m t a m n n a a a fn ifig  (Task Behavior) !l3 CUtnCTltG18tgitpJH3?nJtnSM tTQ 1

T U fn n s s H its m tin a a tifn i^ w fn iltir im tits tS H s H JS fin iiR M fitJiijW  u tM tiir tn n tn s ,U  ^  n  n  n  n  n  m  ^

m iu H  u m i M t t m  i  r fitin a ts m n n a a tifn in B jn H u in n n tJita M ffiB n T n a n im n n  tnm  &  rp  w- i n  u  1 e*

tjit5H?n tRt3tSnjfnutjiHti!Hri3Rmiiffni atitrrridffni iv* O  L> u  c*  oj L i iu

lg - {T?Pntlljmtinaal39aifigal3 tm uttifll (Relationship or maintenance behavior)

tticu tsicfitsjistgiinfrutisgiTnH fUam H tjiH lifTiciH tii titstji r r u m r s . r n n w n g m t o ,- o  n  L » l = «  n  u  u  >j o

m n iaim im afiti. fnjcmtifiMnH uRfnnMaififniMJsMJtutn (compromises) *1 

mtinutimtinsatigainsataHiQTRfulJiCTitjtittJj uJiaiHnBnafinfridffnj um hiS r
tP L r\) W SJ •=* Li  OJ *NA

lu m n n iu M T n H  *ic* u  I

m-rfjtmutatiiwga (Personal Behavior) SmrotimUfiW3fi3M8?MtimnmmfmimW

nmfi ttJimnswHmtnciitaimMTfiHtgTm *i rum nss THgtefnitwiaifitniggnj
u  1 ^  Li 1 U  U  V

M in i f r u m S m i n  m ifits iT U im i U R tftc m m u tn a u g tjin in n r iu  iM o  oj Li -v*. a j  r »  U  - o  -\j

H fiB n m tiffr m u M T ft H T R ft n a it ii  T R lH ia m tin u tjm n n a a td fn jR Q T R u r fn a  tS m w tJtsC* c l  Li 1 L>U U u  rp l » u  U  U
v

t m n m t ii u w w it j s  tn a fR tm u tS m n n a a tig m n g a a jtitJifn a  tB H jtta ifip ifjH g ia a iH iji

H t if n n f i w i H R  3t3H18 TQ R TR tiTfnaM ntJm tiriU tjti1C U 83 *1 H f u f o s it i f f m  U tT ffltlifm titg
«  VJ L i L i Li <s« iu «* 01 M  U  w

t g f fi  jn B T n fH B r n in 9 i3 n m n tiT ftH tim m a ttH n 3 n m tifm n jia 8 ftj!a r a m H a iB fljttim S tuU  Liu I  m  J J  «  Li i vi «=* 01 n  r .

t r h , tlcum ixiuim  a tifn m T g tn n jttic ira itn g tR m iim s  i
U  i n  U  i r u n

(Group Decision Making)

•  t^ H ra a a m n T tfrtn M ttJim ttS s a Ju ra m g fa ia friiT R u m ia tiJira friJB n jiH  fitn a m rin a ta tru
U  L i  L i  L i t / . ,  U> L i  L i  V U

t p u n M i f f H  iS n jIf n fi  a m S iM e fifth iT itB ln tiM iU B i fjtitn w ia w tn a ftiu :iu m n fia ta fm
i i

tStMQRMtraiuMTRH fiHiBtflaumuftwmsnnjtHaftin dturatantia UHwmiwtamjmR
•» o  Li i  i n  n  i  Li ' a  V  I

n a iU M T R H R tifilM Jm n S tM B fiM W B H lB tiB m g l -T-c» L l |  c«  a r  o  v

9-minmnnmMmHdwBfmflmR8wtcihifrTinnmstnBmJR attHrotumsMtntji
' J  L* I O  V  H  rn Li O n  V  l l < = »

Sri



UpaiuMMtnSntijtJ *1

to- fnjtjWHstmMaintsraniHticiuRwmiJnjtsiSRumir i  i -\j i «n m

m-fninfrifiji jntigmBstitj tacugnSnsigicu3smticuBEtacu
VJ

Cs- ntynsnfi

tfttjisBgumtsinaStniijfm ‘1u u i  .
t f -  u g ffim s in tJtR H H its fn im jg s fifr iJs s c u g w ig ftiic u s s  y c im jg t g ja m m s f m w u t i  

Srr i

9-5amtutncutfnntLSs sti yRSmysstfttntnG

L i -vJ  L»l 1 U V  «->

nv[RHmt3Hiss^mjyufristnfitJTisnmatjit3 ntp§m sm jsscu8fi5[gfm fayynjQ tm srni 

Cs-ufitumfi u HfiBRmmHtTfiitiffnjtunHUj HiQTRUtituiutsitffiStnxijfnnStfijQRfjtTHQ
I Cl  Cl  M  a  L i  | U  oj u  Ll  n  *  n  Ll

y  m t in m fa m w w iu s m Q s i^ jw H iS R n u T is w t^ H B n R m fa s s  i

e)-yjwsmtfat5RfL3tLHQ nsscut^sslmjmcuyiHn^titRuyit3 foniijmjHim§§jm st?i

tsStnm sHticufinsfrutifi tticuciH'itisscumfitfls *1V  V  IN »V |  U

tjiHnBnmtlffnj HRmfgsmswTRfmmsrnjmcinifnjirinsTfiHmwHfi *\ tS^Rfintisf
c *  a i  «  U U  u  I Lns \ >  Li I c t  CJ ti

samHug^stBmftfiJH samtjjRnsIfnmtnfnmjtnj *ic* c* n  u  m  u  tl  "vj

Tips On Team Building

RSigmfaHfitjiHnyiULRti R(RfHRf|]§yjHmii^nufaHR^LRHHmtt3njmnn]friJtJiJtris

sw ‘i fnnjamiSiQmsswBfifiL?^

Q-finusstimsiRHisdcuRmn m^rurinimfiiHSgffriJ smyrltffmnfcljtijtfi
^  V  t i



Htum tuitmiupwHRBRaitijTl

tiffrm3tgt9fR ^mwtHuugtJisiuwTRH^jTfifijitjiHtusaug^sjuwfiJiua *iOJ U Li cxj U | Lru u U pj rv

n m g ju M H fitjig fitp u L R ti S tn m ^ i " m n t a i t i J t n H m " ts s tR R ts jti i

1q-rsi9 juwhr H^HfiSRaitifmjRTRftnsitriHisffjtiJiutjmnnssafrijRQu  «  c* «u L r j o ' u

tp u p n a  -cm jfnflfin) t B q t n m f fi m f lm g t ft n a t g -  m tin u ta m tin p a m n t jg i 

( Rum p) nfituHisysRpuiRis

(enough outlets) wnum tiritnjtfinjss *1

m -ts itn w ifln jH n B n m m H fn it t m u M H n  M H E r o r a m n n a  a a s H w ir ia H ttiw
=* LJ 1 CX J J  V  u  o» Ol o '

R n tjn m fip n m n ro ia w H R m H M ttim H ro d a ttJn g itiS flta n ifn T tJi tm S w tm fitn s
* i n  ^

OntititstHB 1
V  n

^-MHHsnpRBjBnmturigfmi^jgwffitintigmiinaatijnjftc sttmtiriutjmR- 

n s s tifn ittig i ttin ra itfig tB H j^ H R m a tn w a a m H M ttim S n jtw iS tiiiiifrijm M

{R H  *1

tf-M H r a n iB tiH fifliu n fiR ic u ttip jT R H R ir tim u M H R R n tiM m a lR ia  tn n jfa titfn n
V  U  | e x  1 «>. a

^ H R B R S im W H R tn tjlQ ( R ftR R [H f§ J fi5 H [fi5 U  tm s t jlR lJ R t R R , Rll{UHCUlSR8fi

m m ftn s u g tfia  U R im tn m H S R iiB  i
lJ  w  n* v  i n

S-fnjRQMsisenam taigijRiiRftriaijfHtanimcicjRiitJutnasM RRiii{SwMnti 

ecu fnJUfuioUiiincu s tiH R fs T s  s tiR im S w w n fc tts n i *1
v  n  n  t i J  L# m

ri- MHijpitnMMBiBnijjHfliittiiniMgR tBHjggfutnsRinygiQRwttiltriR 

It n s R ijfir i  tR M H G titn tfi  f i( R h { 5 t t n w t c ir a t f n r it p g m s H  n fim H 'itjm B jtn s  

HanRHatt3njnjnQggnjmRtnaiuMatunRtRntnaBtiHMnRjTinni3tt3}a9tgjff i
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Analysing Informal Groups Exercise

mhiBn : .............

HnSnsitTfrltSffnT:

ustfis :
v i

tSHRstitnnjHfnmtnnifriittiJtfiitiamHis?
c *  H  -VJ V  C l



fiN ^assjssfjgssSsg  a e f n j f i f i s s s j j s s j s je  n n e S a s f n id t s ^ f n t e i}

Section 2: Identifying and Removing Barriers to Performance

dDfigS*>

R 1 ifin 5 1 ® 5 K 5 B 5 I5 5 t5 lflO g ;B t5 1 S fjb f5 1 iB tP E n fT lib li
< 3  0 4  <S* —I

Chapter 6
Defining the Performance Gap

ffllflM tte (The act o f  measurement) SmtnQtBHJtRWHtjgcBnJtJMHfi *1 HRStltnsSfH 

itiCUHfiflWifa (You get what you measure) unHlflnJtgftnaflMlftJStiigftnatS (What 

get measured gets done) 1

tSHRhMtfamimnnifnjttiraQujstifiaataiHQ ?c* \jL W c* y  r\

umfiatitfirntncmtil. itJcufiMifatnatinagtstHQ ?

tSHnaaugfnntstmsTmuniajfitsmRutnfTirniaiJutiUTa atimmticuBtitnatintititstHB ?€=t OJ U M U- Wet y c\

Establishing a Baseline Performance Level
H a H R T R tJT fih tijn m n ir its n m n n H n fm G iliQ s fth tn w m n c n fn ftn T  u n m s is n m m t iij iH t ii| c* (-J «=* U  n j | c %  \ > M  BJ u  U

S&Ufiffifi ffinratnnjm nm m m ijnH  (under-performing em ployees) tR{fifRMfi§Jtn3

tjpMHSmmgnmamjmnnjfniiJintfimwn^iginfiMtJatns ttironju^THWgiagiswntJ 

mntJlJmtijUtaixnnJHSlWtt (a baseline for future comparison) 1 JttlM M n u tn tn iU l 

U tiflJfifn n  (Measures for quantity or productivity) tiiniftnntJfntlltjlQtintsQltJtSH *1

tn s m iM tin ittm n tR H fflH s tm  n m Q tjc u ra m n tm M fm M ia rm jin m titB m Jth tin itn ia ii1 r» »■ u t  i n v U  t J  -o

rawuflffinuBtnBinstoim *il n  i*  w  c« vJ

tiJRQQItnQtgfHIslSflfdtfatnStSHjflfaHntiffififrin *1 IBl?ttJfiH8&nCU(in Manufacturing)



Defining the Performance Gap

matitticuHtiQiitgiticuOl «

(Where you’d like to go)

mmt3cut5i)tnstiSfnjmnnifnitTijN»

ts tm s ts fm m n m fm in jAJ -VJ
(Performance Gap)

mstttticuHfmntiwmsI
tu =* 1

(W here you are)

m m r c m s tB m iu tn n ifn r tJ ij



mimnmmitriIH1Qnnnxlmt^QSSanmmt3CUt4CURtnS (the number o f  units produced)' 

MSGWjStSmJSimGICUttJltlJnifiaiJtriSI^CUlfnn (quality assurance) URCSStSfnJSiySlJ 

tffimJtnmriUJt3 (the number of calls o f warranty) *1 UnH1tjflfatnSfTlJi5finimfdnUdffi?1-

fitf (the cost o f  production) SvJ/UUJHltUltSWtmcuttjCUdcBfi (the amount o f  waste 

produced) um nw tfnn tBHjdiiuRvififnnsHtii^ *i suntuym tu m gjfi m rihnnjm m m nQ  

R iu im tJitm g iw tjita S fifn n  a n tn iu i)  Rtuifnn tncutlnn 8tifniscunt5J(cost) i  tfiggitmcifi 

n?rwufitij S^funwiuQSSvinfnntticutnscufi^G sa/tjQantutnsHfi uQjsRifatitSfidcu 

cuntJiQ. m m sm jcufiSH m s Batncmfnn^imusnntafmnjn *1
tu u  Li a

tXjrimritsiafiftilftajtitTjitiJiti gm sim atm in (m fiugujstsiTijm nnjfrim Q ) titm aum u r 

nntifiaiHnmati ttinjHRtsdtgititii cmfimnnifnittiJ fttajHmsfitnB) i  TpfitaifitntsiB 

RtuiR mwBfitnatamiutnnimjtiiTtiiiaiMfiMtftitsia i  m nsM jpifitim atiitinjgfinna

S m aiu B m a atimsrftiwHfiBtugltfcu Btm *nntmtftam ratnmtnraii (The
if . W c »  OJ <=* OJ U  v
i

Performance Gap) *1

-------------------------«u---<<s--------------------  *?*«a----------------------c>----------------- v-----

fi555S553SSaR5
---------------------- 3-----------

tTmtBtnrottinjBtmsTutuntitffimmincTifnitniTRJtnajfinSnittnra tStmauaiu S inm fuB
U  OJ Li -Vi Lru M  U

ttncmtM§wHun?idfUBtu fanjmBNtnjtnantiiantnros fitiriaGtsxsi'tJtusri *i rniwitflS
I  VI =« tu U  tJ «=«

WHUflfitiCUHtH RtfltRlCU (Milestone) tiittntUttJimnJTIJHIMa (an interim goal) ttifUPTICU 

iimBtnnifitnaaaBawutticTiHnmnnBnatsifiamiusBtaisTuttfnmnjmiutnnimiaii i
v  h  m  -si c *  a i  L i  v

i i

imrotitt8MHtta«!tiWRi!RigJtnafinnJimtii:tiiMaBjpiai t f u f r e m  fjcuifnn. tnnnfnn. 

mreturim (cost) tdcuttutpMeSntifnjlfnR^HWgiaipg i

BnjunmarnnifuBttnnnaiSMBttnBtinjHm mBwdwflrounronafBWiB^itfnnjMtm
v  i  U  l  u  (J n  i  c i  t> I m

(Target) tfiwjnBM M Btsigtim i:tnw| aattiim inanw w  xtSaifrifuarneatJtitnajritsdnifnj 

tSjmsnGRSmafijntjtfnnjttJisfjtjiti1! tfirnnnriu fncucunmRB^tnslafnjmcimfTiJtriJtJiB
l  m  n  JJ n  n  v  v  \ »

BitBtnnnmnuBBTatammtnnirnittinffinjttJi t5nn&1tmnflBtftnHiBMtiBtna i  miutncnt /  U  w d  M  V I  M
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Setting A Reasonable Goal

RtstiffinjHntitHsItiwoi  <=*

Where you’d like to go

mmacuHRG^tnstwfnjutnnifriiiTiJ«=* M

Desired Level ofPerformance

mmstsmimnnirriraii imcmtfiMHUimtlwft! M  |

Performance Gap Reasonable Goal

msatdfUHnncuawfitsiCU «  I o.

Where you are

m f iU Q U jg t s m iu t n n if n r t n i
Present Level o f  Performance



•  tfitjfctLrnmutiM HRgswtnat^SmfjtimiuetixmspttmattBfrimtcin]

fTUtTU HRtnt^t3tgfRCUl^Jn§jtt3tJSfRm?t3CUdtIJHfi (The factors working for you) til 

fifiltijCT] (drinving forces) StifiSTKtiCUnJItiHfi (The factors working agaisnt you) til 

fpSUSCU (Restraining forces) 1

Gathering Information from Employees

•  tBqwjuQmmarriratnnifnitiiimtnnjuguja atimn 

tdcutjhtns {fiHOTtinasijtwHrottntjtamigstitmstwfriimnnifriittii HmntnBtglemnMi 

UgffinJUMHmt3imwCU)J^H|Rf (the right questions) mHWtflufitpHtnf (in the right 

order) *1 tmnjtt^iuMHRSuBHnM'mnmitinMRmBjTiScjaJQtmspttmtittBmimcin] 

mjtiii shhtiRRHnHCuttnsiHSsaHnHHf ŝtijgfmLw tB^fnroHmrifrnnjmraii *i

- tiifninRaigTURffiRmiinaaafitlijiTfniatiaiBTnmRfnafmStnatilHiMicuwgticu ttStUHn

stisgcutnaaJfrmtitiiBtifnatfiG tBHTtfiWHmithnnifnjttiJ iu  v  n - M  n  w  *s>

•  nhtntU^mwCUjnUfdHnmtstRft^jHtJjumsimHCUdlUSJtnjfi (a logical order) QJS 

ut3UTst3fnjwssiinQGtusitgiHfifi!niwtuiJ m ruinatitim si +
If. W c* |  N» u  »-* V
I

9 -  MtlfjlHnMiamn (Situation Questions)

gfiQimSHttiitiiMiiniiuHnjfl (open-ended questions) tStjjfimntHMfnnfninJi 

JH XtritUSSCUtnsafnSmstilXtJfB (background information) *1 {UMSHRtJlS 

nfiiHsatiiHS HnHitsmRfdcuinmiSucTTifasisHmQSS1! t i i s t s l  HfimumtiS?)Li U o j  I c* U U1 U U V c* Li U

tTSaQtunmtnrotffunTSstcin i3mftjinM!MnnimHBjflfiiQ.HiniiJiranmHntnaLi U tJ u u l* V o u i

ifnfHWfuQtiiHS *i agiminmsMiuiiTUHcut! -s- tSfbfftifmttnuTnmgltinij 

timms? tSSsstiiunm umnuciDHtSnjHmnuTugsRafnimnniHSfnj?t i n  »• w in Li c* U c* i

to- M rnim nm jssm m snam im im nnifniiril (Performance gap questions)
I

- HRuaTUHnjfittBHt3niHntnaBmtiuiiMiimTRi39 - tBHrnonfiHnpnnsramtsfnjc* n u v n  ̂ « u u u i «

utnnjfnmuuBtua (matiitituHRRtitiMmsi) stimimcinifriftiii ttituipitii

rOe)



Identifying Driving and Restraining Forces

ntatifticuHmstiraltirocu «=*

ntrifcOJ
n riti m m ticutstitnstcufnjm riCTifriJiJij*v>

ttn w u flM H u n tid tu
i

’ • ' m stittic u H ffn c n a w m B l
OJ =* 1 ~  .

k ‘

1
t . m m re u T B ts m itn n rn ? n rtT uU  W «

OJ U l  M

ricH



tetris ( mstttticuHfitiircgltiw) i  Hnnonrid^t^jiti tSuRwmuMHfisitciw
«u «* =* i n  c*

ugujsfi&jifti mjmnnjmilnnuMnmRtintagtitHQ ? tuimnmmj&ugmmsls 

miutnnjmraumitigtitHtj? ggiinjiuitSMtiniMnmmspttmiatffimjmnm 

fnnnj - 7 -  tSgRnnnjim HnmmsrnjmnmmitTimGujsmMHRtrftitiGtHts? 

tB8t^m«mniTjfnjtTiiuGUjgjuMHn tSmsimmsmmtnnjmjtnnticuHRG^ 

tns? tfiHnnnnmft tSHRtnsusmmsifiafitsatatuHfnicitiMmBi samstittfnj<=« a  aj  u  c t  |  >\  al

Hmj&gitfCminatftitHQ?
=* t i n .

CT1- MtiniHClHCUtUIR/̂ fTlM (Cause/Opportunity questions)

RtitnwiawygwRiuwgRHitsintnarawmtitjijaHrimmsiuttmatiSfnjmncTifrii 

ttn {ciHQitaHfmtnmuMfi HRigftRn^tjfnirawratTjitiMnmR i  ttfitmSH 

rirmwmntnfinsfmini tuiujusttfimfijttfiJtri tHu^ffinxitnrnfnjntatifitatits
u  «  n  u  i n  If - V

tn tn  gminituit9MtuimnHnjttnR/9fTiM +  tSHiSRmHgsnmftjisfriJtnnacu 

jHtfSjmimnrnrnjtrirgiiiQs? “ tHHRtnsBatsjiMHnSt^fnncitigfiiajuig? 

tHHntnaggnjsfmigrjrniaipuitngHRlijHcimimnnifnJlJiimMHmaiutg? 

tRHmnsaumtintjitncutfnn atJGSGiatawgRtRffrutntnmaiuts?

Conducting a Performance + Assessment Meeting

MHtijtrcnuJu^itMntjmiipfii^HmtjgwnmHRnBfnjfinnjiai stimigsunritiHnmms 

fnjutnnjmuniBitniuuctga samnianrafitna njummcmtflSwmtfmdcu 

thcinjfrmni aairitRiuiRtRgjttijnisfRmfijni saRjnnntitsijjaminjuutnRfnigsQtsis 

iBifttifnitJtcimfmttu ic t  M
I

MHt5ttHngfiHiBniiHfni|jifittfiraqpMnji(uiji gntnat^MUMHnHnantiifni satxjrl
V

dffnnBtpHfrmimuMgn *1 mrpjt3mmfi{fiHe)sifi tBHjtpHnjflRBRQjsgitawfnc 

puiptitna *1 umtiHfiMHRnnmnwtinn stigmsti&jnumigjtf ttritudsn^ms^tu 

HRBnjJHHnnufufii: i

MHtnutSHmi{ijdi!^ratifnnjii(ummsfrimicin]mitnitJGUjs stimmticmiiatjis untiiss



- unfitiinqitfJcTjHngRBnjJH tSnmRmwHnfniSMmtmstinatiQtHQ i  um uBm w rtm ifi 

HciHfiittruunllSMHtuintlnjHtD tuimMHSjqpMnjiMtfi im sm tflgjftnatim frfm infiu

?t3cujnQfiw?fi3tns i  MHt5titn^-HRB6^HRQnjJHmfiEiatgiaamiRcirimtnfmt3i (goal­

setting) StifitlllilfnJflMtfti (Measurement Process) tBtfj§jnmtiH1SfnnyglQgQtms 

ttncmai i

Tips for Defining the Performance Gap

tssScujts^HisjyttmtjSss i3tgtitDfiwmifiM tfmwfnimnmmittij§t5t£3njfiHis st3gt3

-T-

9 - mnjftrcsfmjRnnRHrifnissQtmstwmmtcinifrirttii Btfrijunags) tsifUamrinwH
U  V  *  OJ ^  <=*

m iutnm m ran *i
M

to- GtuiQtntitSH tSHTRMRHnmjssmmsttufnjmnnifriJtri: RfrunnnJimHnmms
l o w  €*- OJ \ >

fn iu tn c n fn itn rg itc itu u Q u js  ( fiia tiftic u H fm n fc M m e i -> t f iu g t fia fir t t fa t n a

(quantity, quality, time, and cost where possible) *1

m- fiunaum u SmifintuimHHmmawtjfltnatSmJutnnirriraii ( matittiroHfitstitsI«S« M  OJ c*

art) tjiusansfirttfatjis *i
a

6 -  fitmatsatynm RrrmijUQaftfncutaiSwHttnRtafu ttinjHisMtrctnatxntittimtMro 

ttSm ttinim Sjt^^iiihaam tjw uutnnafm igsBtgistiSfriiutnnjfnitnnaiR ti 

KaiR«8aitJ9 i

a- MH9THaM|35IUMHnQWmRnaaafTlf?ffimnjfnjmrinifr!JlriI (the performance 

analysis) ttim § T n m fim m ifig fifr m a r tu n T i a t iH n n t n n i u M f i  t ifim tu tjiS n tn n
J  '  i J  u  o  i in  xi i  o - v j  n

fjRHfnn IfinjHnQroiHMtiHtBHjTumatijn iV% e *  XJ y  U  U



o  «u

Gap-Analysis Exercise 

mfiUQUjalsmimnnjfnttriJ: ...............................................

m m tin rc ta tn s tro fm m n n jm rtm :

wnrottflMHUfifiticu:- i

tRHisj^M m tinj^tjsm wHntnstiu^w iBHjfifitjnHn?nimnnifnrtJii? iBmsltnsfnj 

H ttS tu M H tM u  tB m R R T ? n R m n tu tt3 n jH m S fn i tB H ju m u a fm is s m a is x ffim n ftn n ifn r a iJ  

tScuHntnanntuisisimcu?



f))SffnS10JlS^Cb't{5I0E5OPJlfcSlTli(5tt)mf51ifoli

Chapter 7
Identifying the Causes of Performance Problems

•  fn jtm ittb itn s u tfin ith  u n jits m im c irn m ia iis s B ijitn a ii titi%

fn iin i  t tiim ® it% tn m [^ s ta n it3 jiim th a lB a tiK n j i  t s i i u n m a n  H fiB n s itji 5 $ is tm 3

Bwnm tcifm lnnSipBniM nm n tBnj "HcutriaugEUfi fix their employees" nmncmtisu
I

mariatrirtmtntnGTfifHcuuatt i<-nj v  o

•  HSSi3rjuQtiiuStcuns{fmtiJfaHLWufimHtii iStgnjitnwfniOTnQstffimiuinnjmjtiiT nnm  

ImgmifimmHl^IunatffltW^nJtUinQItiqpmlarojntjtna (a systematic assessment o f  

the possible causes) 1 USlUtSlS HfiMfina^amnCJJIUtMI

■udn t3wHWHmimncrimiaiiitiMURtBiiiuMHR iI uj *o l in  c t

eSsssssaspsassnstasts ea sfa n essS s?
«  «>  SA 3 V*

I.s it the environm ent or is it the individual?

•  ttiSatu

ugffinmwHfitgfutnmHgfnjSjtnscyiHHigf -s- nStns (information) s s tn s  

(Resources) stiti^Jatw fignSg (incentives) *i tnaamtfi tntmamiuirftiroHnmSmqjti 

t^ r a in g iia n S t n B t n t n m S ig in n m n m R  tia tn a tn tn m B q p g H S fr u  s a tiw Jtitro ftg n S g S j 

tnaipHigfMnutSHSfnTSjtsiaijtHigf i

•  ynwigftnaHginntnLMU|n!i3i -r  mtuisSfc (knowledge) wHfifnn (capacity) atitinnnn 

(motives) i  tnssratli HBfigtaistgftfiammuBti att3aimt3^t5H8?ru. MHgmm3tgtiJa

atatGHSfni. ttnmHiaumuiR (HnjttnR3im)8TRHTRft3Hit5H8fnj tifimuaiBitSmmR 

wius *1 HSfnnuMHft mBqjmSm^tiaftnftJiamilTiiHm fannraiSn
i . -

iuMHffmt3sgcutnattjifiStu m{ymnsssmHmsjt3tnsitiwsmHfiHigHSfi3j3tFylS^R 

mums i
i cvn

V



Attention to the Environment

tgjtaafmMiafniaw-r-

ttituutSfin

R. n fig ia  gnformation)

• HtGjitnmSwsiatfimfi tStytnwHmjmnmmitrinuwugtufi SmidcusffnnnasfiSQjiM 

cinw i  lum iissm utSH tt^m m igroafm ificiiuim ttSfnigisugujBfnn (an up-to-date job 

description) ttiw igJtnan ^titiin janw tg *i fgtamiffintmmiSmnhcicjmjttiJtanitna

nnansitsiRtttSnng^ tnatnmSHtiiHmataflnmiifnrotas taitgHmtfingimniHtGptnm 

(WRHfnntfitnQ tSHjggnjtnsttjmSm) aasumu ( njgdrotsfltnaranjfifTmimuM 

cimti) *1
u

• fltniaumutanj^pItinj^taiRtafgtamiiSntmmwmimricTimjaii SfrufaigmSwicumi

Utnnim iail (observing performance) RllgWRligsUCmfcgiatnnttinn Siatjimwti 

(providing timely and specific feedback) mJRR(fnggitnJMtSPnJi3inUftiURc3fi 

(recording examples o f  the em ployee’s work) ttfitUtR?iLHJtfncUtLf]?nHfnJQ1tnt3 

(adjusting goals as necessary) *1 MRHfTingititBI Hmt^QtSHJfa[HGmnhnnifnJtnTJUW

utiffiniuwHRmHJtBrmiJssucrfitittifiJHndcu tticutimuH aticiTStimnntiBmuMHft iin =* o j u . «=* ci u ai u ) c *

•  BginnM siaHmwJntanRtna ntjifnnansn ui3smt3cuH3fm (A  relevant guide or job 

aid) latutiwafTTUBtiwuincnuxaH mrofumntnts i  mfnnasjnBtsnjHnRtigjflaiutfifmtm  

IgfXG checklist, diagram UR flowchart IflWgWaffnmRRiailUnB tBqjmcinjUCntifnrtJlJ 

i^CUntUStGtjimfimu URtntnQgjftSaiHmaamfitiinnJinSM (with a high degree o f  

accuracy) *1

•  fniSnsi aMrihorrani RtntnutSHjmSumtihmamMisfnjiJiJ i HRgjrtRntHfMtiris 

«inaiHR3R3iinH9iti9astaRiJtnnm atitrmntg tufUHRgcut3uj§jwuLwmsiat3fnn 

tIRjH38jQtjii[fat3iuwuRtuR ( ffinuaiuM n atiucim apiji) wnufnm grownRtR i  

H R$fgtm anuratititflj aflSHratSqjdroRiigsuqjTti aaRiJtnnmmHRinntntj i



Impact of Work Environment and Individual on Performance

uiwiBfnrtiii 
Work Environment

nStfis

Information
GStTlS

Resource
tlflJatjLHnjgnSg

■Incentives

UfiCU
l «n

Individual
miUlsBti

K nowledge
WHfifTlCI
Capacity

UCIttflSii «■ i
M otives

tfcn



s e e

Information, Resources and Incentives that Influence Performance

Work Environment

n fttn a tia tn a
Information Resources Incentives

9 - mrinagmwnmS atimrihnm1 U *Vi

mnnugJtnannnmtfitutgiM

CU1M U?iffifiT?iftnSSSCUfnJS3S
1 n  Lry u  OJ

umiamtinstjiffifinTiuHnfrin
1* o» *v> v

MHyamamnfrnnjfmtriJ

to- mitiinsitinMnjiMmnEia infc j ©» LiU

tnatpjtpwwnunnnjiaiH n

fltnxijmnruan

m - frm^ignBnai aatrmgmmff 

ttuisitinifnimnmfnnnj sti 

m ranigjiuw ugnjfi

9-igfm aw H iJ: gumtifi 

a fc tn w rin n tn tn tn B H j 

m nmHsmj
\ j  i

to-fluffiimi atiaiRSflj

tnaniuiRtgiMnnw ati 

tjTHmmimnnifnjtm
L i  I -NJ “Vi

iumuraj gjMatutna

m - u i M ia f n i t t u o it i i u f a•N. V &

stiSfiginTfa m lm fis ian 1_,° u

tBmtnniHfnithnni
t J  hi -Vi

mttnj wnstuimittinna
0  a

wflifnn pjitiw nfujtu
I ^  H  W U

atiaiawfmmcmifnrtju
“Vi

9-tUCiatBTTlJflMtfti

am atintptitfrom i

uxnmmittu^iltiHia-vi l i

igftnatiwJtititHnjgfi 

5 n  stino  trn 1

tystn jm jfi

to-H Sfm igftnautaH

S H c m iM n u m n c n a f
OJ *VJ OJ

RtHffrmuMURnjfiL iu  i  n

m -m M iatm tiiraiatfi

Id H is  larounromfflt>  i n  u

tfim li nm Rtnagm w  

tB^gscutnattjifiSm . 

tgfHiaBfTlMHRfgi 

m Sn

CjCj



tflMItit! 4- - «m  *

9 -  R sis safnnnasntcumimnnimjtJij{Rft?snM RQjiwgmw i  tjisgtu

sffnjg§ucrnts§fij8is atifiiffinnpuHnmnMHiMuiamiutnnjmiiTii (The 
adequacy o f  performance)

to- fnjxnnariqpfliniifti B tth is ia fn lT n B tftT fp a h S ^ n n n n m H c id fn n xn iirn itiii i

m- fnntjiHfiSfisi gtimitgnimRtgfjHQtMnawfniutnmmitTinuMtfjiwfi atim :

8. GBOTB Resource

ifgtuR m w H R ciO T^fH ism m  tBHjtGHsrnj i  nmfitgffmaftcinjtftiri

tSHjtgHSfni^jtnaiSHtgf i  nm agrtm iaffitM im m utiu atiaHJiHtfwtnsfflinfi

Qjiedcinra i

tistnsiH um cutiatdisfm w iafnjaiJH m tdnjgiadfm Is atitiiBmnBMiSfiinfijifitnffV  i» V «■> u  nj v  o  n j o i » v M

amijOTtl! (safe, clean and organized) *1 dtitj1f1?ntt3 91 (the maintenance factors)

lUfnnasniHatnaitnaaffniuxnnifnittiTfltuutimaists mstusshtmsstfisistStu 

m Sgfnm suR tum uw H fi *it3iMttJu4-
o’  i ci <=* a

©-tgfHiaMfnT: gum an atJtnnjtfnntntnQMntifniutcinifnjaii

to- tfrrimrni saa^GTtiftnsnMfiQnfacijiM ttfimiwnmnaaffniutcinifnittinuM URtuL»u «J V -si i n

tpw stutnsH sfgtnH

m - tncuiafnitturfitiiufa 8 titM§mHJjn??0 iB t8HunritemiutncTi?nrtJiJ *i ronscuiv  o  oj  o n  w  -s» a s

fnitnjsnaMfHfnci wintnn nfuira tuiraflitnaiufnim nnifnniii i1 «  U  I - o ~o

w. tpjJtiijinjgnSg (Incentives)

mjiHwnfltitJjm gmsfi tticuHndcferfmficun tdnjgTfnjfiw tfafnaitjitnaw sis i  w u
u  Li cJ i v> o  c * r i  i o  {J o j  U  v

tnmSjtsjiMtfi HfiHisfnifiMtfaMnumHKin gcuimn tntmfnn stimrctunuj (Cost) la w  

maHftitasHiafignroarofniuinnifnittii i  (UMamHRHiamifiwtJaigmnmHitiJi -tais 

fiiuifnci tntutfnn abmjQturitiJshHiQT^fusmcu taitcinjtannraffinniMHftSnSuincTitn
1 Uu  i n  «  v



tfn rm n  tn r o tin n  s tJfn iQ fu n tD L m in tu  t f t a m s n i ig l t n H u t im g ls i m t t r i  *i

tnam ifiejtftisa& ti (Measurement) nram tnatsitij ttiHTtnaiafm jm nnifm tnjm fisw *1l n  « u x 7  i  U  U  uJ U  v  - o n

9^tSfnjn{Si33sfltritnQt«fHlS (som e form o f  reinforcement) *1 JJtitnnjttirotifitnB
i

dnjltnntjllgtns (Positive Consequence) WntifflTtnittiCUCy (good work) unaninfltnR 

tiinlgHIS (Negative Consequence) MnUfnttnndCUHStSJltU (Poor Work) tQtitUUtBS 

m Hatfiritepilraum cffiw i  frigsitmcin m^nniHRTfiUTti^dtudcuHntjtnnifrijaiJtnsswi u  u u  u  c« u  U  n  c< m  n

(Top performers) gfm i^im aH M nm Sttfim ttnR nm m gtnaw tm s frimrirmuyfiSfigiti

tm s r a w r a m t fit Q a ia s t ^ fn it J if iB fin R H M n u m it S fT iit iiit n B w t ffis  *i
i

m wnm H RipuptiantnntoR m iaiinygw ntacm jtnnim ittiitnsntnaw tm s 

tnssm til gW I^B flw m nhnnifnittlinw  (Poor Performance) 1

tn S tiflim g n S n fiM a ia tin a ttt  w tiw s ffn ia s u r m a tifld tn a m m jfr iiu tc ir n fr iitjijtn a n j i

miajucTfitirprtnTnJwinjtfnn am fim w a *1 ifffttttfrnigffBfitfiijijmJfi (FinancialOJ t* L sv  o  L i ( J i x > n
i >• i

Incentives) titstil [piritStSJti U[tnf1UtSH (pay raises and/or bonuses) H1 ti[gftns 

IljJltnM ainugroi^aawm im flnim iailtrttM M ^ (Top new and exceptional) 1 

J5lSntHStflTTJCTlfSi (Non financial rewards) iBHjgWrtJia

flwm rihnnjfnittu i  tpaaitimtStfJataswtjianmtintntffftiJ

G H m w nugfui^sdcum iutnnifnitJin  w iu st^ sH ia ig ia m w M  (Special gifts) ttfim 

Logo njw&nua tdwm tjgscutnsM nm Rfnim nnim iaiitnsnjtRm cuns i  

fnimsH8HfintdcuH3fru (Job enrichment) ^tsStintutsint3t3nnsc^ HH3i3it{?{}tttcSnSrfSn 

Sm sfisncu (a powerful incentive) 1 HSfmttiCUygCURHlSHIJHCl/ith fihlBtnsWltti (a 

sense o f accomplishment) RfTinijS (Learning) SvJffllffUftJlfiifiS'in'lS (using new skills) 

npm m jgsw 3«[jnfm 3tfiG gcm m  (greater responsibility) satSjnjgnSndcugntJtcicj 

fnWW8M (Top performers) §JUSmmn]fnftIlj9JtMMlftnnJ 1 tffftJISmftmmtiHmmffl

IgHiattituugwmdJtjindi mitjjcraHBHHJ*) Stji§mfi3t2Hjggnjtnsttji?iSm tuitm nsflm w  

tiifPfnfi tS H jtgj^sw tgiys (Advancement) i  friffifinnu uiMiafniiTiJinsnnnJiaitfi 

tTimilpuifltitlfimnjniinrniMftJ (Management by exception)



Job Performance and Its Consequences and Outcomes

m r ih n n ifn m w•V> dcultjin custfcu
Performance Consequence Outcom e

( tiCUltjlfiltjH'lS
Positive Consequence

tinStnnHftjffisl*

Negative Consequence

u s t S m ittu r ar» «

Continues to do good work

tnnsnS?t
o j  o

Becomes Discouraged

UfiGUmStfSfnJSW
I *1 ^  I I

Employee does the job wrong

ticultnnltjHis
Positive Consequence

tirofrnnHlgHis
Negative Consequence

u s t S fm tr m tJ im s s ts n m
c \  * *  t J

Continues to do poor work

tffffitinuTj
Correct Behavior



S fig fitftm m ro H ltiw s M fa u u u T O  * *1 tfiw ttiu  *n  1 l l t vn  a  -

G )-m n stsm ififa tfa  samidwittianTStJfrijmnnifniliiitjfltiBia *1 tftftatjicTignSfiU o »  n  ^  u  v  l> u  u  1 m  n

tfniimifi sar.tHStftuijmfmfitffiKis i
m  ^  1 i t j  <\  U u

la- HsrruttiwthnnuflimSHRnmtaH Hafm«9mRcuRmnmafRTHffnnuM8a 1
I -vj ni *% j  m  JJ i n  m u  L i u  cu

m-mtinmwrriJtriisil3Hcu{gflgHia?tiwy«cufitt5^intji nmRHiaSmMtBqjggw 

tnsttjiRSm sam s^fnw tSH jH Sf^jm Sn *t

(Attention to the Individual)

•  f t m n n j t a w m f l p a m i t t i i g i a n | n M B i a ^ t ^ a ! i 3 n j Q i f ! n B p H i g J  tB tg u tm n itn a a ffr ii  

m cinjfrutniiunm aim Sm im ai* gnngilmitntntsffiBHBftgifiHgri (The right people) 1 

frmipMMnla (Selection) RfrlRSStftil iBtgnfmtilfJHianjmniTJfriltyiltSiaSM (A  high- 

performing team) 1 yJWStUHn^UtSHtjiytlJStlHSfajn^f (The wrong people) HfytlttfltU 

tiinHiQggcutnaaJwgdrottinjHfiTRffnngltu *11 U'  V o* «  u u  tJ

•  mit^M M nawntfimgitnratiiniBti stiBsini (knowledge and skills) N-HRfnntBqjwja 

Btiunttllfl tStfJtgfni (m otives for working) *1

n. GtCtflsStt aafiain] (Knowledge and skills)

•  gnfpuiptifjiipBnQtjintsi t^MMntimmigwrftJcuHiamnnsBa stiBmnitntirc (the 

required knowledge and skills) S^QlUlQtnmSHMnumilnWHmiUtnnjmilTlI *1 tfitfl 

mnnnuutjmBi: mftngmiSti|t3iinR (most expensive) tifimntTilGusw^ms[tiwgfnn 

(least effective way) *i friminfi gngfli^MwntimRygiBrfiJniHiamiiniBti saBrnni 

X f \ m  ifiR[fi?t[fijH3Stja&3l tSejUtUlSUfUllCU at3HRf|ISWHlBfiSlUWyiHHfi *1 mSH 

ntwiais gngjJtiJuB^fiMBi2njfjHgiii9^tnai5Hi{TlttfimniinnjgiiJgiaBtiin:3ti sti 

BmrnttinjufitufiHia 1
M  1 O

•  MtnSnOTtiHMtagjHiuflignninaBiiiniBti stiBsinigtimtgjtiJ i titjtftyjHHficicufitf

nm attij fiHi3H3S?tina?t3njontnG[Rftnsfnnya{tJwn (Abiiitties) i  tftrnjroMnuwHiBR

gjHginogflmwatiHnRBigiuMgnfltg ttfimnmfintntnmtsjtii tSigftSHsmnaistinti

tjQtHG
u  n

CjCj
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Knowledge and Skills, Capacity and Motives 
that Influence Performance

$3g85 (Individual)

QumsHa/fisicn wHRfnn ucmrm
rv I • '  I

K nowledge/Skills Capacity M otives

9-UfiSfiHlSUtCUlStk3. US
i n

ntfinus atttjmcmntnmSHj 

tSm tin u d tticu m itiia

9-uuffifimswuufncmfs
I FI U

mnnimnrmtfitinfrmStii

9-umumnjMURronI « '  I 1 Cl

m ftSidiH tusti
*~nj u

fn iin i sa tn w ia  

m m u

to-unromftHmatiBwuuBtiI FI u

usntftrma atifimnitntnisM

IgltnathmipipiMtiJimiRH  

rni tuitutamtcunalfitticu
Uw v  •»

nnim aiBti

ta-ufiwmfffmstrSftmM  iQ-uRtunafimcicn
1 F I U u  U  1 F I -v»

atiMflntttun H8m iidw{Rftg

tg latim inm afm sfn nfn raii«%

m-uettunTEtfuanstituncuisaI «n U v  r i  n  cu

tSujw icuuaism w H fidts

m-URnjmtstinnmimn
I FI  XI «

s itim ig n fi Iflra ip m

Itfnflw m iutnnjfnittu

lUMCimti

m -uucun^ftnatiSM  

aaw ttriam n t3uj 

ajMtBlatifrwBma 

w ia m n m it iii



t s l o n  m sTtitific u tjiH R Q fiu n n su n m c u n ia TfiH  (cross-trained) t S t O H n t n a m n g a n a t o a

ttp a tfifc ta lm jfu fir o m ifig  i  tu m n a in H a c r n n titittJifir o y g n jn S jtn a tija  a to ip u n w tn a  

afTutngHgflaicntjiuSa *i
V  L i  | - \ j  U

9 - tmffifimsmtimSfc) usntfoiG s atitJa’ujtntnQ iSHjmncjmonutsttifumatns

iQ -u R c u R tjiH tiJc tiu is S ta . u g n tM its a  a a fla in iin t n Q T n J n t u ^ t n R t n a n ijr a M  stainI fr\ U m  Lru lJ  u  u  u

Q ? iuim 5m isnH H tt3tunm ? !tnatiJcu3ti
*  U

m-u?iffinT?iftnsuanstitungunt3TfiH (cross-trained) t3HTtnamtu3i3HnRmgiuMHfiI n  L rj n  n  w  u i  '  '  t-J u  e*

tJtgtgjfi *i

8. MHfifnn (Capacity)

iS tgtSfn i (capacity to learn and to do) *1 tfigtSlftTOSSim tfitifinfirojiJIfiWHmniJjW 

wnamRntnsni?riHJtiJ:-friJuciJi§utimcuutSH *i raSsttJHm TSwwntam ffswnswt (the
1 m  n  n  Li  c*  L i  i  i O  v

wrong people) HfitntnBffifGwnmtntmfnn st3[tnnmfatfSs tSHjsRsutuisutuncunmR *i

HamflHtutgffliBmitfiM M namnMnuM Hnfnn SumcuSnSmiaJHaMiiifn tticumsmi

mfiSltttflJHClil (free o f emotional limitations) MnUTTingHSfni timftHRIUmtinJifintXJ

stism tutfiH m stiH figm  unmgjiafiuinjtticunsiGgsfd *i

toifinau -Zr

9 -  uy^fimsfayRfnn tSnjujs

10- tjgnjfitgJtnat^MMM stawntatufi tSHjSjM HtM utgiaam ifim a^arnjtinm ittii
(the realities o f  the work situation)

m-ufiffifimamimfiBiaHiiHiifi tdmjnQJsisticufnmtnnifriJlaijmfiinmti *i
I m  -»  ' *  -n j  o

m. unttngj (Motives)

•  ^flrongnittm Sm i^H m atiBt^H tantH lfnidiw ga (their own set o f  needs) i  Hnnmy

tnttpafmfmimmairfanjijiHnjgiaigigfltjntuinjuMnmn tStgigmitnat^jm i ufagn
w  l ^ i w  o  I n  «

H iG tn s iiti  u g w R m M H n ijf t n a t ^ M M n a t ijm c S it iJ ip H y t f R t iQ t iif r i iG ia it s i  u n w i m u M

£o



nniRMHipirnfflatifninn tamwiamittu i _

MimfiMSiBHra StgfMJtft "w H tp igtna^ gn Q flH m Sm n algtJw iuatas ?" mnmm 

HfiMfnMaygroR§HisMmanro *1 tas^miQiutSHmitpLMtiJtgtijgaHfifnnfitagmnjHS 

m nfitigntfu im ru atM ugnthiih tnHtfmfMti m iintianiuM gR itiftnalgtium ingi xai

gtilM BggifnM t^M nM tigwn (the job annoucement) 8tifnn|jCltfjltI] tu tem rin h sii 

tss [gltnalgtidiuitnm Blgtifltnjiifnifniifinm nj atiigJMMntinm (the application and 

selection process) *i ttfitHtna[tflUHnmricitigfi 

SnjHfTt^inmnj tStu§jnmRHim5fnjwtrattJim{RH[RfHnH8mtuii3 *1 

■

9 - tfnttnnjUMtigiSnigftBitijtfiHmatsmitiii atMnrmafnrau 

to- utnSnBflthnmH8fni!anjtiTHf
1 «n - v i t  U t i

m -yRtunigftnat^M tiM  sawribtiiR tBtgSjM HgamgiaamjnRtawiafnitinmitriJ

(A Cause — A nalysis M odel)

itftffiTstnaBromaifimtmina stinm uhtu HmntjtnamHtiJ tBHfJfnmfflituHwttnma 

mj88t3tmstcufnimnmmiini 1 RnssmtsTRftnatTUTtjiw tBtaRtinRHnHtfttMtafiTfifmi 

tByftgBjMiTQ fnwiuntnSnmM iBfnnmS tj[rhS tS tgtSm R m sistim w isuQ ujs *1

(Performance Analysis)

ficiR9e) tnaiinnnHnm isiaiaistwm iutncTifnittiifilflinaM m ifitim m Bm iutnnim itiiiV * *  «J - v i I e *  -Vi

uqujs atimntamrihnnifnittirtaratifltna 1  tfimfttJtrctmnntilSMHttnntiw

cuHmnhnnimjttiimihtitjtHtj? TRfhnt3rtd^mrihiarit3tt3cu?nTg mtfWTUxnmglatifni
v  v  n  U u  U  -va U

iRWHfnmtntnfnuni *1 ntittanSrita* tnaatirmiHnritntnrma sauRffin tticuusmrfiticu
m  <=* v  n  ^  m

fmmnmfnrtnj *1 fiu n su s SfniBitinSH iagititasum wm  t^ianfirumsTmcintjSHtu
M  C l V  «  U  U

tB^fnRHnrriimncTifnitriJ 1

aflftTlflmmWfTlItJtnnifnittll (The Performance Analysis Worksheet) gCUmtiJltntUHtU

tBtgnnnliaiH nm nugujatam iutnnifnjaii afcmmtinrcfitns amiJyBtfiRGsaiwnnnffl
1

SwHUJlfitiCU *1
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Model for Analyzing Potential Causes of Performance Gaps

(Cause Analyzis Model)

Work EnvironmentC*\

ClfitflS
Information

tsstna
Resources

uRratiTHmSfiStiCj  u i  v  n

Incentives

9-fnrinugm iSR m g sam iI u

mnmmrtmfftftnaficum 

ffritmjnfjcinw. u^ffinTRfcJ i n  Uu

tsiaggn jm iB sm rn tim n n sU cu l* c*

tJicrifimiuHcifnnMHTMma• o  \ j  U

mnftncnfmttu

9-^lm SfiIH lJ: gumtin sti 

tncminmntnts tBHjutnnj

HSfflJ

to- mncuisiijjiftjnriwmnns 

igftnattutpiMMnunnnlim  

HnSmnifnifnittn

to-Sttuumi stisH?5§j 

tnsntuintififatirifa sti 

tiTHCiimnhncTifnJtrii
U |  V  M

mwugcu peBaiutna

t3 j?nu

m- mntjiHfiBfim attfmuimmti m-tncmamraugimulB=* ** «% H O’

tiu im tiw trm jtc ic n m ia ii s a  stitsfiftfitw m i m e s i s
■VJ n  [ n  VI

tniHfifjjiUMtfjjffin tBtjjfnwHmrinnnj

fruttu tu n s n n m iin itn a  0  0

rafSfnn rmnw nfuitu
I ^  M M U

attmScufmmnmfnitm

© -{ungtsfrufiM tfti

attraian^aawfTU

m rm m nm tjfltjtna■VJ t->

Sn5n SltiUlJmffi
n  m

StintHSmjmffi
1 m  o.

to-HEfmigftnautaH

sH fjuM nuutcifnaf

RTHffTmUMURRJfiLj -s 1 e i

m -m fijisfm tm tn stji

tiifiiti nm titnaBfnw  

tBqjggnjtnaujm Sm . 

UjftnaSmMHfifgj 

m S n



55g &5 (Individual) -

m n m & v t j m n i
K nowledge/Skills

© -ufiw ntnBm fuistSfc. u gI n

n tfin tis s titfm n itn tn m S H j 

tStfmnugtdcuQatns

iQ-Uffffim ftHffiSfcm tUlsfkl
I n  u

u g m rm tia  s a fim m m tn 6V

r?ii nM tinncu?is?m ticu
Lru V  o'

nm m tsstki
u

m-U?iffifiT?ifU[UlSU[UnCUfil3
i n  U u  n  n  cu

^HTfincuRmgmMHfidtg
t-J c i u  *=*

WHRfnn
Capacity

9-unffifiFisfaHfifnntJfsI n  ^  u

st3t§sfmt3njmtnQiSHj

mncnffiJirmtritiJttjifiStiJ
\*

s^faTHiamn t3 y j§ jfi 

tg1stim jfi?u s^ sfn n m jttu

m-ufid5mG£finfnimn
i n  u  I

sitiHUHtui tticuffrm

iLtjfidcurnrdinmfrmru

m wnm ti
u

untuifi
i ** i

M otives

G)-unttnfimwutiffifi
I * *  I I C l

TfifrSjtfmmstil_n; u

m itrij s m fiftfis  

m ittu

iQ-uinffims^mnni
i n  \»

HSfnndgumftS
1 Lru «<•

m -tm ffifiT tiftJlS tT S fd
I n  O u  U

u3hj
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Identifying Driving and Restraining Forces

fitfatitHn]
Driving Forces

0
+4 +3 +2 +1

ntrifcinriti
«i

Restraining Forces 

-1 -2 -3  -4

■+



HfimfnflffiRmHnjttnRSjtna^iMasatimHftSjniinRtnafUHfiHcutintjiji ntimsStnafri 

tstmstBljjtimitJtnnjfnittiitaitnina i  atiltititaintiflnnge), BtuiBinthSH SfnnpLtnM  

tm ftnflftim wfniutnnjfm tiii Rt2tgfitinR9jtnaHcimmamrihnn]fnittiJUBqiamM 

ygffifi ufiiius cmsinticuHfifintiwmal) atamrfcSnrctitnaiBiftafnmincTifnftiii (ntafc 

i  fnn8Mjpiftt3mn ugqjatam ithcinifnnjii BtimnftinrcfitnaiBis 

StjiQtaisTmuritilafTiimncTirrmni *iCU l-l M  .

Stm susnu SipuHnmigsQtmjtnjfnmtcinifnjtrinasticuHnBnaigfmj atiitfrlgim nuM  

hr tt/imggnjsJRiJg8unrit3{RgjtBcj *i fltiiniRimafmRMmRWRmMgRSjjnttStTjtSi 

tR R m s H a jf)  a tiR R im a is im a s  nntausm w tintiaQtHtsigittBRiJssQtaistcBfniutnni
o u  n  i v o  ^  cu > j

m ram U M nm tn fnilfflRtiCU UMROiaifitatitflCU (Force field Analysis) tirifjjS?

tS ^ n w im R ^ tn an S n ] safaitiaHnRtHfmnsRnfit3tsRRi?dcuHRtnsjR 

nS nim fin sstiR ijm n n ifn n rin  Rcinafiim (Driving force) RtjiRfntawRnmSRinQtinm

t2 t5 ^ ^ UffitiafGtsi§fmti7imcufnmtcinimji3ij *i nnritisiti tasrRftnafitum m giaa

RClfimGjU?nU81fintnJ3 + 9  tiri +d *1 RClfil3nnt3(Restraining Forces) mftRfmticmgfm 

TuaitiatsfnjSgBtmsTmifTititffiRimincTiRiitriT *i ncirimasTRftnafitijmmglaaRCiriti
Li  cu L i x >  \ J y  cu

ttjjufiiHfrmntcus -9 tic u -6  i

(Performance Analysis Worksheet)

(Tips on Identifying the Causes of Performance Problems)
W H R R tin jfu jQ H ia rm tin tg a  m n jn m H n m n n ia fo n e m fJn im r o ? n Jth n n im iin i -*•

y C*J Li e« x»v x*

ta fn itn n G « w m r ih n c T ifn iiiir tn tiu n m n jH n n tj} R n a fn itn i  r in tm n a fn  9 g %
cu  i  x j  n  «x

ucuncuHRriuRcu
n  i o

i Q - m w i s m u n i  j u m a  c i r h i s  ( m n n a s R o j i M n n w . a tim itfiR

tm ti)  R s t n s  ( M f n n t f i m  tcicutfcm fitnrijfnj a tis ? 5 R n n n tg iM n n M  a t i m w i a m m n  

p n u t t J i r a M f R f n c i )  t m t o s t iY ^ t it ir n T g R o g  d tn a m iti/ i  a a it i ia i R H t g f H s m i t t in j  

utaHSHtmi ati^m wH iSn) i



m-ugrotgftnsttpMMntitufi ttJimwmwHnjgiataQiiuisBa StifimniiUMnmB w e p n  

n j a  s m jm trm  ttS tjjtM m n m jttu  *i

ts- m flfnm ^twHcm uiRigftnBigHsaawtjQtjitS igfnjuutnRQtmsjutim atffifnim nnj 

mrtiuantitimHtj?
V o

e -  a n M iflm m S fr w th n n jfn m ii m ftrc m w H S H m  x S H p fn fi s m i^ n jH n m is g m s p s H B  

m m tc im m ittu  B tiH tim n m tJM fi *i
- o  V  I



Performance Analysis Worksheet for Performance
Analysis Exercise

m n t r a t n g w m r i h n n i f n j t t u :

m m tiguBitostffim im nm fnitfiJ:
-o

t t n n n i f l M H t u i K t i n j :i

Rfnn

n fitn a

m iin tig m ftiw n n r i

m js s u n ritim fm s
CU If- 03I

mnmisimnns
tp

mjuiRiiTimtufnmtcinifriJtJiJ
c a tn a

W H ii:/g u m c in

tncm fnn

3tnjijfrij/sH55tjjifijnriw

M fg fn c i/ tiju io n n w ia

tT ^ titjT H c n g n S «U I U| m n

n ^ a tjr a n ig fiQ R s ia ih im fs i

n ? StitjTH m G fi§fititgig f? iU U  U |  Nf c \  U

H 8 fm ti3 c u m a H 3 H fm i
I W

tfiM ia fn ftn fltitn a•N. U>

nmatitHcn
OJ U |  v

0
+4 +3 +2 +1

£rl

RH ianna

-1 -2 -3 -4



tjmumi ■» i
umuimSjtjjtjiHtufrmni

I «■< I u  u

URWfiQfimnmfnjtrui n  -o

tnnntig?ntnfu3amH

MHRfTlCI

MHjjfnnuja

wHRmnigSftiwtntirc

ttSwUW/MIjrit3KJfi13HSWj

mimttsiajniHnxiV*

mnnsSti saSmcnM

msmnflsHtittigufjiffnj

Histjsicmtifqstffni

miunnsucimcusa
o  n  cu
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Chapter 8
Selecting the Best Solutions

•  ^HoisahfifmftmRHfifrijmcinifniirin5tiiQiuiQtntJt3H HmmfHssratjurfira tBtnu  -o ^  i n  c t u U w u  u  ui

nrSRfittifnsrftjimmmgfnisstjtmsiiniHmttBfnjmcinnfniiTij i HmSStsfrinasuhracirSu
U  L l Ol v  V  C* I*  Ll

tfritim n sjtfi t h m n c m m n t iH ia p t n g t h t ip s t s H W it J iR  (a variety of causes) w n u m is s  

Qtsistffifmmcimfmtnj HRTmtanjthHiQTRffnnTUTtjiwsffitcurisTririmHmQaa nltSffi
OJ \ »  e x  Li  Li u L i  L i  u  Lj u  u  w

WHfnjutncTirTiitTiiftmncijamtsniaJjtnhGtmsmimncTifnTiTiJ *1
*v> «=* ' o  V  *v»

•  fltnmsTfmmoitnQTRhTSwwnattjniriHfuthataHCutuiRaimtaumifnrannitijmfifia (the
L i  U t l L l  - o  v  CJ V  I i n  c  N

costs involved). ShfUJtiHJtJMfiJIua (the organization’s culture) *1 

tgiSytsutifd Hn^iJtnsigjtristji mranmmMnufitnm8{fmHi?t3ajHmiSpawnhmnn{gfG 

tfiiifrumtuinj (the benfits) itiroattranjHmsJtn 1  d cg itsstd i ipwatufitpjm tfm tniuw  

gnntnat3itiT^HraaafujGHiuMfi,nuatai8 fjwajH (the odds) t s m m s fn sp im fr it ij

V

(Generating Potential Solutions)
•  lMm8HtH9taJwttJ91fcc> tBfiftfnfiHnHtmuifi (Each o f  the six areas o f  the causes- 

analysis m odel) ttiCUJHHlSCIfitflS (information) GStTIS (resources) t^ ttflin iQ ftS g  

(incentives) unttflfi (m otives) Wtfnfnn (capacity) ttStlJatiGtlUlssfo ahflainj 

(knowledge and skills) 3i5jHia3tamsjfmmtjiMmann3tht|pa 1



Potential Solutions for Different Causes

dfljfnnnagntjjifjfmw

n^fifnnojim/um(Rtiri9Rj

ticufnnssutrriagiatnnjtlfin-n  m  u

tfimwfc

mitni tnmniRtjiiuLnR

ti flint Gjntnmtntnc 

uifmnfutJnn sawfn::o

ipjtutMngjtiBffitnJijfnj ati 

sB g

tjfugmaaiGfmmswJnfnci

r on r n j tnwt s m j ui n rj m i in i 

ci^amimnrnfnittiieilgHia 

tJin^juHcunsscusw^f 

utaH8HftniH8fni^  cu 1

HnfgjsjnSnfnitni

i  i  i

nnms Gstns t(^l3l3fni9fi3n

GtungtSti/flaimM
paHRfnn untuifi1 1

t "  i  t

ifSMwntiBW/tiSMMntirani tiSwNtonj/t(SwMninBni t^MwnaGCu/t^MwnatGni

unmunmro attHfifarS tcungmsfi fniHfifsraufifljfi sta mi3t5nmcmfl1iuwtffi£r?n o  nJ  n  rtJ i n  u i n

uniwunjnnintiujH IgiBf: wicmiinagn

•  ggm nM SiaH m tam flm m iSnim nnjrnitnj mSSjHisfitnmgtfmtijmwHPitnaHSfnci

(Leveraging your solutions) T31SSt2Jtjl Hntsfit5BjHlSHSmnmHim:fltnm8LRnmiBttf?}t3 

fiimanBntiatiiB stinfitfis tBtgtnLgfiwmfuisStaMugmci saunraifj *1 tiigoitmcifi 

m nm iptsin tim ^sm jiJiJH iatuw gfnntjiti tui tinJi s ts i  t euae tun to Hfti ttain m mnn

wjt3^Mymgcumsint3tfjHmwHnmHim:mntSwwrit3mR§jtnscy atimrar-n*mujinj 

m s u  1  luttnwt^nHiQtfinjHtcBmimntjmiiriTtnstsjm y jw stu H n n tn stm yjm w is  

tSHjtnsiiji m rintign^ifnisttjiam itiBjiw^ afcfmtfifitmsi^ftnagro

ttfitiiHiBipuifnaafMfni: tnwtfnn Btatnfntntna ttJimmtfiMtfti atimigniittiafi

900



Leveraging Multiple Performance Solutions

ClfitflS
Gstns

tffQtitjini

r^g£^gffiS^gS5e^$SlS& ngg33f3 (Tips on Selecting the Best Solutions)

9 -  f n t u n m H n j i t n m a m j 8 8 i 3 t m « r o m i m r i n i f n i i T i n R f t n 3 n [ i n n j Q t t f i t ! i  H f i T f i f t T f f f H t f S w  

MnatDnfltnmsijmmMHiMmfiwtntnQ tB ^tnw H m iutnnjfnjainaim atiigtriJ *i 

la- u Jm ittfm tji t^ iG H ? n tfia H iS H fu ttn fit^ tT Q S w n u fn i8§Qtm§tcufnimcinifnTtriJCuriHtiJ
| v *  VJ I L i  oj *s > w

909



tsi§ gfitntnGigfiiSipMflttimsLftntsj^ipa tB^umtiaffnissmsistgis i 

m- flxnmgTtmmmmTpfSnflwHnjtinmaucrnmiBtimmMnufnifmTu stifmtsmsfijiusu Uu v i in u tJ rv

JUMHfn

6 -  mifmnnBimttTittnwiJinmftnB.mHtiHafntitiiHtDatimiiTitnjtaifitiuiRnaTTiitt]! iU  i n  u  U u  cu I u  < - » = * * "
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Managing Change

•  Ksi9§fjsistji43ttitttii iScuHnnasmtJiHfiLfitjttiaHiasms R[RU|Rtitcumnm[j] i  h r^S  

ujira^smi stiHSiRaffmtmftJ t^HjtnrtHfnimnnimitrinsIritalJtgrni i

s n n o s s js w n jo s iJ H H ^ o ^ e  G S sjcg jh t^sR W fisg s
A m anager’s Ability to Cause Change

•  HR{pu[?it)t^tips^^fit^tywsm nfitm m {yG ttui§B^m fauRnjtun^R ULnmuriHtinsis 

mj^wyjffjtinut3[iniHtiJst3n?i^ius:H?iHiSHS8ist9ja] i  im s§n?ys^ injtifigtg it9jan  

Lmtncucj^% tsunjitw rrijm nnjm jtnj (performance issues) mfi^gtacmsfiyimwis 

itrimntjiRinrijmwygcuigjtij *i unm ss Hnm^mRQggR^Rt^tBtLSLtnwttiHncufnsifi 

nSsttiHtgffi tSyrtficuHmfirisfriJiJiJ tuimnnufmnnjTtiHCuusatgiicuuticBmticutGfriJU U w   ̂ u u n i n ^

WnUHfi 1 -,

•  fnmrUlStJtUTlCU sagjatitgtgjmsmnmyJtSltllHlSmJQfUJH (participative change) m fa 

tj1tt4nHmtStIigWlTW91tlTWl3HmtSmnnnjHtCUfriJmnnifriJtnJ (a more comprehensive 

performance-improvement strategy) 1 tt^mmfiBygn^RtgitffimhriSfTIJtriJ HRSt5 

HfifarssfmgfmrwtmTUHtiJ^cumnnimamgitffifnmtuisuturicu ttiwstitScmtottii *1•VJ v i ** un U v» 'j o n  nI

g jasneggsllfafip  The Power to Change

•  GMommSHwnumjnfnfintgitwmgfmTWHnfrinmm mjirnmjnjBhtgltcuHSstfii n  U i xp Un U *  ai

Hcuno (what power is) smHH[Uht5tsssi3iR?tLU[phjtint3§QtHt3 ttiHjHsffimnmLU 

(how it is used to implement change) *1 ISStflSLUitintiS tStytllCuSaHnHtunGJUW 

Hfiyiuyitl B^ltU^tQnHtUrimSlS^injlfSai: HCUTltiglCUSS (Personal Power) StiHCUTlti 

tStf SfittUlti (Position Power) *1

9om



•  HtuntifoEuss (Personal Power) Rtiincuiatt3cutt3CTjHfifncutimHns9cutnasfrrmiS}i3in 

s a ss n B g  (confidence and trust) PHfidtg

fi)Hjfi(personality) WHgRG(competence) 8i3mnftJmmUMHfi(integrity) *1 HtUPtStS 

H8m[UU3(Positive Power) RtftffigHtimti(authority) iSHJtjritftfia Udlfigt^RHtsitCU 

URCU ttSmtSSRt^HfU^SMnUfnnnJlSIHnmnmiU (the basis for directive change) 1 

taifjtifmuni]Jt«upnj mifmiptfrimHiamrcroiH (a participative change) tnm Sm al 

WWtflnJItttlSlpMafHtliTlBtflWgB tSHjdfURSR§tSi§JURtUR U^nHtflHtUStltSt^tjl 

yiffiatuctcuislfo saHm ijm tm m titgftRtLm m s m n m p sitim tin u ti atiuauhsnH nsis 

tsjtii *i tijgjmLMtasinspMgRintnt^HmtjgwmtSwiLnjHgastitmLu ttfirntnamfiria 

H m tarom isarofnilnliu  i  tssRdinujutths^rrntiJsimiTriH-sititpj (a bottom-up 

approach) td^HRLRti{pi3t|5{tnfamjGtujHmnns tS^ggnjtnaafm nygiSRHcitfgtBn

ttfcutgrtmiu 1

•  HfimgraHsmnnaHigigitnatLuitnri tSHjHsfRafmnnjiaiHnfnnmLu (a directive 

change) §jtjismstR^ujtJiwt^m{^uHnmnni3gfi aaMjgmtinutatjiHtiiijjna aafitrim 

m j§ (with new system and work processes) *1 thUCTTIiSIS [R^fliTIfnnanaiHnmJfnnfi

tyuHimfifttiagugfu i  RmnwttiWHRiputpaHiQtSSjfismnitinti^uitnMfnHirarHturiQ 

tatjsfifnnm m s fnitmtuijJttnnjt^tnamitismwBQRGficuHRujmtin *1 atirimytimiu  

igjR fnitntpmHHIUlS (Mandate change) HlQait3CUfnitfnjn?nHim:tnCU8 (short-term 

com pliance) tRR13fnnyglSRJt3J:tnci5tfv3t^tU (not no long-term commitment) *1

(a up-bottom approach) ttiCUtflRUShJjttfUUggCU

swtgftjiHttsjitnm  tatgtnm m ntninsnH taim H aflglfinJigffrfuj i

S 5 t t S { § 5 f n 5 S « 6 5 | 5  

Prepartion, Change and reinforcement

•  qgfm tw tam nm [tj^ ittpa[R funSa5 m ynuiRtu yyiH£itnst[RjH8st3Hjtmyi yn  

rfitinutjfatutnstm iynigftnafi^a i  H R ym im sm rayjLtnw ata^  

HtnuJcmnafnitlpjHIljUQ (Preparation) fflJJfSfRS (implementation) 3t3fTlIC1(Sv3

§)0 ( s



(Reinforcement) 1 StUTlfifnCUttltJUSliatas (The phases o f  change) tiSfrifUtmuritil 

fTIJJCintl] (unfreezing) fflllrtf (Changing) atifnm fcm gjtilcj (R efreezing) *1

n. m itinjH tBttjm itm tu
Preparating for the change (unfreezing)

•  fnntmtD (unfreezing) n?HSWgtmntnQtftSGt9JtIJ ttfltimJlWtft WCUSSUgCU U[RtftJ13&3

ttritutfi ISiSm ittim gujatw agw cugtjfutanjtifltnatm sm gitgjm intii i  utatiamro 

ugniff y[fjHntnsSti yRntjismRQggn^h^cunjgdwtticunwtjQtnat^wiathttiwtns 

m m i ipMatuugwnmMHRntnatipjHga tB*Q?mfmgtai§ tultiJHfiiijHiBJ&nitnfitfro 

nmmSwramHnfnnmtntstBmitnttutnatg titgsHfigtffaUmtijnmmtntu tuiamjtrc 

nmR tB ^fn n m iu  *i

•  HialStfitfpa t8tgt{}jjH8a umSBjffjHmiainuMHntnatLRjHga *i I gth

frltitfi (the most common way) HnSjfUHnfJfnnfnJflii 3tit§W§jgcmtinucU (to explain 

the situation and solicit input) *1 ICHtmgffi RHSUms^mRCURfUTlHIfi UTRHtliTlUmtjU
'  v  U  i  »-i J J  j c*  \ » U |  u  u

unfirn ttfimmmtftntnmBflmmslSmiUTa *1 fifrifnirifi ffBmnasmtmStgTatnHlSHtiJ-
oi  l  n j  n  u  «=« u-  u  o» uJ u

ftfnjnunmraSTHiBtrcnsnm ujum unRTHfgTirisdcuugmcusiatfiimffitjiHltjHia i
I o  J J  U  - s i  u  -v» L i u  <-n «-v o

tfisHfifij HRfinncujmSHj§juRcu ytfiH tm snjiufialiroJm gfnj ttJtunticuRtnsafcugticu 

ttJcutststns i

•  rmiftnra

rinmu?fnnm:TnHggnjmnafflMMHtD3 *\ 15uGmawnm5tiint3TRJt?iHi8fTiimcmHfria
l n  U  v  t i  u  u  w c *  ^  I I f .  L>U Li

tRntjiR tBHjmnoit4iQtafrinmLu K 5'tI1ss? tumR?nH ^

R^15Htsjt^TunatapnimgQtmnjafgnjim5fni?nHl5QiMmwu?injcuTiHiR
U •-> rr> V  1 SI •=*

s . m itiJa H c B S S  ( m r i m f p
Learning the New Wav (Changing)

•  rntmunugtu uigHfruaiituwHatii 15tnM iam «5tim giw t3tnaiuM 9JTin wnnHurmfi 

tn s tim n m fiS jtH w n S m tft  n m m r o t i g g w t n a u f i f i S m m g l t g jm m s  n m t ia m ip j H g a  

tB tgtm iu *i H i3m gwi(M M ntifnnm iu : m ntnintnH  (Com pliance) rmniuifi 

HRhJCTTlttfl (Idenfification) Btittafitifiy (internalization) *1



9 -  frmffrnimg (Compliance)

fnnfnintnH tgJtnaM ntstnati3itsjt(5^M H [urit3lsH 8fl?iinaiuM H R sm jtfuticuufiSfi 

utrh m ia ina i m i im r a  RtjitfttiHtMtntnQ i  ru S stuuR ffin  uT fin tS w ram tai HRtns
m  U |  u  U u  Li  i m  m  U |  -vj c*

HnmtstaHsflliinajRUTfnatmsstiHiafrmtniciffiH fa m a m n u ti iS ^ tm s m itf in tn a is
1 Li  Li  n  m  n  U

tg jtu  *1 (a w ay o f  unfreezing a group)

um jiJSH m  tB tS l^ siro tiflw n n m tm tp jH IJjtrc  (a w ay o f  bypassing the preparation 

stage) i  uxataifjttm iinB iatas x sisum itR iiu am fim ^titt^m sy iu iu iM g . fim tsHs

to- fmntUlRHffMmUUI (Identification)

mjnMnHWMrniwitrongnSnflwrniintTU ttfitmtinmcugamte tuimtnBgtiBifiimwu
n  r r j  r»  U  I r»

Htimti til CUSS (Personal Pow er) *1 RtSfnnSSHItjfitnjijfrmsiJR^IHtUUfiCU UTRHfnJtnj
<5* O J V y  if. u  u  1 M  U |

tticutnstffifHssrcti'UTMtj tuitUHiss3S2tSi?riHRnufaHnutnficuriHifi umtaffmgnm

urn i  fniRCinRHRMrnicuigiHgijSTUfTnjtTWfHsatSHTfnnmm 'i figiHginnpjtfcman
u  r»  t i n  J J  l m  U  U  oj w  L i v

iBHTtnataW igitffitnmtnnifnitTiJ^iiafnjttnjciffiH tffafim SffB fgaatafnjififTutfi
«*J i  n  n  v -  L i

H tn(st3 tiiti *i

CT1- ttifftififf (Internalization)
I

ttin tirm  ntH atiilSH tu tS ty s iH fis ffn n m tp tg jti!  |fna!m 3ifltn jiim ilatuafltna (it is the 

desired process)1! tfficu uTR U fnjtnjtnsufsH rim tsnutsS  ttfitDHBHnmnfl 1 tiltnirm  

m nm {utRftnstSttiR t3nm tiiajtS9jm tiT iutiSfnstR[w u?nH Q jR ntsH tiiB  stiipH igf 

(natural and correct) i  an m n n u tS H  tattiffi3fiHHimft?nmnm?nH umjncmRHRMcmcuiv '  l c5« C* w* M  n mi ^

tdCUUSttiimfnJ{flHSSCUtUfi (acceptance) StifflJUlCUtSti (Acknowledgement) itiltmjgCU

U T R H H nm m sfnnm m  *\
N » U |  OJ Ll

Reinforcing the change (Refreezing)

mwnmufiwnmtnn urnHmi^inmHmtnasjtiugntftyiaBtBfnrtntTtnalntiginmSI P 1 C*  M  U I  U  ( U L l  C*  AJ
I

m ittll (w ork habits) tJsHJSfflJtru (procedures) fltR^H lSm J^m tjlJH H nfnnSfriJSfd
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ttffiflHS 1 gntSlfllJUBttntmaifiMHttntJdnj (Reasonable goals) wntiURCU U[fJH 

{S H jtfm n m tu  stitiramiciiStitfilgHis (Positive Reinforcement) m cu tu n m iim p tsii 

tnBtJtmoltiMtirrati t m in ^ a e itP in ^  (Regular Reinforcem ent) mntmsfncunm

tfmnutintna(tt(figus i

fnJ6S5Sg5S£iej3ei$3fri55R55S SeSfifjSSJjJSSSSrJSSfnJSaSSSl 

Participative Vs. Directive Change

mrfnftjntfimmranilH (Panicipative change) tUJljnMafHtlfntSglCUSa (personal power)

tt^rafmnwttw^stafnimnittStjygwnmM QtmstrjtinM HjgjuM HRifiuiiiia yyntmm  

(based on the em ployee’s perception o f  the manager’s or trainer’s personality) *l 

tm n n fliM n u gn ip u p a  Sssnjtnssfm nygi5gm m sfTinm (ut^m H scTn?i§juncun  

GcujHtsiRtifitnjijfnnmty (the change process) tSnjgjyyffinmsHiJHtuiGnjmfins 

stiHisHEixnG *1 fnnRtTmtJimtnafnjQcuiHfnQHiafltiifiifnitSsi *i mnm m HitsHistji.  L» w u  b

WfflUrottflHJ (gradual) Mrfii3UB *1 (a bottom-up

approach) ?titumnSg9Rt^fit3fljmnS^tRmtUiriH(selling) StiwRSXguiding) yynjfi *1 

fnrtrflUUJimtnBfnrflinm (Directive change) nnnnJHnjglslsHtimtstBHSWttlflti 

(Positive Power) yfifHnihtnUfJHfiLRUyiti (the manager’s authority) tSnjgrtJttlS Bti 

t|§JHfidtS99nJSfa{R^ (hold others accountable)1! tt^mt^yLtnfdHCUntitSHSmtUlti 

tS^tS^jmnmyiHisyjfigfTinstim^jHisfnnfnjnfnH ittntHBtjitrmygiSgt^tu ntfms 

fimnnstScufnitjsnRHis stim nfifinsm fffm R tiig cu9tjtuintimH9tBiRtitntutanjHR
a> V  b u  u  <=« o> t u *» «*

TtnuuriufiffifiH?iHT?ifi5 StinftraraBiMHBiBtfiMiBmmn *iL# i  n  Lj \) *  U  n  <r



mrfntipittwnHiafTOBwiH fnitm pjuJim tnam ncuim

Homtatricuss
*  OJ

m nutfiSfin  v i  «

Gfumnns/msHCunQ
V  o»

mnmymftcutfimifrfrim

IfgtjltUulU (Evolutionary)

gim yrm  —  girnw

•  q sem yd im L u S tfisyyw sfn n tftty ism fin sstim n yu ^  sti

Htuntj^fugs mSMItWItUim (the directive strategy) t3s§tffiffltlfan[fans (Inertia) 

IUimmS??afQnjai389tJJ18igijnfTlTtmTu!t3tUGfitnS I tUgfiRTWtifUJH (the participative 

strategy) Utigsun^flJtjlHt^HSWnTI (the target group) ttfimUtaHajQtCinxSti tSHjt§§J 

UsmCUtgitffimfiUJRJtin (attitudes) I nmStjigintnnm[U91htSS (change -  agent roles)

: HRtSnmtflt^HmsaHCUnmaHSmCUltl (Someone who 

turns up the heat) (another who put out the fires) tftymHtimtjtalEUSS *1

•  tfiggiurnirmtu t2iyu^nithtRfnJtm(ytriHfrirawiH st3mnmyj?riHrrinansi(Rftns 

tjpitaMjHjptinti^mOT tsisRmjsRg^jLut^tjatyuyiiwtsjLRfimsiRaitjms i  ts isu m s  

fin lcH tiitin titp an  m npitpM tginfim aitRm HatiitiggistBlRtijgCitipaitnntJrottt 

ty iU tR ftnatm yn fniJHUmWRISffniHUJ Sti9CUl?iH(A Combination o f education and 

sanctions) ttatQtitntntS tS^tmyjffTtiriUljIUWHmUfiUI *1

•  titifiiHmtiitij sititriHfriiGnjjH cfitstfi m i

tmnsutunnj 8timnStMBnMtiB§ffifiTfiH) gtamgfmTMtniTumHmiicuiai (tititfi im tuo n  ^  n  n  L* i i <p  u n  u  *j U

ihnJimiimrtn! stitungifiutfiti) w n u t^ m g fm tw tm y jg ia L ^ ^  (a comprehensive 

change strategy) ftfwtffromiiBmimnnimiini *1

Strategies for Effective Change

HCimtstaHsmtuitii
m nm m m H

dSnRHIS/^RfiSriJ 

fn n m y im u s  

Uuffi (Revolutionary) 

g im w —  gimyrriH 

Ltnu/JtjsiwHS



«?$5SSS^JG?5S5f5 

Level of Change
mjfnftuitfimHismi 

lansi ( HtimtstsHs
i

miuitt)

---------------------------
tTmnutiMius

ffitinutiuRtu
I n

irmujmtin

mnmSti

mitmju

ttfitumsmitscmH
V  V

(HtUTlGtflCUSS)A w

•  fnnm gJt^m H ism iQ cujH ^w yim tuisSam w ugcu yLfjHfnrtni 

mtirixt3fULtngiti43tjistipstjit3 ?ticum ^njm nm ^m tiriutijuwyyfu so w in g  *i m n m [y  

t^tiim niingitS^jusm cuticurfitinuij^ug smjgnjsnunnMtfimtJim u m u m n t iy  

tsttm sSti^cu^iH njgigtgfm tm tyi w n u tf)a ts: HiurymtintawticiamamtiiijimMQtt 

tyntu iStuinJtntju tuitiJH iQ n^ftngusm funtpsygcu yujHSm m fnintnHm ittuim  

(directions) *1

• agitnituitgl5 fm[Mtgfnitmpj^mfniGcuiHiHHig : miutiysururicu (training) mi 

tJffitfTlfi (Coaching) mitStfim (M odeling) mnStWtsnWUtSQglH (Shared decision 

working) tfJHmfiGgg?ltflfi(Focus Groups) giHtJfUllTin(Quality circles) gayjHftjmfi 

(autonomous work-group) *i asiinici/itslG fm twtgm im itm tyiiJitiJtrigm niuigiiH m s 

m nnyiSfStnjijm im im i (M odification) gHJSyiBugfni (operating procedures)

9 0 d



aafnilpuptitSmiUtFinifrillril (Performance Management) miflMlffc- (Meaurement) 

R'llfltllfiSg (Evaluation) R1JSS1R (Compensation) jjJHSgCUJttlS (Reward system) 

fTIJUtJjUQJtSSIWHS(Restructuring) RimujUGtnRfilti(Reorganizing) UtfltfUGStTlS * *1

& ee£?tts*nam tf8SH ri

Examples of Participative and Directive Changes

mitmnntfitntnsmitirojH mJtmTmtJitutnafnjtnnm
U  V  XI L j

unnsutuncu
n  n

tpmmn

tStjiRj/RimRHRMcmiin
u  n  m

tStMBfiMWtiJtJ»■ n  u

TRUtuncfisnuiR
L> 1 O  I

[RHRtinmn 

[RHWtlJR

Tips on Managing Change

9 -  HiunBtteiHnifliatamiHaJffSmitntTu
v  m  i n  u

to- HtUTlRtSHSSttUia RtjlMSHCUnti ttiCUtJISgkUtiEUHR tS ^ tp p ffa s Ig tif iB ig tifm i 

JUWHRtSlRttW'ltlS *1 HtUTimSStS^THRmtjdCUJUlS Bt3tS8ltmffiRTnf99tU8MTfff *1
«=» <=* ^  J  c .  r i  »■  »■  JJ  i n  Lru u  I U u

m-HtrniRttinjssTRftnstjmdcuHRtcuucutJistSRiJOJcuraniHntrjtirifdHTR whrrr
*  «u U u  u  <=* V  w  •' J « J n  ^  if-

(Personality) BtimnwgimUMgR *1

( s -  fi[UnRRlCUS1t3mtSRlriRt[UR : Rincuitu m i tm p  BtimiUtimqjtiltTj (unfreezing, 

change and refreezing) 1

ti-  RiitRlTuiaimBiBRirawjH SnnnwHfuiSistBRinTUTtnMHfuniiiiinisB stssscutiissfu  V  u  v  c z  u  u  <£* oj u  v

miratjiSfiHnufiWRroMHR i  ggiuiJtifitsRinRnm^tiJHiSRiJtscuiHJHHis mitmm
n ^ >  n i n  L» w o u  n

StanjRiJRittnj

BSJSpfiujj

mipupatwfTiiutcifTiRiTaii

fnifiMtfti/fmfimmH
oj

m issw ittiB

tSjQS1fdHS/tcSR1JR1RR1t3
n  tp

fmtUttttsRtiaBIB

990



u n m w m rinn tm n BtifnnStftJBfieihrcMnBiH ici  «*■ *  c \  u

e)- fn itm tu u J im ^ sm n fu is i BnDnnj^nj^ataHiuntstaHsSniitj atisgnjtnsfnm ruci 

tnHnywnim uM gn i  aaitnitintamnm tpttJitijfnitiuiaiiHina fn itm p afaH JS  

?njtnj. fu n afiw titi 8ti{unaraia *i

rt-m g^tM tam itm tuiufim ^m tt^iR Sm fnm paH isH atnm afnitm futtJitiJH isfnjQ nj 

JH atim ilfltptlJm nnafm tlinm  (Elements o f  both directive and participative 

change) *1

9 9 9



Worksheet for Implementing Change

RnnIimHnmmBffintinjHgajuM ijjHiuM HRMnufnjtmiu:

tRHtaOTRtsmnmTm^iujHiSfnnansiHSsttJtUHfisanS?n  1 U  ~  a j <=* U

tRHnsttniStJHSwnuMHntfiiaamHGumunfnnmru uSmtng’itji nm fisrnjsH sfm sI
c » L j  I  O  c * u  o  <• L i u  u  n  i  n

tsj?f? :................................................................................................................................



$ P 0 §  0 0  

Chapter 10
Evaluating the Results of Performance -  Improvement Initiatives

•  gnip6ipti^gni|T f90nj8M gtffanum jm nm fnfi5inB tjgffinm M gn i  tnnhnnjfnfljira

tjlMRHmn (Performance is the activity) -  t^.mtifUUSfiymWHRGltnt3gh§ ttjHJSSftf 

tnattfraSui {nngivifusdfii (The Result) mftHfflcufijUBtjis i  HfiMthRiHmuRcSniufti 

hr tStjjimHmfJjtuinjtfi tsnmRtjistGsiHtJifmicitjgmtiratg ttgtBHnfiMfrafijgticu 

tSaftnaiiji mt3rotnstacumGm(the outcome) MtiBtnaafiRitutSifjnuRijmcinjRiitni i

s s s y g s s s ^ ls s fn r s a ^ s s s ip s y

Assessing the Value and Outcome of Training

•  ISH m tdnjH im tSwm n tBHjInroHtinhifnci (productivity) taygnjm uM gm m s Rtfin

nmR§jsswmmnp§ucuricumsH8§tsjR tticuttnitii miHanfiHBmHmraimsmunw (a • »
training intervention) 1 mJHanRHS?nHmmnh§UtimnjmmBnit4llQ{fiH^ HSnRHS?t3fU 

tgRClSRJttJimHfltitg Si3HSnRHStt3EU[RRnS?ijttJltIJ8SHfiglRi *1 fnJUtg3jBfflHglf1 

(Classroom instruction) qujtfl WHIMS WHSJ1SJ (use o f simulation) mmjSfnHHSI 

ntftnns (laboratory training) atimiUMmnjnnjftifimHnqjg} (Computer-based
i • v

training) tftBtjmfntitjWUJimtfnfitB 1 mitJjSttfltUSStlti (self-study) m ji[m n gtstig
u

HsnRHSfnHfnmtuisucijricu tticuj^RnsRjttJitiJtJRnjtjiyRcufi ttiwsSwifiwjtifanjH  

mnniBti aa fia in u u w sa  i  gmtmiimsmjunjisunJTicu tdfutRRnsRjttJitBHfiginjHis

fnranjisuninnjtaisanlah (on-the job training) fnigntHfnnm (Mentoring) m m inuttm  

(Coaching) atifniRWlhJfJH *1

•  H n m u n r t i H T B m n n n n a w n M it m w m u f n iH a n n H a m a i  ttiw n tH S tfifm u fu isu c u rifuc* u  U  Lnj  u  «  u  n  i o n

(nontraining interventions) *1 HRSSfUSWIRjfiJnunRHlStdfUgrfitthtllHSftljJUfiJHR fTIJ

Rwiti& nwijwnm m tnnifnm u m infuafnitru jgsiw hsw ius stitiwItnRsistttotfi
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H8mimftStintit3titHts atiTRfiniStjiHmgutiwRtnanjgticu *i HRTRfggtusMTRJtiattinffiI U v  ~  v  n  Lni ~  u  r< -o* -■ •=* L»u u  i Uu

sfianutiiUMugw atiujHtinwmuM gn tticugfiigJEfi ainmRmHita:fltrinirru s t is B o  

ItironmmiuLtnM tStgSjfrmruMtigtna i  HRHiafni^ffnaRjtintitiJTiQHrafnmgltcB 

njfilfiwtiifignnjtglitBfTianuti utstfi S n si smjjfumri IS taw fn im n n jm m iiig ftn a  

firitffc stigcujfris nnm atigum on attuim  Iflwnm RtgftriatStgiSfnitiuiciH giti 

fnn^M M ntim n BtimiHfifgjSgjHffutiii *i JujtiHiuMftjiuaraMHfiMmaitgrlfni 

jgfinsfyjufaH n tnlijiQStBJingtnafigcinji3titaitg1twJ5ttinjgf! atitfgw m tiM gm S

HSfTU *1

s t h m s o s s s  fsr jssr jo  s e s s a S a sr t  w* eo-

Interventions. Activities, and Results

miHannHa

mgfrmjcuisunmw
_______ *?

miHanRHs
C l

mHatiimiutuisticuncuCl  Cl
MffHfTKI nigtfw /rm i

gim ija • nn m s * " * mtinutsHRcu1 ci • UJHltUl **

S hsjisj • im am * sa  m tintjanus • fituifnn**•

H sjntw ios4k • rmnsucrna * •Ol l%
•

fnjHsJRfnjtnj1 Cl • tcitmfnn **

fniutuisucunnjfnHCl Cl
a

• mniuimtcuHsmi * •i forim m ifnittu • otunrn **

rcijsj • frmijuQntsatGfni* ntnfjntw ^-Cl • dcuRfnn **

fnm jsttfitussm aVJ
• jo s i whs an u s  * •nc « B nm /um tnm  * •/ • mjcuti **

mramuutimrotal*i
• midcuHtimo * •n fntfifiilte  * • m jtn si**

sa m sa  *cu • m ifiriffti * • triiRtitjimgnSftU U i vj n • fm gm ginu qjf

fmttujaimt3i * • tinfltnn *
* **

m iujm m n * 

mmMitigjH *

( JtnS/StUlfiH) ̂ a  -*
•

•

g u m o n /m m  * 

URfon*l ci

fUJOH

•

•

mjouuim **■VJ

tstiuifigtjjii**

$RnsRjttfimHfi * ^jfinsfijtfrimHR * [RfinsRjitfttHHR ** cugdnjfiwtfti
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H6SR55«f3^sSs5le3f?!}B2J^S55S|pR5 
What you need to know about training

iBtasBrotnBafStaroranjHncirniuniiiunmnj tt3njH ng^rtugffifim faH n§jtnstLSs 

tnjmais HRm^Gtgf[g?irisHjt9itiSmafutnamg3jsts1nafmStytnsinmfiggtutn3sJ 

mnniBti aaflainitntns tStQggrotnattftRSmtalRfcHSR'ij i  mwia

frutniaacupaafmUwnmRtnatjja tStynmmiuttnwaffiaicj atimn/isSatnaggcuS^tai 

ffijHSRin ^tsmLmuiHRtgfgsurmaticutgugiR tStygjnRtRuaHiaiuttiritiawriUHfi i  

mmojisutuTipj Stjifnjlstanti§GHtu i  uRwmtitugscunjUQfnmtuisuniRfuj^fQwntij 

tnwtfnn atiLtnRRiw iSq^mfimratiuisBa smisini ?tifuuRtun[RffruinmmjjuQ sti 

tngnfgtn®Ja nfimujjntiHRgroJjtflims* i  tast^fnilattiriRSwsiagmnnjtfnrittini
i

HSW jmwHRtgftsit^gnfriJtnnsitncuRnatjjs i

tffitimntjtii RiiunnsuiuiinjStjflSfifa tStglRtUHmmtnnifnrtni HfitntnQtgftsjiMtinw

tfl tnanjgtiraipsjtflnicim flattinm a: (a return on this investment) 1 tjl(Utntui HR 

TRUTRtiiRtiWJWMJtimft^
L j Li  u  u  XJ

• tRHRQwSRRiiucuisufimcuttiimg?«  v  n  n  n  m

• fRfRiSS HISHRGCUJHUSISSIR?
n  =* 11 vi I »*

• tRHRtnaujarmss?

matjlHtUatiRintUiaitjlHCU^ia (a bottom-line orientation)

H R R IM Jtittttiltjl  - r
«=• u  u

- tRHRaattu^wafm tiniHRtnanjatinagm Htj?

- tRHiamtjjrngjR itinjtntjitstBHjHaJRafmaroHRtnatija?

- tRRimiuisunjncutticuHRtnaggnjaatriadcutgitffiRijmnmRirtJiimMHRtsna
n  n  «  u  n j  r t

i

titjtHG?
v  n

- tRHiaHt^Rjgdnj{RgjUHRlninRijl3ttinRtWRimniisutuTiwt88?

•  ggcutjiststHtunfijnjugiatas
U  M t J

uhtsnGRitfitiimHtgltwRimiinsumntutatuuRffiRiuwHRtnaggcu i  ttJitmjRWRggcu 

u g R sih R im tim m u jic u  f im m H ^ ju n g e iH fifT iiH a J n S tg it iiB H S R iJ  s tititm u w fitg lttB



c u s ta fo iu M fin u s  *i tfim rin g ig i w g ^ m m a t m s T s i f f iM H t i^ m T u B n H m w u t ic u m g is a
o>,  ^  V  o’  L' U Lj  ~* I o

fniucmsutuncu BttmntnffMHnHttirotnanfa *1 tfitSswlm HmntnBTtrttnaitfi mnjtuis 

utunnjTtiftnsHsJmsistifminj tuimKistaEmjiltjHis atifiMtititnatgltffimnftnmmrtrij
o  Uu  1 o  <-> ■>*

juwujtf 1

^ ^ ^ s !g $ iH s5 1 tt5 a ^ S 5 5 a g ia 5  

The Evaluation of Training
uRCunggcuusRfnitniucmsuciJTicu ^gtgifimmHtwmninn:utiniro?t3ronmRtinitainti

1 <n u  <s« c j n  u  oj  n  n  o n «

JtU:tClWtafl[Unnfnnita?nmjUQ Si3fnJHS?R (During dsign, development and

implementation) tt3 Hj tT) SI Sfrj fulfil Cl StiffintflUClJlU (quality and consistency) 1 frlStSl 

nmRggtutnattimiwfiHffiimgM UHm{3{pw tSHjnanjt5rotg1tWH?i3njtnamitiJa un 

nmmjfUGtRMtjiRJHtn (a pilot test) HnJfiutTfcfa tM tSturm nsum iti *i TRHmsmss
u  U  n  t j  u  v  1 '  n  Li  U  u J o  oj  L i  OJ

tj is ts i mifitumHTRfumTu m
v  oj  Lru i u j

HititutntnmBtfjmHaiatms RmjfimmHtsitcuHnggnjMCTnuL?i iB^BjnSnjtii nmfitna 

mm giHafgafHitJnjnm Rtnaujataisttim tg? gjfnnssHiGtgtnattftffifmtnHtfraMtafi 

tHfUthCU (direct observation) itfltHMIfiMIHS (surveys) igltwgnggW M Ijntjfp SU 

tHtfimiUMnmR tt^mfnjflMtfmffiMSMjStSfriJmnCTIfriJtril (by measurement o f  

performance indicators) WnUMnHffinltinjmnnB (titifrl RIUl/Tin. tiffififfin. gmiUtCin] 

QfiHRtjtjS) ati/UttiltDflMtftttglwgtjIlJtaGIRg (by measurement o f a business 

outcome) tiEt^GSStSfriJCUfi. m itnai (calls on warranty) mimnSgantilliraMHiiSlSB  

(customer retention) ffUthcUini (profitability) gtSttUlfilSgtijlI (Market Share) *1 

m atsm ffM num ifiram H  tSmRMRHnticuusmcutsutuisucurifuai  «J n oi

r . mfl® tttiRtgitcumBRHJUMURcu Gtmspnmnnsutimtu uRHannHatdiaDtgittumJtn 

raHfnjutnnifnrtrii *1 tfigtgl temntirimiji "ttRfinimniH smile sheets" um sanftnnas
M  V  V  M  Ll

StintBHnrURRHmMSMimgitCUfTlIUtUlSUamtU tilMIlimitiUmufH (end-of-course
u  w*  x j  0 0  U  1 l *  O  x

I

questionaires) ^fudrtrnigsunrit3RiH9 i  tm&mtmsngigwsgwjiiiti; (not good
I

indicators) tSnjunpRt^tRswjRgat^nmnjQCunja mmsHtacuiRtnanjatqjm i



8. mfila fimntOTtmsHlflrotnatyamHimtfnitStffMtaiQtjfg i  tiiffincmu WMsnatB* 

tjiHtugiatSQttuisBti trJitDRjinMiBftijnHriHitiwnmHtnBMjB i  mnStfiM taltnnjumti

fgtnscy S tjiH c u g ia tB fn jm n n jfn ittii tc ^ m h m m H H rim n u B iU M n iu fa B C ig R  tB u jm n m

rmn§£3?t3cu^ tfin n n tn is M n u H s m n  ffittn n jfa w m jfttn m H m w g la  tM itn s itiH M ig ftn B

m R m H fn n S iH M tB isita tsla JR tB is fn n S tfiw tjiH B  (pre-test) tim ticum iRnjiRtfi i H h s s

?B w sft§Rtn B m n i3 aH B m m iifl8u tu n fu ttj1m  stttStffM tn cm tjrim  (post-test) tS H ju frin ]

B fH ttiw w B tijB B R L tn fitits iR a m m M s u tin iw  i
• *

r . m n m  fiM ffa tS itS JS ttS n jtn B tifB T fT ftn a H B fm sIa tififsa tS fm tn a u B is *i
------------------  u  Ln;  l  n  tu

M ttim S w tg itw H fig g n jM c m u T m S H S fn i u m H fn iM fiH B H ftg g n jfa c m m ti a m m S tu
r i  <=* u  m  L« ^  i  m  &  <=* u  m  U

n iftirm w  H fijn g n w iH tiitS fn iu n n s u n m ro T R ftn a td n g lm a H S fm tn B u a iB  i  r b i S i u m
u  =* o n  U u  =* i  l  - »  u

H ffm fiftn a itft mjuonstjarncuT?iftnsHSf?i ttjim fn n t^ u fm u T fift^ s tris iQ jfrin w n u
=« L r j  n  n  U u  I O  U u

dffi?Tfnn (n m m in jm n a u g iB ? ) R tu im n  ciHnmmlrofftnswmun?) tn njtfnntm rtnra
v  i i u  m i  rwn U  u

w n u t c H s m i  a a rn ra w n m c tig tiiM tin w ) i^  1 V

tu. msni fiwtft3Hntlguu§mwtsfriJutui§u[unn5tsitcutugtsCUGjRijtjiH8fiJcrncuTiHtij (a
-----------------  n o  x p  I i  m  u  vi ***

designed business outcom es) dQ^lfnJCURdltjlStfiCUH, mitfmQsmigiHgilSjtnmMti 

(decreased call on warranty), HfiBtiStlJfiGfigfitflfifnStfifpS (increased coustomer 

retention) StitflSHti (Referrals) ffllQtfUlCJfnStRSfiJ (Higher profibility) B tim R 9 tijU fn B  

fagnnra (Market share) *i tssm ftm satticu dnjtRgjtBninmf!sttirimffifnmtih§uwncu 

TRftRRHistg'rtJ *i tgisuQtuntu§ttj tSmfnflstmiRfittfniutuisutiJTicuR HisfiRusBofuriw
U y  U  n i M  «  n  n  n

tdcutjisRcuiRtri tSHssttJnjrnmnnmnjnnniQujBtnatnwHtwmjutnnjmiainuMMiua i
i  i

•  m iftm n tH m n H fiM lia B ftim m m r o tB fn ra n n ju n m n ra itu n s ts  itih m tB n S n B flfitffli
• i  i  l i  v  o  o  i r wn o

awHRcnjiHSjtpLtnM afSiawtnBtjjs S iim jfipH njafm im nSjign^m gitffifn iunij: 

utunni *i t^ajhramHHtidnJUjmcutaRHlSutinstituTinj HnmwRgftStnUsttiiHcifni
o  w  « *  O  o  « *  o

tlpttnwtfrtinsSa atiflairaffiwtnatntajB 1 ^S^ipuipti gnggnj^MEjftramtfimntH

m n m  tB tyG im th m m tin s u c u ric u tR ftn s H s JR  tu itiJM n u m n i* m ifira m H u S tS tn a itri
i

m iu c in s u tu ]ig u tn s tR fu m ffim im n n ]fn ja in tiM U R n j a tiu jH  i



Assessing Performance -  Improvement Interventions
•  HR{?iu(jiafimmutgitffi6s?igQt8msmnncuHtffimjmnnifr)Jtrij xanjHfrxputP^tns

frmgiscmjRtu yyiH fm ttn *i tsiRtuti3:tncu| HnmtriQi^ffnH^sra^mHCUWfiHfiin

ymtinutsKswjmMHfi ‘i iasRtftm figmtamifim mH

tnaufrRSrairartnnjsmititimmi *i talfim tsK fcm fti HnoitnQi^ffimmHHndcuusmfu 

tsrriJHsrifiHstsiwLfiHfriJtm atiigltffiftmagitiycu *t tasm ftm R g^tsfriJfim m B  

tticumnmiti mHnHisTufismnmiadQtHQfariujtiiitncu^a i1/1 \ >  ~ c x__________ Li-----------0 t------------  v  n

*

fniS1li56SeR5S8S$a5S$55:SnR50 ®SJ5i3:5nS563Sekt f j

Measuring Short and Long-Term Results

tywgm n

mKinros• j

( fliantJtj) (tugdtutatiinti)9* I V

•  mimnSfigfftiinSutiJUMHR ummfafirijRtnaggnjaffnmcuisuturicu uuaiufifm
ft I v •=* l «n u w  o r i  ' a *

HanRHatticuHntnaif fincwmft t8yRffiRnnat§Hsmngi?nHl5?tiRj[Rft5ytini3[uri?

wHRRWfntiitji finymynatgjm tBtynMRHnLuwgfrimaHanRHa *1 tgisugntnaggcu

H nm tnQjRfnm m Ht^iSm nm iytastjiatria

dcutgitffinjgtinjtsGintj^jmg? WHtrtiitntji rnnhnnifrijtrij Rfrigitiwfmfnn atigiti
1 V  M  tl M  W*

99tf



CUStStU (is both the activity and the-result) *1 * - -

tBtjJtSiMBjjHtnssn i  mrfimjuHfTmcritrisitji m ilsttin m a l 

qamiutuisutmicu uRmiHanHHatntumnjmititcimmitnifitatqjR tnaim iutfm nuti 

mfjufiroR t  fruSramsHffiG nw ifim m sm ranm m unram H m m snsH stitgtgja  i  

atin tuH jiatsja  iSHiatuBtiroiBqitflmtJflgmafimfJBtantiltJmtg? (W as the pain 

worth the gain?) *1

fiHiSHrounmftttpattfgtgjfi tdnjHRmfitiimHtffimmniisuturicu afcfiafigmtjHHfiffu

tRcum cufnm tnm m itnnHm s - f

- tnwHnnnfnniBfnmnniunmnj uRHantfHatftgtgffiI n  n  m  n  U

- Rcin^mSntSniJirimgpiriTfatficuHfnmtcinirriJtTindcufuuti?!t J  -V* l to Lir» -VJ M I

HRRtinAinSjtiijmgfitnsmicmttinjHRsatitJipw stifuw gfnnrow H n

fncutimHRtnmBHtimSHmntafnjRtuiRctgisrmtrnatwfrijmnnifnittii=• n  n  n  bj u  v

aiaujuGifncuuJifiMHtuiRtifu *i mnjomHnnnrmsiH^sn^HfatsstjiJUifafifatns ssishr

tnasnim afitriam inji uStytfrmStn aaH iatuSgm n i  ^ggitninnM nufTiim nnjfniaii

fund? ^HttULtnMBgamwnflnrcqia *1 WnUfiHSfiriCU (For manufacturing) MHtppSlM

ittiw tBqpntruui Rtuimn tnratinn aafnranmtu i  m m stM fiuiiHfiStia w m tpttnw

IttMtBmrihnnraflHHStiB. migntSmUWHBStja (customer retention) atifrigjflti 

(referais) i  fnnTSrtnMafittiMtflwtnaatidtuSTHTiafHWtfiaTfisfisitiHraMntjRiHutjtiTa

ta fn r ih n m m m u  B tifm tn ira n n iH tn fa n n ts m fiin ig tin jn fm H a n R H S   ̂ S n s itjim n iv  u  u  v e *  n  =*

TuttncutjitHcuracn^njtamiHan^Ha fntutimHRu^nimnmmtjimcusttJcunmti
U  \ *  n  c « m - s * U u u

tjuunfli tBtfjffiHfiiamiutnnjfniau i

d e n t g a n e u
Tips on Evaluating the results of performance-improvement Initiatives

9 -  fn ifltu m n  RJlgimgittBtfnnnaiHGJH (intermediate) titstfl tRWHRlUlfnCUMflufi



tis atimiuamBfunm pHsitinjgtinratitnatQnjEiGmB cfrwm i. miottinn] sarntum

tSS^JIJ) 1

to- MHtpfjfflMpnaflMlJfcttirotns (existing measurement system ) *1 ttiltUWlJtns

ittiflijB ttfim  la ilte ififitn a tiig n ig ia tU tiitn a n tita  

wgtiroBfitflatGnintiJms tuim fittfifitjiafrim tuafim m HHm Stgfw iXp 1 U- U  (U u  - * U

m- jjmipit3iMfnififtj!ftitiintJi!uu(multiple measures) tStytnm tji tnidinnirrm iuSa  

unfnnjgtlnnifltnaHmHsiwmniTistg i
o '  o  i t r v n

d -  m ifir a m H ig fR R tm ^ d n e m iH n fn Jtfir ijH n m n tu fe w H a M jJ U M H fi iS a w a i n m m a  

miutnnitnTttiinmnfuuQqiatgimamniafTiiutfinimittiittinrafitna iM  c»  IA W c *  \ j

t i-  tntmamilniHiaM8iat3itiU9mfinG§tafnJtijaRtigiri tBtfjnnntitfi mticutjjfttsi 

tpgjuHnSjHSfnilni i

Tins on Being a Change Agent
9- MHunricuiMtsi Hntnssgnjsfmjffirg mstSirnffi stiHTStftmrmHHSStiHsifisffnj

V  t J  c *  v  V  L j  L o  <=* l_«-i c *  U  |  i n  v

IfiljU *1

to- w nlfnfiH ssm Sw nH fnn i  fitwroifmratfimNtitjimR tjiGHmnjitncutnRwcrrigiti 

tp rl (a  sym ptom ) tfttfitiH n ttU im ftH n Jg ia  1 

m- TnJtnaflttim8Temmt^ttSamm:unTiMraftnni i
U u  u  L i  u i  • *  u  > j

Cs- tnSn atiipuafBglMmfitsjiMnriMiaftnaffimtinjBfltnaaitnnjHaiRW *1

ti-  n titn tr ffin iS u m u  (fn rih n tT irn ia u T n fin a fn tu H ) tftn ifin n u n K is friififi H itm tn tu tfi«* IH ' O Lry - s » - v » |  f j

GH?n (tS fn itm pigftSan titiatH Q ) tRtitfitnsfniQjtntn *1

&- wH tiRfH sam m sm iRguQ tm sfnnm m  i
V  u  u  w  Li

ri- MHfiwtJtinjgdcufnHmasit! ttinjtfin2nsit^is3wst3tiJcutnH?nHv  o» u  «  c* n  U

cJ- gnipuiptittJwggciJtnat^iwStijjitafnjtftliu HiQnggrotnaafipt^ititijfntintjmiiunw  

rnttia inom stnarnH SM utin (invaluable) MntfttftmSmuaiuMMiua *iU  u  o i n  |  v  7  o



Worksheet for Evaluation -o f -change Exercise

tRgnsi3fimmHtOTi3aGtHQmm§t^Smim:incu|tamjuniisunjnw t^tuHswjHfitjissscu 

yHsntiHattljt3tsjntt3cuHm§Ri3mHihttR{pti|ptt?:....................................................................

tRHRSt3fitrmHtOTtigmHt3Qtm8tth?!SraitG:tnnjtfhtsmiumi5uiunnj ttJcuHSMjmwHfi 

tjisgsni UH snPiH stdjatsjm tinjH m fgtam H tjiH nipuL^?:...............................................

u n



m r a e n

Synergy

{|5|Slfi58t5f5}Etfi8ifeWfi5

Chapter 11 
Using All the Tools

(Performance Coaching)

•  StCllilfriJtjnunriUgffiR (The Performance-coaching Process) UttCjnm tiW Hfigfm nf 

tSujHRf^jygcSfiJUfaHn i  mitn^tmRygfflnutsHuihutsitwmiptjphtwfriJuinnjfTUttii 

(Performance-management) StVUyunsfimmy (appraisal system) 1 flttJijfnigCUSfrasl- 

MH9HtIJMnUtjll2tc3nJHmnQt2HamutflHtnURWfinhItIJ:tflCulsfnifltIIRlH (the appraisal 

periods) *1 SlCmjmiiastnUtStJtilHfflahfTinSldSfni (Communicating expectations) mi 

ttnUHfimnnhgR (Communication expectations) mnnSStiMRUmCl StiCUgtiCU WimC1[pn 

SftdSfTlJHSjR (developing a game plan) MnUItlJttnnjfltlJfny (appraisal periods) *1 

tsIntiitutmcmmssitiHcu ^GgmHnmHihanSnjiHWiromithncjmjinitatigranmMgn
i

gwmainwtfnngfmigiumititjintesitt I6injincmnun9jtnaw tuitinRfiytfftmwttilmHrni 

tntnq i  S?njijfnj(Rfumut^ymmjyu^gwttiriucuytiJ(A counseling session) fflnnjfmighiS 

fTOfl^pti fTlJUtncjrflJtTlJtjlltitriS (reinforcing positive performance) StiHCTliSlfcijUSHRf^J

sflMffitttattsIsis’ffi i mip^gnitmiuwgaammstntJt3umHjra:mit§RjmnHHBfiujjwn 

tiitS  n n tn tH w n iin jH n m iu tn n jm iin n u M n m R tia rih a G tH ti ii3 itn tn n n a n jtS n n t3 n tm n ||n

juMHRussataCuttinuwtlcunmR ttnmtnuMnMifmfUDntHiUMHn ic* I n  u  ni  =*



The Performance — Coaching Process

m jtn th tju  m m iK tn w  m m m u° *? »
tsegming

n s n jt H t u t w t t ls f n i iu M if jH

m it f lJ  Review Workgroup Plans 

RCUimencmtil Identify goals 

t t in m iS M n H fn n M S IS * )  Focusn
on Key activities

H f i f s j j f a s m iH S iR

Develop a game plan

During

e n H M th m H c up n im nc Tim Ttn in xr
Observe Performance

ta c i ifn is  su c rrih  t r s t iB h iO CU U U U M
Provide tim ely feedback

fn n t g it t n w t t i l  s h fa n u m n

Adjust goals and activities

R n L m f n iu t n n jm it i i j

Record Performance

Ending

g g ^ m iT H u n n u R S nt  u in
Get employee input

n s f i j t u n jt m m im n n jr n i t t i j

Review performance

tfc m tin u wn
Counsel

Prepare appraisal

’ ' /
J r  *

i----------------------------------------------------------------------------- -------------------------------------------------------------------------------- ----------I

irartnnjtamjfirammtumimrimmjijij

fr j iS f is Im ss ^ ss r jn
Situational Leadership

•  St^ramwusHtiJtSHTJfnfiHFifricinfitHSsiQtjitTwtilstJticunV «=* «N n  o» u t-J U  i_l <u u  Li i nu

JUMHH (the readiness o f  your em ployees) tSujtGfnjRQ^RnriRtSuPJ^StSUfLnhhtjlgl 

(w illingness) shfnm js{uwn (ability) tuitiJumuum|2wmnsJMnjBRSiMHLMU *1 Jjmss 

Gsstsfnncuim (direction) sam ttntg (support) tdrogroijgcuR tcuHtugistsufuiattngi sti 

uaiuMniUMnmR tBtgtGmjRQtfiRnnmsiRbimrtncutsfriTfitiJRtmwfriitrii i

•  mnjtimCTthSttfltoKjmnSntmntromiutnnjrnittiJ MHtpMwBnaiiuMgmgiffiHRsmBmn 

tpjtfgSttlfLWtnsugnjRrofdHn (based on the employee’s readiness level) *1 wnu 

qttwnttJrainammpjHgaffiu (For low-readiness personnel) gmntntiigftpuHnmrtnti 

qmwmittliraflign(perfonnance expectations) tUimtgiMnnMawuww tttej^jnmfiggcu 

tnsttjlPiStU *1 mm8Ugwmt3nJtnsmRtLRj u§s i ^  (For high-readiness personel) 

gnmtjtwnSnSgujjwBjQnjiHtaIntifltimjfnitJjtratmwttll (the goal-setting process) 

wnuMngmn!awnmRg;ft58jtnatu tSujsgcutnsttjiRStB i  ttomtsstdj HRShenuSistucu

9 tacn



stitjnfrnigsurmtitfnto^ ?RMygnjmjgsu^t3HnfriJfi5nt5tfnfati3i

(goal accomplishment) t3ojugwmt3nJHigmmpjH8S3W *1

(3 M  H ig h )

firmutimnnaSmnQatixp

Relationship Behavior 

mtinutj
Supportive Behavior

(SlUH igh)

(Ta sk  Behavior)

mtinutittinm (Directive Behavior)

8M
n

High
HGJH

Moderate
S1U

Low

R4 R3 R2 R1

m ntffifHssjuwm iffifi
U  U  oi i n

Follower Readiness

s s e s s n j E f i s i s n s s g j s s n o  

The Situational Leadership Model

Hitinudcrinciafnmtj



Performance Counseling

•  H gtgw nw nudnjttinunucum jm ntjm j^j (The Performance Counseling Guide) Snni 

tffiHWyiSIStmnjmJfl/itafnn^HnSRS1?nHhriSfriC1 (the principles o f situational 

leadership) itiimnnnJimtRyjfBfimtJgwntintJgmHmaigtimJiufignjttinucutiidffriJtun 

Htmsis (a formal counseling session) tflSHfiJlJ HR[fiSjUt3tntUritB?nHim:mnwCU S4 

tslw tu  S3 tgifficu S2 tsitriCutdcuHnfimmHHnfnm[?ijH3SJt5^t|wmsugcuRmwHfi 

ttiCU^ftSfnJRQtiimwa *1 HnfltnmHtititaiHCiSma (the location o f  the problems) ttfltt] 

Bfitfitimfi stiufiffiRtHnjtmnifmsmjfinufititiijtHQ i
=» i «n -v» «%. v  n

•  um unH fitnsfim m H tgltwm m gm nTflfH ssiuM Uflrom tstuiti! HmtBMUMafMtuBtim
c x  cu 1 - i U n i  1 FI  u  <=* L i  u

MHtMUMmjfrmfHarmHaraMHR i  gnfintjjgflM affiinj ( s i )  tiJtgnnnrimafguJra 

oitncm firngi tuitiiLtntJHnmnnagRiuMHmtJimQjiMtmM mfuturiHnmsu^ffifinjTi

gim awnQtitRtgj (neither willing or able to change) UfiCUtssffUgj URmSflinScjUnjl 

i9fnimncnfnnnjHgit3Hw *i utafijntm Rffim awiHcuranium ituieiiBflim m wnj S2\ i  e»- i n  1 ci  *o t n Lj «̂

tSfnjtjiaMHffau *\ wcu S3 gjftnatLuipM tS^gw gsum itjanjugnjnm H in ttiwutncj 

fnitnitnatnHMfitJl (Who lacks confidence) tjltttHgnffl WCU S4

SM nuugwRiungimanjQfi 8tira*nwtpfitimjmnStJ8iTU i



The Performance Counseling Guide Showing Leadership Style Matched to Follower 
Readiness

Performance Counseling Guide

mifimmuHnmmfitHSSiuMumun
o j u  u  cu |  n

S4 : t r n t u n f u u  —  

m n n n a i m u  

rrum ^g  g iu  

9 -  fa tt if i,  e nufria  at)o

ntui^[mrnjmnnipnjtrij

to- nsfijtHCuntuifi(fn 

mwHn atiumufj

URcuni n

m - n ju u tm c m tilt ic u  

t t in u su  a t ic ig if i

“ ► S3 : f i t u m u  -

mntuisi mu 

trumps 8w 

9 -  nwitigmngati 

Sts^gnuR atiU i n

Hnmutfttusa 

to- ttlum nutoutu
o  U  i u

atifacumuucutl -u U y n

m- ntuifiurm stimn
i n

tfiH'iwtsunn
t *  in

“ ► s2:ymnRMtin 

mitiuim swn

fnimfg sni 

9 -  tHRUfigfitflfi
n  i

nfrmjifnHwcuij[Rt39

to- ntuinmniamn 

ir«tH8SMnuucmLi u  cu in

3UUJ9
v

m- t^wfanatuRMCU 

HflBIMHtfiJU

S 4  : u a tn u tfia S 3  : n tS t i S 2  : h r J^t s S I  : ticutii

m n a n s i m u u m tu ia i m u m no na i s wn m n iu ia i s wn

m it n p  m u 3W f n it r ip  s w m iffing  m u

9 -  n p in a u fif ir in a ig tt 9 -  c iT S t jfn it ifu m u s s
U  O  CU OJ

9 -  n frm jiM fra fn c i/ 9 -  u n u u J im ty iM

RC UiRLSfitw fnm tnm au su t^ J tjim tu sa iU J tencutffl t S u j iR fU H m i n n M H fifn n n a g n  aui

m itn i u tn n jfn ra u rn u u u il

to- m H t f is tS ro tw fm to - t itu m u H n m m jt ij
M

to- y iu i| c iju itu to- u iu irm a ig  g it iu

tUtflG R0 - 0  o tfo a a m n u tfiu fin - u  o W R U fn c i^ fLu m a tu fi u tG jitn tu  sn ijg u m u

m - R iu tu c u . w tt iu a tin m - itungRQ R. m jg m - tonai. u m su m ru .u  » m - t ia n fiu ia . n n n m
V

R R ^ fn td jfn iu ic im fn jiT ii f i lm  atitfcuHturra
1 N» O

C1STCU aUUflflSUtUTlfUu  n o ta n s i att B n a i



JfTinL2wwfihmRSwiufi3HnBRsitt3wwuiwmgifnntinjH3siuwuncufi

rc«S rcsiSffi m u:tg ?R 
1 ** mustg ah

tsfitg nuhtu un
1 ^  M

GhtG UR
c r  M ntstitS ur

1 ^  M

tdjtiin cjuJJtfm U^tflR nuQtfiR

R4 R3 R2 R l

fittgfggjfCftgM gafosgn} Job Enrichment

•  finng^tnanfnRjiHntwtsnigfmnuM tfscufi atiRiitjinjgRUR i  gatncutticutjifnjcyttiim 

taimSatti ugffim Sm nB ^m ntjsftw taH tgfm i^icugs RiimunRuiatasuRHafRaRti 

mittiT TRftnaimti5cTitaif!tifTiiu!aH8Hfijiit3wH8fni i HRmnnimfmimfisitinRiH
U tl  - M < = *  « ^ O J  I ■ =* - o  tI Ll

(Lower-level needs) ^ H jffin fjn s  (Survival) WSfUS (Security) StiHSIRHSItiWtiU 

Rg(Social interaction) tt^ltUgrfjSft?nCUSttiritjim(policies) R11 {RR[miHfU (Supervision) 

9SlR98t3H3IUR£lJ (interpersonal relationships) ttJjffij (Salary) fUSfdS (Security) 

tticuHiuggnmiRuia Stitiniusm ciigiutaH sm ngitnjSJnihciJsg usstiH R inusR s
VI I «  M  I «*

MinwjtifniutassHftnitiW HSfni iM  «n  U  I

•  miuiBHSHtmitiWHsmj RtjflGHtiitticiJHRHitsRfmaafSftiwwriuuRcu tSmmncnaf

tWQR(RffnJmR8WJUMURCU (Higher-Level o f  N eeds) ttfimgtUflnMninti tSqjftJUfl 

(Achievement) RlI99CU3fU{Rf (Responsibility) fflJ99CUhriCU (Recognition) RinRGtnR 

tflCU33 (Personal Growth) BtifnrihnCTjSjjatiTnittlrfnHti (enjoym ent o f  the work

itself) *i gnn ina*ut5nn^iflnn iSH 8m naif0njn iuM gn tSqjtSnniSnjtfi tRHnmu 

utaHtSHTmnniQRURtutinatimHtj i
t J  - j  n  i o  #  n

Job Enrichment As An Intervention

•  HRWCTTltUlfiling (Task Identity)

unfflfiHiQncuinjfittSnitjiHtijatttacuntacufdtJG (the final product) ttfitncualtfiisttfitD
l  in  -V» vi



tgjfinnjgtlcu i  faninmHtnattngafntijiJi

tn n gfi *i

•  HRatUfrilRG (Task Significance)

ufiffifimmSwuBcnttoHmrtmjuwnmfi HistjCutgitaWRtanjMnGtifiasSQtHG tHmaticuticu
M  W V O

HRtGfnJt^HmHnatgtlfiagGtHG. tRtnSdWtiCliHSStJsttiWttU^MtiWRdnJtSnttaGtHQ?

•  |Utf!g?yR*)tSi3mni (Variety o f Skills) 

ygwm iupiM flain!tyfi!)gi tBtymncjfriJiriJSjtnsgucagtitSH

•  MtUffin (Autonomy)

tictcuntGteatsneiJtJtjtaitHfitcijijfnxrmttiiafitiamHts c3tst3i RHlStiffin (production schedule) 

SttsJtnBqjtgHSfni (procedures to do the job) *1

•  migSUCTTIti (Feedback)

URi&RsgwffiBtnwtftiJi atomMiaafmj^surmtiisiicBficinmmafriitniiUMnmR *i
I d  u  d  U OJ »  I U

•  fnjggnJ3fi5[Rf (Responsibility)

ygcunigfgw sJfnjggw scagjf iSujmncjgjmjGH GthBusffruRgiuMss *1

53f^eg5^^555 fe f^ e n ig m ttn n M s g M
Building a High -  Performance Team

•  m snm tntircym gss tS^RcmaynHHtiJttScumncTjfriitriJtnasM i  RinjSwMntitsjRijcu 

(Selection in) fnit^MMntimmQnj (Selection out) tttejtnaitft HRH18tJReiSR{fii (the Right 

Employees) talm atitSm i i  gtiaiH tiigngnipa HRyjftnaitjtiitiJtri Hiarfjtinutsmnnsafc 

jnJRG (Task Behavior) p u g n a  ( RlKtUlSI Direction) tBqjltjIfJIUfJHSjgJMnjp (To keep 

the group focused) fiJCITItJtj (Maintenance Behavior) [RUjJflB (RIJRlfg Support) UjUJttaJRJl 

yRU9jiSitilHtSJRl (To keep the group together) StiJtiRgiUgns (enough outlets) WHU 

rfltSBUtaURtU (for personal behavior) *1

• gnttnn̂ jtiSnjdtitaiafinHHBgffrii gnBmpigfmi aauggiatgilgJfnnagjHfniiTinuM 
hr i  giaHwtasQitnBtRftBjtiitjiHtDsafujGH (Culture) tR'icuattintnm (policies) atmg- 

unji(Reguiations)JUfdhTiua i mnBitin}igtmas:fU3ifjHmrtimtjMgR atiwiuatnaRia

fatfraw mJtmstjnjftjtftffmafaStitifai i
l  oj n
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Competing Formal and Informal Organization Structures

mnSitjrffiHtmuMwius
U V

Organizational A lignm ent

TnutaJfni <--------------------------►Li i cu

'I
HfiSffSitiffTIJ +------------------------- ►
c*  cu

r
tfncuattintntu/tjgucm <--------------------------►

Identifying Performance Shortfalls
•  Rm8w^sHmtsjRiuMHRRi3mHt^HR{pu{tia HtS^RCinRjRramalfnjssgimcufriJ

utnnifnraiJ 15HtD$cuu^m3Hjt§tf}mss mpjuttijummsmjmnnifriitriisitcinj 

uqujs stimmamiutnijifnitiiitenjistitna tttimSmjUiJtnnn Rtuifnn tnrotinn atifni

QtimtII *1 UmunujUQSfGMGUmU (endpoints) 9iticu HRRMRJR§jraniSftfriCUtt3i§ 

WHUJiRdcuHtu tticufnujfiaQCUiGumugitinj niim tticuintiwnQtnstsiRaitiirtcinjSs
I V  l*  I t * =» oi

Util (a  relatively short tim e) *1

tfjyqjrltiifnj

i
HRSnsit[fTitifmi

TjgtJismwmH
cj u  t



SnS&l?t5SSS6?t3R5S£'j£ft5SSi55S5£S«0eS5z> v a v
Setting a reasonable goal

maaftiwantifitgianjOl C*

mmamiutnnitnitiirfflnretitna

maistafniutfimmmu tfnwuRfiMHttnntinj
“ i  ~ i  ’

i
matitficuanncuaMmalOJ C* 1

mmigujgtafniuttinjmitnj

v a
Analyzing the Causes
•  m njnm m m stsm im nm m raij (a performance gap) {Rftjisnntifisi njitmfncmtilnwH

tuitjticutgftsiaujtjnjtstJitr HfiQitjiQnrmfiJfiSjtiSnitji n tp sm su m im cim rn itJ iitn s  

THHtntjnJiaisImmratiTa i  ^gtglHnm m tititRaranSfigiitSim gltnjURiSntii diHcuttnHU  I f vn  l» U  c t  XI e* Li Li n  t i o  v  I

tB8*Btm«wmrihnnimrtiu famiTfmfnftJtnauttimtftmtfmn tatnissm aissifc^  OJ V  U  U  1/1 V  u  m* OJ

grim St^wstinjtatnftjiamittiTM nm tnndwtas HmnthSHm ilfnm uwHm tfrm m nSfiw  xp «** i <=* o  c% n

gn fiim gltw tfiw iam m ii ii «*■

•  UItmam:tfUIHtnatiHtn3 (information) ffiWHHtiranaaiHtjlHmmiTtrtJtnamnSflamfm

tS8jmBgtftfitfgwn, GSGT8ttinJHnt|§jmSMnUUgSR. atipnam iflM lfti (Measurement) 

St3tL^adjn]SfiGR(incentive) *1 RffinRHiatiltlSa (information factors)

tflStfmmStimJ w ntm m m m rihnnim nill (the performance coaching). mntjlHfiSfiSi 

(Leadership) StiqumCl/tecmtlTlUfU (Counseling tools) ttfitUfljHHIS mnt3SRt3JlWCUlfd 

(Clear Expectations) tTtfgSUmitfgiStnmtfnri (timely feedback) tMBfitimaiMHlMU 

(Relevant guides) St3fflJU1fitJTIRtjintfiJv3 (adequate coaching) tSStTIS (Resources) JHH1S

9 mo



tncmfnn (time) UJffl Cequipment) MfTlJ: (materials) thlUUfni StiSfitS (Process and 

procedures) (A safe work environment) 1 miflftJtfti

B t5 «T] gfiS^(Measurement and Incentives) JHH1S. tfifnnfrncjfnttril[fiftjigflft5

tffc BtigwitiiaanatimHB tRH3fni[Rftnaut8H3HMintimtg itfitmtitigtBmuMHmn

nSniBfurrmBmjtiiiOTtiHnjtintteJmHti i>» 1» U u n

•  tBtQtujmthtSnmwBiamifiinisfiSgtaitng tfinmwtns 

wHRfnntSfm StanjaM^ptfiiutg tuitmHnmfitnsffrnnsBti stifisnjtntnts tBiyggfutns

ttiin8mtroH8fm!aiUtg? tfntUlBIUMUgwn (Employee motives) IBflmBltiltilHtDBtiS 

ttJnjtmuBiuMgtunsgtutns juwBtutignjgfH«J|ismimnnifnjttiJtiflgtriBjpf!uttiim 

gjfnn i  URWRRriRtRft4istLSwwnt3mnwnuunttfiR stiMHRmnniMnmR i2 hj 

tJja^tP atiignsmitna i tjitstn(fnmutiw HRt5itjiQ{RfriaRjtHwt̂ tRURcuRjufaHriHis 

tfrnnsBti stiflmnjtntns tSqpSH sm ritiitpg *i

•  tRHRntnaRRHnfniHRf^sStcuii§LfiJiuj tStgwuut^Rm issgtm stam im cinifriitniHsaia  

HRRMmnBTtnatiSniafHrottnBijimfaajuMfii tBiRt3fnimumt3agtiiRi3tJtifmTMiai<=« J J  nj  v  v  I n  • «=* U  U  v  «  i * L i n

midwgltaiOIJgiBfninB«UimnBMJJp (In management as in

m edicine, prescription without dragnosis is malpratice) *1

9019



Model for Analyzing

v v a

Cause Analysis Model

tflMiamJtiU Work Environment

nBtna Gatna

9 -  m rin tian H fin m S  a tim i 9 -  m s M fn i:. g u n  ion aatciw  

mnnimrtmgrttnaiiftnmtfitij tfciritntnGwnmGHSR'iJ 

GjiMcinw. uRtuR[nJtns^tu 

HRmstriuiG aamjsisucTntigiacu u>

ttinnfnnHnmnMHtMutafni

u tn n jm rtm
.  a d  o .  .  .
la- tMsmwimBjiwnnM su

WHLMU f̂tnStLU t̂jIfij tSuj

SnnJiaiHnfitfljijfnifTutJii

m- fncitjiHR̂ nm stimiuin
C* cr

tmn timmfinjmnftnnjmftni

St3fTlIHB̂ SURCUR

la- fiwuiimi atiaiR5tjftftna 

ncuinopfacuifii stiSimdfijmj 

m ncnm itnm iM unronTU M SN» I O  U

tutnauhRiH

m- tfiftnamittinuls stitiR^  v o n

wireagitiucuralmRsisticufriJL i n  v  u

tn n jH m m tfim fn m ii. rijnstui
"» o  a

m m m naw fB fnn. w ir .
1 «% H

ujuitu. atimtinfrnratnn]
RlIiJlT

tTjfttithnigmsfiu U  1 -V» n

9 - Tunsismjfifatft3 statinjU  c» n

jtiisn^aawfniutcitTjfnrtmtji 

Ititna. tnatifiJtifiinjSnSnaiti 

uiimfR stintHstmmfR

la- H3fnj[gftnsmsH|Hpmj 

tSqmntjmfmnuMtjgffin

m - tnftnam itiw gitJHnfltitna•x V O

ttfrouRromtStfintft nntRmsin  U u

§mw tB^H Rj||sm 2n

9mla



Ugffifi Individual

ihnnsStt atti3 mm*N#

9 - uRffinmsmtiiisSa.i n

ugfiifmca st3i5mnitntnt3 

ttiuj tgffitinutj tticuGijtns 
lQ- URl5mfiHtIJSai5t[U18t3ti.i «  u

ugritfiriGS shtjmnttntmsgi
tnsiJin9jt^uun^tfitii[RH[5f
St3TGn#r?njRSfH9?tiCUtmQ§ t̂3

V  c/

m-fnnfrmmfom shfmc*

TRRtmmn^mtJcuifnimncj 

mttm shnnl^uRmn

MHRmn

9 - uRwnBiSMHnfnnwta shi ci  U

tgsfmdcutritnQ[RJmcini^jtns

ttiiRSra

Id- ugwnujJtnat^MaM 

s t iM i t a f T  tu H j^ jw tg ls t ifn n

t jin fM t ita f t jia m n m itm
C l *N

m- uwnjnrnltnntinfiniR1 Cl Lr j  I

h i  i  H tiS  ?nsHt3tt3njtJ§mnjc3njfTiJ

m n c n m itn iM

tintuiR______________ !• ____ 1

9 - ugtmmufiiuRffin^fftfr 

tjJtjlHtHStimJiJlJ BfcUIWlBu  U «\

mrtni

Id- uwwfitstimnnmsfniftJw1 C l  - o  I

gjJmi

m- ug(SR|Rftnat{SMUM sa 

panatHR

tBtjjfjjMtglBttmcitfm

twhtsfmsfncifmttu
C l IN

Performance Analysis Worksheet
•  an M u lm m w fn iu tc in irm tiii fSttficHtmilHfifnfflfiTuna a a u tt in m n m m a m n jtn n i*\* u  w  u  «» i n  m  \ »

mittiiaitncutrctga aammamimnnjfniairtticiJtsfitnB. njumtnnnaiSMHunwtinj. 

BtilBtgRnnW^tlSmHfidnJUsmWianmtitSlHnj (D riving Forces) HlSRB1t33fiJDm 

If lw g n tim m g rita n m m tjn H  + 9  nnnaw ffingM  + 6  t  n tn tin r iti  (R estraining 

Forces) m afitn ti3M 9fn  itJwHftfimmHfimmTfnH - 9  itntu3riiiiht8M  -6  i

•  ancmflfnmwmiutnniTTiiairftiwtnBmnninittfira dcuticuHRsfgtifnnriJttiu (A
M Mil (1 <=* v w e  '

snapshot) tsrm ssG tm strom riftnnifnrtrii s tm cm tn m u w fi i  n tm w m a s  Hnntuisi 

im iS n ia ln g iffitiq p m la w g n H iB w g ffin tn liu  B tin jp titg tq Jflfa n j$ m a 1tg t1ffiJ  

ffinnatm uwH ff *i wnuumnwraemnimriHtmais fintHatfrtfttintiHmfawHitjtna
Uvi  i n - * U < * - v j u  I U i - *

RtnaitTSattJnjHfiTnflmru tStTufiwHtfBfnrijtticTifniiJii in  U  c* Uu  U  u  \ »

9mm



Blank Performance Alanysis Worksheet

mmrcqjBltinjmnnjfTUttlJ: (Present Level o f  Performance)-^

mmafnimncjinilJllffinratitna : (Desired Level o f  Performance)^

micmtMfiJmuiSJtlCU : (Reasonable Goal)-:-

fiffl (Factors) (Driving Forces) HHIbriflb (Restraining Forces)
+4 + 3 + 2 + 1 0  -1 -2 -3 -4

flfitflS (Information)

mrintigntyiM nnw

mjasucrntifarnfau
o j  i *  U

rm tansim nnsXp

miuiftuTimfBfriimncTifnttiu
^  ■v j

GStTlS (Resources) 

w tn n /gu m tu i 

tnnnlrai

ftjfjnin/M juimmflTia

HttJtitjLHnjgnBg (Incentives)

HfjJtifiignjsnSjjatQtqJn

HSfmtflromaHSHMil1 Of

tnftnamitniJtatna
•N,

!



unttriff (M otives)

unttnmSitiJtjiHmfnittiJ
\ O ' 1 U  U

URWfiQflmnniHSfni
i n  M  1

mnnasn|tnfitiatHH

fdHfifnn (Capacity)

MHgmmBtgtgmtirotn tilts

RjRfnitnaStimJHtifi

focuistte stafisim
M

(Knowledge/ Skills) 

Hi9QuuisBi3ii3nngffni

HistSsicmtinmiffm
*s> L ru

mitJin (§pmsti) 

fniunnsutimwstifn
n  n  a i  m

i

J1



Selecting the So lutions

•  mcutun H ntnsnniinjm uitusJnm ttinjtjnjH R stinrm ticm um tiH n tSHTCUuutnRSfm jssm sistcu
C* u  t i  o  U  c *  o U c *  e J  1 v  <r tu

fniUttinjfnrtJU H m iB M M ntim naJtst^ufiinm sym m Sw U tjn (the best combination of solutions) *1 

HRtntnQtRJmwSjigjiJgJnmmt^SmSlttiCUHSM f'tg (You need to leverage the less expensive 

environment factors) utitfl PfimS GStTlS Sv3t^t3^in]gRGR gCUSi3nmtufUnt3t^t|pStjli3 (against 

the more expensive) Si3ttlGHm USfjfm S[UfdgmPtftnm urjnj (and usually less effective individual

factors) titstji uptuinM HRfnp atitfrnmBa i  m jHafaBHmtgfntBW Bma* S m iu tc itnu taH tg iira  

m rannsu iunw tatm iR w m uM H natiggw  uJirnm nnagnanM nnM . m ia iu n f ia  stim njim jTmn  n  i tr\ c* y t c J  cu c->

tuitijafctnmtsi Hisxngutftin mm fluffiimi atiaHJStntna stiimmtmutjttirotititns (gftnafiMtfti 

stiticurtnsin  «r

prims
Gstns

mictwim (Cost)

◄-------- ------------------------ ------------------------------------------
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njGsssj^ -
(Implementing Change
oitnQtgftnanujmt^stfm mpftmtiitiJRnjjfnn itS ^ H sffifm tm p a  balanced approach 

to implementing change) *1 tIigfmiMtm{Utt3ltIlHlSfriJQCUJH (Participative Change 

Strategies) tititfl fflJUtUlSUtlJTlCU StifTmSift5Bfjwtn31Hfn (shared decision making) (Rf 

mnC3mSHtt5ltSJmgWl{W tmjmfrmHlSmnfinsn (directive change strategies) gtitfl 

afftSluSugmitfifltinR (consistent operating procedures) BtifUnatarntflMlfti 

(Measurement systems) 1 mitmptJimHiarniGCUIH (Participative change) H18mH8W

ttJiraagnjtnaaffrmutiiSRiuMURtSfi tmwintfrnnjricmlfmBtStnatinj *i JirthISthr
VI V  c t - ^ t  C l  I F I L»U L i L i u  JJ <*

HlSHtimQttlCUSS (Personal Power) tilHmHBMlIUMHn nmfiSfi§mea§THfi!!fiSl
* b j v  '  u  i U  «  u  vi i O ' 1*

n tp s n m m m iC lQ tm g iT jtin W H jg  (Personality) W H fm §  (competence) BtifnnftJtSht

(integrity) JUMHR *1 mHlSfUSfnn^HtRfm

ttninsnH (Compliance) ttlimntnatinJtmmtiti *1 flRJHfSjHIIHlSHtUntjtSHSSttUia 

(position power) tjiHtusi3w|HamQ(authority) u-iHjtiniraia atifiiflgngniiNnmnjttnni 

friH (compliance) *i mgemLM?Rtip8wu^miSpM8Jggmngiiani gifcmnmtuRiHfm

q c u j h  a ttfr m m r u R iH fn n tu iB i  i
V  u  *-*



/

mnmju

tEJitutnsmmcuiHV u

( Hcunti tin cuss)
OJ

Participative Change 
(Personal Power)

sfistga ttfsfn ?
Levels of Change

l

m n m p u J u m n a

mitiuim

(HomtstsHS ntwiti)i
Directive Change 
(Position Power)

tfm nutiftTius
Organisational Behavior

sfrariutjURfu1 c\
Individual Behavior

Hinujmetn
Attitudes

mtuisSti
Knowledge

sesjgsSaO
(Evaluating Performance (Activities and Results)

•  mifituntg Stntnts t3tgiSngnB«tigwn9ji6aJS!aj nmmnawja ttntmBujfitumuHnwgticu 

ismiHsrmus i ntitnnjttiwaanffHBmHfrirannjuiLnwTnfTnncianTufiraHnatg Hmsilnggni
n  c*  n  o n U u U u i J c t c *  u

SMgjJftjnufiraRtHHSnjgtirotamiunjiuniTinjtitgtgjn tScuHntnsfmRriJjtj *1 fn?Hsn?iustntf 

mjutuisucuTitu lawHnatggwmJtnafimniu uJirntpunMningitt d tticunnnJimtsIflnng.d 1

•  guaiH tjiH nTH urati H n B iam flaitin O T ain ijfn n iaiitu iu n n n iR S n raM H n  1 m n n u n cim n g g wc * c*  L l  L l  c*  c*  O  Cl  I  Cl  c*  U O

tnSSjgit33StafniU(lilSUniTinJtnHgin (some form o f  classroom tra in in g ) Hnms3mfJ{jjfQ[UntU

MnunmmgiBWiHmiuiuiiufUTiwtfiBcifniiiij i mrjcun HnuiuwuiunnjnmmglattnfatitSmiu u u  o r >  a  n  o  u  nJ <r

tnwrirouuMgn RfrmmumtgjmamjGCunan tfigcuatimflaionma: ftiwgmgmiuMsunjntu



Hfijjnftnsitji unffins^m{u15ttipjnmRutnnifriJtnj t^mtnatlQj^sjtrJnjfifnfJattiriei ..

ISIS ttfrofiMtftittfimmratgStiroRmn (increase productivity) tfltHKltlfl (quantity) Si3 

RClflfnn (quality) Sta/tJfnJUStlJtnCUtfCin StimiGOmmwnmsCURfiH (decreased time 

and cost o f  production) 1

•  MntimiHSntiHStSmmnilgUCiniCU StintHSUCUlsUfimcu (Training and non training 

inteventions) imWMRtSl{ftt3tjltH ffltinutitSUgWRmMUglSnHfiUgUjgtRtluyHH. tR 

fnitRtijnsistnSgtnasfdwRfnci stiRM fnm ditm fi stitH m m yn sisu m m tn saftn cu  

tfcin BttfnrawnmMnudiSnnHttJnjuHR *1

ft5f5gsn^ 88a5gf$fc5  

Inteventions, Activities and Results

miHBnnHBci

R'lnmiunmutunraCl 0

miHarmnaCl

niHatfimronmuiunrot Cl Cl
wnumn tugtitu/Rtg* m

• tftmija • nBms * •  mtmutiuRCu ati1 Cl • UJHltUl **

• wngngj1 V tj •  tmMii * fTitmdMiua • RlUlfTlCI ** 1
• HSJntfiDGS<s« •  mnxsucrriti *Oi V •  fniHatnfnitni1 0 • tcinnfnn **

• fniuiuisutunfutnun ci •  mjttuisittuHsmj *1 •  ^tanxfnjfnjtnj • ofuntB **

ncijgj •  mnjjofimgtitgmr* nfnfdncu-4-Cl • tinjRfnn **

• fnmjatfrimsaafcu •  losifiJHSfinus *n e» • Snm/tijnunR * • rnjcun **

• miutimucuncmai0 n •  midtuHCuriQ *Cl •  mifiMtfa * • mitnai **

Stmtsia *AJ •  mjfiMtffc * •  tmfaflimgfitifi *u U 1-0 ci • fnigmgicmfift ** xJ
• mnyjjsyntJi * •  ticultnR * •  gumnfi/mm * • mrihnmj **

• miinmniR * ( ittia/gwmH)<* a ^ •  URGUR *1 m
• mtumgtijij **

• fnmRnttujH * •  fUJGU

* {RRfiSRJttfltXJHR * [RRnSRJftfltlJHR * [RRtiSRJtultlJHR ** njgtjcufifjtJd0



6fs5eR f!5s£-j86ffifn55sss»i? in es5snss5!ssanen  *vw <9 v 4J

Synergy in Conclusion
•  wHmmstfi HRmSfimfmsfniiriTwnuuficufimMHfi *1W 1 0 1 =« n  «>• I ei  <=«

•  gmtufUsJifrafi mnmss twHnj^stsmMisfnitriJttJcuHnmSttRiHimrfriJTSfiime! mcitji

hrBrsi midcuttinuni tfsimR&nmRHmwHR rciHsialSttifUHRlfriRHnijtsistffimj
<=• o  v  L i 1 c *  L i c *  oj

utnnjfmttii st3HfuttriRR[ifiRjR?jttSrn srniaJggJthwnstemtiJ stifiwtfticustfw 1

------— -
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