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Human Relations: The Key to Personal and 

Career Success

What is Human Relations?
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tjiHEiifn krtrutrs tnSim w atgisiti' uHmraraM tM fi aSmBBtSa
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(Human relations is the study of relationships among people. Your 
relationships can develop in organizational or personal settings and 
can be formal or informal, close or distant, conflicting or 
cooperating, one-on-one or within groups. Through this study you 
will learn skills that will help you achieve your personal and 
professional goals and help you contribute to organizational goals. 
Away from work your relations may include parents, siblings, 
children, spouses, and friends. On the job your relaionships may be 
with subordinates, coworkers, supervisors or other superiors, or

clients and customers) *1

- 1 -



tiicusaiufann aaiuMHRtJtg m nppw tSain ip tfittijg ing tituR tJ 

uJim pw gm n fmdcumcuucuu]y stidiHcicmuEUffm i pMBttmmGs 

uamssmiGSHntiimgltutu^jnitwftgRGRysMj atitjsfignpnjgfiGR 

HSMj. HnmiRnjimfiicmtfl atiRirnaRjmmafRamttriJ. atiHcifiitmtStt 

KiGmurabmjttirjuftihatiGtHG tmsnnstiHisfisimgmngstJifiaHSfijiL i  L i  cu o  U  o  c t  -o

mstfirnn i  GiRtjjwsis'JtafiainigsinggaHaMjiHtna: nutiiEut&n

pfin atim nppw H tim  ggnjtnaaffimtrittJistfiJimumri lafiaimtG

mifjtiGGR. aatii[ijB43HnR8Rtg{ugR mimSR^jjH atimimniiumgR

tSJlU SttfdftfGU (Strengthening your human relations skills involves
an understanding o f your own psychology and that o f others, the 
use of effective communication skills, and an appreciation for 
groups and their dynamics. The more you know about what 
motivates people and affects their morale, about setting goals and 
monitoring performance, and about how change can be managed, 
the stronger your human relations skills will be. Also key elements 
of good human relationsskills are being aware o f the sources and 
uses of power, gaining problem solving and decision making skills, 
and understanding creativity, team building, and legal ethical
considerations) *1

*
------------------• c t ------------------------------------------------------------------------------3-------- --------------------------------------------------------------------- —

W hy is H um an Relations Im portant?

- tnsniiustTithSstnmHnssingsbnbGtTmHUSfiy tpstftHSfcyfitjitaS 

tnaSwsisudfiJuwtn *1 H is{nHm stRt|pst^b9tutu]]jfnstijnHfit|u

it3wgnimimn5ggRtJimwntgi 

mi atiimnntfl i  migstuftfifutfi tnratHfinjgnHmSim ffftieiJHBM]
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MisfnnciHs-iffis tijCi3HSETrifiijfiti5HR sa|nHtjisssnjtjisaJHtututiStns 

i  wiussisiSatji tRsamsiRFistjtuRfnn ttSmatunBmu&HfirnattiHiB 

mnncnGfitcicmciH taltnnjratrafiainigmnsamfitiHaHifufiuitfttiJtfia 

ipfigmcitais *1 {nHtjjagimaiitSniuauatutnmtJiajujRGH aa ipH ^i 

mmsattinBRsiaHM aiamtimtfnwssJlrafjwioa staicntutcJitJicuss
-v> ~  ^  "

tjiGHfnHisttjiR5tnt^8tiit3firiuaHaGistu{finBtGi8 i tjiGHfn ujatiia 

simaisifraragsthcinsGGmi HisninMnausGuaatsinbmitjtunmmm.
L i  u  i m  o  r i  >=«

SS HiimBtmBmtsnj-Broffiu. shfdtutiHsw
(Organizations are concerned about the relationships among people 
because people are their most important resources. Increasingly, 
companies are adopting the total person approach, which takes 
into account employee needs and goals. Realizing that when they 
hire you, they are employing a whole person, not just your skills, 
they strive for win-win situations that allow the company and you 
to get what it and you want. Organizaitons know that they can be 
more productive and their employyees more satisfied when 
effective human relations skills are used. Those companies that 
attempt to provide fair and just treatment for all employees and to 
fulfill both personal and organizaitonal goals will normally be 
more successful than organizations that do not. They usually have 
less conflict, fewer errors in their products, less illness and

absenteeism, lower employee turnover, and higher morale) *1 

- Banmgsingat3ifit3H8M!§Hi3ttjwgfnfnnGfnratjiHmHlfnfigia§Gufin
•\J 1 O  L i CJ tu «=* U  1

mrrmtfimjffi yunSffintimBtimjinnufjHR *1 snuHcuaG Carnegie 

cj&fnmmnamnjTinmttijasttiwsHlmnsisstmsitftfiSmniifriJtm

lUHttStifmnnincitficusa stmnnwititumtinsBtimGmgwitfifnRgiams1 * ftJ l* V
V

tpmti S)gmmmthfLrns (Effective human relations skills may be the 
greatest contributor to the success or failure of your career.

g i t i m u  t a i s t f i n n y t f i f i M t B n g l m a
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According to Carnegie Foundation,1 85s j^ d e n t ^of the factors 
' contributing to our job success are 'personal qualities, while

;; i<i\ ViH U VI f itt V-: •technical knowledge contributes only 15 percent) *1

1 61 V ct I 61
. £>;

itncugii3HH in ftH u tn jjm n m im n tftm ftn jn m R lB H ^ rae f^ ?03^ 0

Stg scimtncmScu cmSfnmm tEJimmisssinjis^OTtBRtsM (The
Harvard reported that 66 percent o f people fired from their jobs 
were fired because they did not get along with others while only 34
percent because of lack of technical knowledge) *1

- i5mnissifi9sl3JfibHSMjms?fitnsfiriJ:fi58ist^ta5 tsItntmwdfiBmw

t  imdtgStfinjntfdgRgHmdSfigsnitglfns 

twtimiHtmtinjtacmMfi. tawnffnwHwtfiatanfiHiaBtimQnlQn xdtu
ra  U  u  f l  U  ra i*  U

jnhgnsJtfujjs i iMannSissn{gftmragn stiatanSnfltaisjmGmi

p tfum singagn  aatGHamHtmtDHigpMgnicitBlfjaisriBfnnMptMini
(Human relations skills are becoming increasingly important as our 
economy evolves. We are moving from an economy that produces 
goods to one that provides sendees, is information and technology 
based, and expects speed. This new economy requires that you and 
other employees communicate and interact effectively in complex

situations) *1

How Did H um an Relations Develop?
- fnnML^njjjtamnijUGfiJius s^m nribsnm sttitnsto jbm tijsttinSn 

tnstSnnmSmcjGmRSsbjfTrdSfajmGtRtnsfiriJrwsisDTmnwtiJTi^m

13HW (The complexity of organizations and heghtened expectations 
of employees have made human relations skills more important 
than ever) *1



- rnitfmfitjiJjfimgmgMputpttmjiriTWsmutSHtgtatsItwHnjgislgji- 

tdcmutns: miMfginSjjRniM. wtiuw'iLw stiHSWjwi{w i 

talnbmiWRjigmiigstHrifcHSWj ratitninttimisiHugcugiri^ stijRHS 

Hm9LUing§t5tt3cutmf sat^mHSJRHiuwnmRHiti^fiftmuJiutMi 

t^tiuhtigmHts *1 t?nfumianxjiHfugissit3tssst3,mstsiniafnnt3rlnansi

uG81t3i[jTlH (The search for new management techniques began
with a base in the social sciences—psychology, sociology, and 
anthropology. In studying human relations, we are concerned with 
why individuals and groups behave the way they do and how their 
interactiosn might be improved. These foundational disciplines are
described in the following figure) *1

IgjicmLMMgu^iHcugiaipstBtywfijigmRgaaifiiaHaM}
Social Science Basic to Study of Human Relations

tSfiMITM
n  U d

Psychology

tfisfou:fJ8istjiu*Ju tpsfugifim i 

mfiSfigntfimwffianutjiuMUfiwinrin  i i tn <=«

stitwtftnmfimmuTnntiotecmmS
1 "  L> U  f i t )  cr

tpStSIs (Of primary importance
because it focuses on the behavior 
of individuals and why they act the 
way they do)

mifljnuwngmsfi mntjiHnSnai miwins
1 M  O  *=*

gr st3mn{upwHCirnGt3lnawius
(Industrial psychology looks 
specifically at motivation, leadership, 
decision making, and use of power 
within the organizaiton)

d  Li r»

Sociology

itfimcuHSifiHJritiuficunJS'm uutss
n  d  ^  l tr\ Li

sb fimnsaiMUMnmmglmsTfiH
tj b |

(Centers on the interaction of two 
or more individuals and their 
relationships in group setting)

tnswwMS'ia tpsratiijjfmnnjHSttu

tuimMiuasiaiHia

Jf1HRG991i3tais (Important because we
must all function in a variety of 
groups, and organizations consist of 
small groups)

tgintrotpnn stamiHnifstsfujQH matemsfmirMSiatsItnnjMtiH sannriti
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H9MJW1LM ( F o c u s e s  o n  th e  o r ig ins R i i t t jR is tR B J s n t j f J iw s  nxiffitftJtiRtSRis

Anthropology and development of various 
cultures) tRHlSCURtin:Wlf1tl5 (Increasingly

important as society and work force 
become more multicultural and 
economy more global) _______ _

*
What Factors Influence Human Relations in Organizations?
- tgmdwwmant3fnn|3tpMi3mn]gmRgsi3TfitiHSMjtsifitiwiuadt8tgj

m  igfBtit^tRt^gtgiHRMHabwiustmstuittgGtHQ i Rtinmn si3[tnng 

HSJRHRhmammfRCugihgjim satRfi^wunsinb^usimsuhbciiri
i  v  i

ggcufign&ufinmtjtttps *1 Rmgihfmsms tmcmtfl fujau frnnufib

UJH stifignnjnsitit^  (An important part of using effective human 
relations in any other organizations is knowing how you fit into the 
overall organization. The quality and type of interaction among 
individuals and how it changes in organizations is influenced by 
many factors. They include goals, cultures, conflicts between
groups, and outside influences) *1

.. 6gna5Sgft$3£5ft5rag Goals of Organizations

- RiitteriiRinnttfiuMftnus itlwHRnritiunmitisjfitstitiiHmjnmtiitutji
_ <=> I V tJ «=*

tRunRHRiui:LRULRail mif®nt3®5 utnRltnsfmn/i tecmRRCtiHg *i

flmnjSniRRtamigariRgstiifiaHSftjjHiGtimtHiujHRutnmHslJii shscu

julfnRgisfns?RHistuwgfnn 3an:tnniwiuaiuMHRRnaTul3tTuatStiJ

RUGUTutmnjidlJUfijgs ttjimtimHRt^musjitgisarriJgiwyi sbttfis

yfintlJGTmsmJglwyj (Being aware of the goals of organizations to 
which you belong can help you understand why management

-6 -



makes the decisions or takes the actions that it does. Strong human 
relaions skills can help you function and contribute more 
effectively while your organization is trying to meet goals and can

help you adapt to and cope with changes) *1

Organizational Culture

- JujEHraMmusRtjiropuns&s} samcuiufjwaH ttinjHiatslitmsfi 

tstj, ifitiurnmtffuscmHfitifmus stiHmSnsi stmmn§f?fin5s *1 imnS
W  m  u  U  c* a  e* n  ^  w

tmgRcinRthtmmnjttflmdfij^ustmstj^fdnmmmtna gtittoSwrog

tmsSlatgmaniritutyMnGtfriUJtns (Organizational culture is a mix
of the beliefs and values of society at large, the individuals who 
participate in the organizaion, and the organizaiton’s leaders and 
founders. The culture determines what goals the organization

wants to accomplish and how it will go about accoplishing them) *1

Special Functions Within The Organization

itfl gagfintfliuHra i
I V J c* -NJ I

ftfraSuUHtu imimitEttjnfiRHHiiinGtafnfitincfnitfirctmiatinimai ti
^  V) L i  tj <=. l*  I <n

mHHSMnriJtfitGimti *1 Hfimtacutai trh ummntfiaTRftmtimitjiHtn
L j  1 | \ J  U U  er V4 Ct u  L l  J -sA C=J K-*J ** li

fmtiEjitfjrafib um nusffisfsfJti^tufutsItusibLm gfafn (Organiza-
tions have formal structures that, help them carry out their goals 
and objectives. Because one person cannot perform all functions of 
a large organization, duties are delegated to individuals or group of 
individuals. You should understand that groups or departments

must work together to avoid or reduce conflicting objectives) *1
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- {U M sraH na^m ntjysiriiiuR m Sitijp^S^f1 HRXRfsgtuwncusfeit^^

miraMHntJsgtsIgtJfmua saimiriGtmsmBcutRtu^t^Mtiijtfntiitns 

Rttitis:tfttgfiHffitatmcmtfiraiuMyitjs i  fniHfif^jsaJSmnjgmngaa

jflt3H3fiU9jsibC1tfl3atiUJHn. (If you are to function, effectively at
work, you must recognize the needs of others in the organization 
and respect what they are trying to accomplish as a part o f overall 
organizational goals. The development o f sound human relations

skills will help you) *1

W hat Are Y our Responsibilities?

- tpSstuHRGwm na^usHm t^Hm sum uritJts

Hnm3tytim^ustsi§tHimfauGtjissft?nnjtd1mfdt?i tmsHmnmpju 

nmatiSfRHtgf i  mitrisSsicrtntnGmsi fnmiwngMitfliuMgn mi 

MiitsSfgMtaiflfititmsijnratna ipngitifnifiiunm BtifltnnsBBcmithjff 

atsmnGtmmmiiTinuMHntitgmatRiJltDTMnjtnHitijrfigcinidiwsaStii« '  «  U  u  «? *  cu
•> w

lGtScuHRuqjiRifiHn(tJfn3tiinEfitinu6LRH(Rf i tJairngsingatiifia 
H3fiJ]Hi3fmi:fasi3amM i stunBmaniHatnstiratHitaMiSsinGCTfi

aiJiatfJasaHairitatjiatunSmtlraHismHtalntiLntfig (if  you join an
- organization with the attitude that your responsibility is to help the 

organization accomplish its goals, you are off to the right start. 
Having neccessary skills, understanding your objectives, 
accomplishing them as well as possible with the least expense and 
fuss, and making others’ jobs easier by carrying your own weight 
are how you demonstrate that you have the right attitude. Human 
relations skills are essential. An employee or member who does not 
help the organization grow and prosper will not be a vauled
member o f  the team) *1
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Contributing to the Organization

- HfimsrelmfisistfiHtnsafiriusjuMHfitnsmHrarmiLumsmfiEfitin- 

udlgHis Btifnimnnnmjirt! ufisigjuwHfitnafu *t mituraBtinfrutm 

JtiMgs mnppMBfrnismnsBtiifitiHBMifitnaiUMgffiti stimmssm

WH Si3flBCiniGtmsHRutg?itjl^t3ufi381S (You can contribute to your
organization by having a positive attitudeand by performing your 
job or role well. Knowing your tasks, using effective human
relations, and being polite and helpful to others are important) i

- iGHtmsjmflwijmntjiHjffmgiBGitnsMiusioMgntnB Rtntntmmi 

piMtDsingtiSaiBitJMBmn i tuMBtuHfiHsmniHcimjtriitetmtiffm 

imtutS HnmtmSfjtHiujtnsrriiuqTin i {ususiuHRutitji Hnusmti 

mtirnrrmnigiaTtinjniuiR Hn[|jJfinuHnssfu8M ^hfntuwsm s{fi?ntj

m stm m S i *1 tslRtamrtn: mmnnmumnsImHHtuSJHmmjTmjraH
o  V  M  t»  c» a  u  U

KRtstatns HssHSfnHmticuHnBfitfimtmg mjitQtifusis t  juS sra 

HRtHU{pajuMgndnjiHitiJHnsfrnJtniisi t3Hjigngm:tnHcuniui:tSra 

HRRfitiicijntifi iScuptincutjisiJififiHis isIsnEUHRtnssgcu ugntfincs 

BJitjiaacmnHnganisMTRfiaMHR tsmmmm5msfnnsis mulSmfj
«■> u  1 U u  «  e*  < r I*.

hr i  ^U3mmpsgnmB43Mnumifirnfiptt3njtMis[fi6HfRG§raaiSn

tSmeationtimiHra i nuts valtntuHmHmR&roMHmEmiMHmS?!
*•* it - u  i  n  a U L i  c«  c -  n

C

usiun tnstS m inm nn HnrnftnHsSntnHtmnjmrn/itwisisitstsii
*  ** a  L iu  I n

(Another way in which you can contribute to your organization is 
through effective communication. I f  you do not understand an 
assignment, you should ask for clarification. I f  you know that you 
will not meet a required deadline, let the person in charge know as 
soon as possible. At work, doing your tasks the way your 
supervisor wants, not the way you think it should be done, is vital.

- 9 -



If your supervisor gives you instructions to do the assignment in 
the manner that you think best, which will probably happen once 
you have acquired experience and have demonstrated your 
responsibility, then you may do it your own way. Most 
organizations have room for honest discussion on the best way to 
approach a task. However, when your supervisor has made a 
decision following discussion, you should comply with these
guidelines) *1

Being Flexible

- mnRQuatsmJvnmbmnlitjnH?iG9 sbfnnR9ji3tsfiriusG9tStjritufnn
©* L> V  o '

9snsnaftiriJiimsttifjsistjimntutun58i{3HM i
n l  = j  u  C«

iHsans:tGmHUSucm titoHmSmTuls tiUKGfiGfTmtjjtmgitHstHstfi 

lUHHfi sagscuajfimjtnjS^siitGimfflHnfnujtjiattinSRStnsmHtnfiC» u  v»  o -  c*  tu  (U C*

•t tuiratsItncutnsmJfanGGGnfnTfnnusraufiWfi umtititjm sttinBn
o  i  n  '- a  tu  <=»

tutuHishJtinutjtG§p5ffifu sbftJtn{pRunmiradiHist|ujmwgRt3t9

xfiwHBtnsmnaagagtimrtni atifatHm gnfi (The growth of
employment in small businesses and the restructuring o f large 
organizations make flexibility more important than ever. Your 
positive attitude coupled with a willingness to follow orders, assist 
other workers, help with tasks not specifically assigned to you, or 
take on new tasks will make you a valued empolyee. And when 
decisions regarding layoffs or promotions are being made, 
employee with cooperative, helpful attitudes definitely have an

edge over those who are inflexible and always complaining) "1

- GsnStysgnjsfmmnhsuampjtsjblngndigdfnnHm'tsfnnssRaRbfnj* i
vTUtuI *1 iSllflCUU5GRlsj1I[U[UEU tSISRlItniltlWyi 5tritI3tjlSSji331G

sitinBn[nhmriagGttimGt^sijiiimnGmHtija5 M b t n s  (The
willingness to retrain is another aspect o f flexibility. As technology 
changes, work changes, and employees are regularly expected to

-1 0 -



handle new and different jobs) *1 mmSUjSHjR mmjBUJltDHBtmti

m m jsn jancu tg  i RinnRtsI EugRimdnjHnmijsrcstRQsfrtituRpnR 

juidaRt^jtjtmtisgtuaftjujujURmuimQffnntRHraRR isInhMfiSRjs
I

lQ9tSS (Incessant learning. Nonstop learning. Daily learning. In 
fact, the ability to learn faster than the competition may be the only 

sustainable competitive advantage of the 21st century) *1

Personal Needs Versus Organizational Needs

rotnmn ssifissbfagH  Hcunis nnrnrd iris: atimnnonaLfriaiRijiiuiR- 

dtunj-unbQtcunHutstgfn i t>smcu r ref mi sbSnjm raum u sbrnw
** u  U K  c . I  P I

hJUJSHS1j§£\5[Ht3g1 (People work or'belong to organizations for
different reasons. Money, social relationships, power, prestige, 
status, and growth are only a few of the motives. Sometimes the
needs and styles o f the individual and the organization clash) *1

- nadisrtftsm nBntrm  uw tnBntnm BH ios HniRflRracuHnssHn sti=? < = » ^ »  c t  C J U u  tXJ <=*
I  .  u

fnitsfitnsBbRiHfmnuMHn’ tuimntRjtiJcuBiaHrBinssutuHis URisdi
c t  U u  -*

CUItnniROfiHRjJJUMfdlUS^SIS 1 tiltQ tll') HR[RilRUSnfl]RB19Htll (As
an employee or member o f an organization you must understand 
yourself and your own wants and needs and be aware o f the written 
and unwritten rules o f the organization. Often you must play a
role.) *1

% Summary
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smngsajfiaHSfOjRt^HslgituCuSnjingmfiQsasfitjysfaj t wiRtim 

WS1B ti3nmjSH8?tiltSIRtutytljS5u5U{|HgIRHtjlHtIIHRatgtgj{itH1UI

maiRtnsrawgfnci tuCutjitugdfutGtmuittSummdisttinBnutnsmHu  e> ea o-  n j  qj

ts1nl3gyitjs sfcwtingiaycu i LRtifnittu

3ffisini3S9nl3fnjginSbJfU3HSWJ (Human relations is the study of
relationships among people. The major resason for studying human 
relations is to learn to interact more effectively with others, thereby 
becoming a more valued member within organizations and of 
society as a whole. All jobs and roles require some human relations

skills) *1

mnniBtiHntsgcmiM wtiHftnytf 3t3H3Wjpjiyjj^ftRmRHmtut2Hj

w fijuffism rissm ftotfsw j tfifHMM tsltncutticufitjiusingmslsbn

{tnfrtititmtHtarofimmRStgjfc • (A knowledge of psychology, 
sociology, and anthropology was used to study human relations, 
especially as it related to the desire for increased productivity) *1

ugtrjgtss tsIntifanntjnSm slgji tjiH m ati^usG sytpw in i arnnSn 

Hi3RRW3matR(utf3itgjb iwtiRSRRRsctfin atimj«aRG8tnmi5jja

R^HJmiSifisiqj gSingsaifll3HSMjmStRGtgjtl5 (Today in the
Information Age, with its large, complex organizaitons, better- 
informed employees, global economies, and emphasis on speed,
the need for human relations skills is even greater) 1 

gsingstitslRaHiusmGggcufiSRMnnmtltitfi: tRicmtJl fajGHtjnua 

mmtnniRGmj sancuiasiaturl i  ncuiasit3t{fiiiHtns ulema g jiu -  

attintnra uaSRG ujfmawbuiujGH Rm fujunnam G lgji t[m suuis- 

ntutdtuHstnsiRtign msumcuRisamitunmiiRH mnui(unmu[Ru 

(Rt3 stitwgRGriRfutirm t  fimmSsitintnRagsifigaaifitJHgfijjmGtitii
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HmHimt^symtnt^HmnnriasimsgtnS (Human relations in
organizations can be influenced by such factors as goals, 
organizational culture, job function, and outside forces. Outside 
forces can include the economy, legal-political environment, socio­
cultural environment, changing techonology, unexpected disasters, 
corporate mergers and sales, management changes, and the global 
economy. Strong human relations skills can help you cope with

these forces) *1

- atiftnuatmmMUtstnasftmtinaiiuM
iff i HnHitiralfrmgis ttiitumjHisfiaimmtsmefa stsfisimsmrissb

<=* U  - o  U  "Vi

ifitiHSMjtfitnG mnnmf^rustM tiJSingtJUjnmEJiraujSsfnn m n ss- 

nanafnitn i fnmtBWTmgrtjlni atimitSmnummsmrintiBmuHwiuB
C U e *  U  t) U  V J  - o  CU 1 ^

*i flmnjSmffsatiifitiHaflgltiinffatifiragffuaptfflBtiurci^iiteBJtju

[UfUtlhbtnQs (You have a responsibility to help employers or
organzations accomplish their goals. You can contribute by having 
the necessary technical and human relations skills, communicating 
effectively, being flexible, retraining, and meeting organizational 
expectations. Strong human relations skills will also help you adapt

to rapidly changing technology) *1

x

X X
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Perception: Different Views of the World

*  g g g ^ ?
What is Perception?

tt3mgf\ggn5tnssJmftin^smBmwismwHn i srmmitgwjs: nn 
njuQ tffitftj smHitnsajHStnmfnsHiJHOji uwi3 ttiqjHfigggjtfiHtiJsa

tsfilttntlll, npCintSfruStifis usmni JWtflB ShmjftilU (Perception is an
important element in human relations. It is the process by which 
you acquire mental image of your environment. Through it you 
organize, interpret, and give meaning to sensations or messages 
that you receive with your senses of sight, smell, touch, taste, and
hearing) *1

- nmtfntpstjsfignrotmgwjs: gtstfi: fujcS  fltimnftijLRrjw (thrm ns) 

fnimtifagnnHnfin tSnj{jnrait3s mro mnsSturrm? sh 

rmintign ijnatRtji^gitnjtinymossmamg i ngicnmssjBJfnfigis 

Rt3mR8M*)jn immuJoiarognSn stitfigmjpfmriHs&y wismian

gigmmn Sttfiyffi (Many factors influence perception—culture,
i

heredity, needs, peer pressure, interests, values, snap judgements, 
and expectations are only a few examples. These factors 
contribute, in varying degrees, to the way that you think and feel
about people, situations, events, and objects) *1



What Influences Perception?

- HSM]ttStiutStis}rfftintJf3ttjjt39tg'itfps tmm tgmifmiaGmtirastintra

Wtinutssitiisis i msnaimnamnmHtitgtgfmtinJtisfignnjticumm ahC l  c* U  C*
I

iH lm figiam m sfilm utim m tpaRtiittim tinnsItiiuatisatdjti c Sujgh, 

mRRfpRtiftijyiRcu yumtiHS. ticu{mantis> ttituntnRshggciifmcij i 

mntiigtg|R tictii mtmuMtisinHfifiR. Rm fmr ucurscui nntncutii 

tnffisbRtinRtjistiib i  nuts ttnamtHtmirm stiemsfnntjSHffis frra
i n  u  i n  •** xi

HtUglSfrunR (People develop certain attitudes and tend to make
decisions based on these attitudes. Some o f the things that 
influence perceptions and contribute to attitudes are so much a part 
of us (culture, heredity, interests) that they are difficult to 
recognize. Otheres, such as peer pressure, needs or conditions, 
might be easier to identify. We should, however, try to view each 
new problem or situation separately and objectively and base
decisions on the facts) *1

- nbGtnniHRmt^tipsmmtdfUHiQtjssi|nfi5tffiRsntnsjHHis figncugbm 

shhsncusttmHltjHis i  tsitnfuldnjnsntucbmnntiTuSuSfn? ra h
0> « c * t »  c> n j  C* | L i  n

fjssitii i5usMimRtnsnimm:HcuHtattituitSt«Hfiin5(TitH!tiHia ieis1 O  «=* 0  <=- M  u  “ O

CUR[Ul:tifgigjRIUMHafWj5ailR{nJtfiltiHlStt3J (Among the many
factors which can influence perception are the halo effect and 
reverse or tarnished halo effect when the halo effect is operating, 
we assume that if a person has pne trait we veiw positively, all

other traits must be positive) *1

- itrnHfigrinjstigiHltitna tmaHstmtitmtuyRtuRfURtuitHltitnatistil- 

nwHltimattumiHtmtiiGmuMtdjtigitiBEij i  tcntuR m tm uuingn» ** w n v I
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mmymtin uugrowgnjiiHmiuMHaeqj^ntsiHiLRn ytgisnjiffitmbab 

tSnjjnmjjmon uugffincun^:t3t9tgjfimriitJscajTmstjiHiuimdf
(Under the influence o f the revers halo effect, we allow one 
negative characteristic o f a person to influence our whole 
impression negatively. That is, we consider one behavior or 
characteristic o f a person to--be “bad’* and, therefore,-view all other

characteristics or behaviors of that person as bad) *1

- i  tsIinrottSti

3mBltLmHmnMtp&pnj ttStiHBHiBfiujmnjwmnfniafitaitDi
tumtuHRfnntjimfijatnsts 1  fnyimimmtawrmtimaBEuw-iEUfmafrici

«>• C l  U  V  L i  t J  u  C l  r*.

tanjMpwiniQtmsgR Hnmt;mRustnmni§fnnmjrim3G3ifi tdcumn

UbfTIJtUtflfiuftffiSfiJUttiHfi (Stress is another condition that distorts
perception. When we are under stress, we are frequently unable to 
evaluate situations objectively. By learning to recognize situations 
that are stressful to you, you can make allowances for distortions
that may cloud your perceptions) *1

---------------5_ c * ------------------------------------------------------------- ------------------

Why Are Perceptions Important?
- miSacmanitiMsaiia aaHttinithfignnjtcireamais tpHsiaRgmuMHn 

fitg HisfiJii:fj8istma'!Lmn5atsimsamfn:sitncuuGtJjs i  tframsa 

• mitSanjmas HRHinnaptnnitGrnfJsctuiujRacuHntnalnitifiiiafnnGB 

fanpu i GJwrsstiatfituiRHHRHisfnmnfinujmss tsitfigntnatum- 

tinjHSsMnuiniHcifitms sat^tRHRRnGtuucunctmsmjHtirigivatms i
c  o j  “ » *=* U  o '

m}RRRiGsmswisfnfisisi§^H(RfmQsasuwiei mSisytfimutrpttJcij 

giR salagm nssaiftaysM jislRa^fidinjBs aagtjfntini i  HRjnn 

uBtMG§ai5  uaonujHttSramtirimtRfttnafTiiratnn (Being aware of
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your own perceptions and what influences them, as well as others’ 
perceptions, is extemely important in today’s workplace. With 
such awareness, you can withhold judgments until you have 
analyzed situations. Ask yourself why you are feeling the way you 
are, whether your feelings are justified, and whether you should act 
on those feelings. Perceiving situations accurately can prevent or 
resolve human relations problems in your personal life and at 
work. You may refrain from doing or saying things that could
create difficulties) *l

miutinHtSwfnGtisfilnwtwRsmuMHfitisg 

satimHmmmtGswtnmwLtinji sam sifiy isfjtnstsR  i  taltncuHnsscu 

wicuminfi lufutriHRtjlgsgffimsMgtMfnmmsH'imtui u g « is :m fjra
e* l_) o !  «•» e* - *  - v j  O

tgiiutjiHRHstucurfautJiHUjnRtR RHnmmfrsTftfiffifjmnmiQjitns
«=* L i  U  U  c«  L j

{UtMIullttSS (Being aware of what may have influenced the
perceptions of others can help you understand people and will help 
you be tolerant, even sympathetic. When you accpet the fact that 
others have an equal right to their feelings or points o f view, even
if you do not agree with them, you can deal with situations better) 1

ifijnmnSntns

aJmitOTHtDtusmgflrmglHR t gsingsisSsiti tSnjnwifcitjiatraHraaia
V  <=* -\J fu  v  a

fnntwismta aamjturtBtm mBtituHntGmitftHtamutSfitnBafrnronin
u  «=* u  ** r»  v

mms&al atJtunucumtgfJtmglHn i tfius fnnmsmnGsiifftuJins
=» - o  r«

focmsmsimmiisl mnnrnSRGtrnsfniinifTistRGScintiiigi stim nn-
•VJ f l  v

GnsRtifnUTumstRtrcstsI tunjs^ucimfatmmyisSojGHfnsinSfij *i
L> n  n

tjimssiffitgjfi ticuHfnnmGstimsfrmnsisj^ ximsrniuxmniitinuw

mstfimsmnifttttydfinjlti (If people disclose thier feelings to each
other, they can develop better mutual understanding. Stronger 
relationships, built on honesty and openness, can help coworkers 
develop respect for each other’s beliefs and opinions. Respect, in
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turn, can lead to fewer conflicts, greater job satisfaction, and 
growth, resulting in higher moreale. In addition, productivity may
increase because ideas flow more easily) *1

- ysfattitsfnBtinfismufijHR tsItncuHnHsJfimscmmRtfibnss&ia tticu
I  =* ■=* 1 n  L i  cu

U

ir {r h {r S afRURR miHiui 

itinupj astHGRUtijtntiiitiMHR *i RiiniiRyiSitjrisatitifnGutSaafRin
U

^RH^RftslRt3RiJ{tri{ftJtiisiRSi3 tuimHiGayRiRugmmnMiRmn] t p s
I  ,  1

liiHRHaGitnGnnRHiiHtirimMHRtgjRts *1 tiitjtansItgjR  HRfrraati

titSgsfRiimtuBtitiBaQa uftramnuRBtmmmsnRHiagiti'hJtna sia
n  t i  w

Hjfima i nRtriaRut^nRmatdojdnjunlnitihmHswjHiR tdfufimntcu

fi5RHfnmtJWHR UUnjIRSfmdCUHRggtUtnStlJnj (Other people can
learn about your perceptions when you practice self-disclosure, 
which means sharing honestly, but appropriately, your thoughts, 
feelings, opinions, and desires. Self-disclosure can increase the 
accuracy of your communication and may reduce stress because 
you no longer have to hide your feelings. Additionally, you can 
increase your self-awareness by being open to both positive and 
negative feedback. Feedback is information given back to a person 
that evaluates his or her actions or states what the receiver
understood) *1 

JohariV
W hat is Johari Window?

-  mats Johari thRndnjdmtmhtmmmfUHngsiRssb atiHsmHfiti
C  u  u  n  - * *

GtniTlHHSMjgihSptlJ (The Johari W indow is a model that helps us 

understand relationships and interactions among people) *i

- tdJ& ^RsaianR H iatalpsattStitSw ttStitiij atignnu Efjtinud am sti-
I  V

tmwnjjtticugriHsBfc i  twtcyugitss nfitnsHnssttfiti ygnnu ffttinuti
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gignifnMnjjiuMttSmnti y§sm t$m tfim H ndt9tgtgjm  i  tc w L u ft 

Stilngham thnunjnj^aJtmnjffafiOTtHBS ^HjmSRtjlRmfiu^GQSS^I 

nmnsit3 6 ts§HisRuaMRHfnntc}iratMi RuannmnijH ytgfUjjMfia

RUSSin aURtianaMItU (Each o f us has information within us of
which we are aware and habits, attitudes, or talents o f which we 
are not aware. Similarly, information about us or our habits, 
attitudes, or talents may or may not be known by others. Luft and 
Ingham combined these concepts to create four windowpanes. 
These panes are called the arena or area of free activity, hidden or

avoided area, blind area, and unknown area) *1

Using the Window

- tBHTMntjtnssfRnss GiHalfiminnfiTfitftfasaati atitnsssB:«hfTggw
w  V  V  V  I  O  L »  cu t J  U

atiujat^Rnnfitriam i (tgisH lfitnaultitna) i  tBlmjrnitnilGtJirrttjjti
I

tuCUHfunmGnufujsstnsiHmsmnSrjtnJi samjmmmitinucijtjntu“  »  U  U  c r If . *v>

tns{RH{Rf st5RiHra:fniggcumRfnifitumnj stiMinxitagfUpuiffti

JUfdHfi (To achieve this pattern, practice self-disclosure and be
willing to accept and leam from feedback (negative or positive). At 
work, obvious ways in which you can do this include making 
suggessions and expressing opinions as appropriate and by being

receptive to appraisals and suggestions made by your supervisor) *1

- minnnptJiaaticinliaitglntiutigJohari finSttfiu^dSfjunujfc tfiniwai 

tsIm srnSm j m ntnuHnum iantjsnSstnfi ufinnmfitfifcnKmatiini
W  - L i  U1 L i  M  u

8smu?uiwtnnmQmtmtnHistT?n§ginutufnJifiJ *1 ttStimtiHMfpHira 

HSEiyttSmatmmimjunTi^nisaracijnRitiGtmsHSMjiMiipugi ttfcura 

tiu i  mmgmtmftnnBs
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tmJiniMroHtsImsvHSms i  rnjssrijs![fnHtmH!jitt3mtcufiHiiH(i/iiufj

HfiHiijuajjnffiHismngisQsmissiRgsmfiaHsfijj t  HawjtuimSmi

HGtijitintJitBscffitsj ytuimubtsnmfnrcmtnu uuJiajisjfiHttrt w Iki

ttJisfmntfitufmstintiJiii srenafercufetimmtwsfptiniiffljBM mM S• — " ** “ y
tnsfitJSglRGCimM (Disclosures, as described in the Johari Window,
should be done carefully, particularly in the workplace. Telling too 
much about intimate matters or revealing personal information too 
soon can be harmful to careers. We all know people who blurt out 
their personal problems to almost everyone they meet. Such 
behavior is considered inappropriate in almost any setting, but 
especially so at work. Being critical under the guise of sharing 
your feelings can also hamper human relations. People who make 
rude or hurtful or inappropriate comments and excuse thier 
behavior with “I'm  ju st being honest about my feelings ” have large
blind areas) *1

rm *i nBmsmmssmGsrnGtmmQsmgui5tm§jufnnltji2f: utoHRUti
*>• * V  V* C*

tnSfi i tsisuttiral3gil3HMmiRfmmshyt2Hjtt5RnguRfTiifiJl3ih sb

tinri

tunnsi^tllflRlStHGfTU (Use great caution in sharing intimate
information with people at work. Such information may detract 
from the professional image that you wish to creat. Although all of 
us need people with whom we can share our confidences and 
problems, people away from work may be more appropriate
choices for discussing intimate matters) 1 

tdtuHnsbttjmtnjficiRmstms *i tmfistimsLuBnmutftun? tmtiturt 

tsjiml^frtdnisiinnbdnjfnitURugfriiiJiJTuwHn ufrnm m & tffm
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gmnsatiJUMgmng tawHnnrmifftfUjnfiHiBiumas? (When
deciding to disclose information, consider carefully the individuals 
with whom you will share information. What will their reaction 
be? Will they understand and be considerate o f your feelings? Will 
they perceive what you have to tell them as a professional 
weakness that will inhibit your performance, or will they work 
with you to enhance your abilities? Is this the right point in your

relationship to reveal such information?) *1 

- (uwsmHnncihnt^nSHistmsmtittjnnnjmmmRtns gnnn^aniM  

tcirartnn i  tmmnnnjmfitanin
»u U  t-J o ’ L i  v  u  c*

ut9Kit5mRGfi9R^nufi?immsfTii{tnmoMttSa xtximnFJftnsrririsis
Cat cat

tRRtgjti (If you determine that information can be shared, select an
appropriate time and place for disclosures. Look for a time when 
the other person is most able to pay. attention and distractions are
least likely to occur) *1

*

How Do You Raise Self-Esteem?

- SamciHtmgfntBRan 1aniHisfihi:M8ista1ntigmn0atiifitiHaM} Sift
R  U  U  <=* 1 O

I

tRHSMjttUbHISHITHEiritOUCliTlGtmsSSvia tCTICUflmCUSSvja 1 frtJHlS
U XJ

HUHWirammsSSOtfmftfiSStmstglmSitflRSm *1 HSMtfHUtU igisutfi
v^ m c u  c u n  I v J  L )  XJ

HfitflBthfftutifi StiH1SMSfJ3UtimSlntiS?fitflCU3S StitHfilfrttjf: RTfif
«  u  i  n i l  <=* cu t > U o

TuatrubtwfificiwRsnfiicussruMmtjitJstJsiuiSj *1 mittinssHBtSnj
^  oj  <a

A l  «

m ssu m m s (Another aspect of perception important in human
relations is how people feel about themselves, their self-esteem. 
Feeling good about ourselves is the key to success. All people, 
even those most confident and secure in their personal and

-.21 -



proffessional Lives, must work on their self-perceptions continually. 
We are never finished with this task) 1

-----------------------_ _ t « --------------------------- 3^ --------------------------------- -----------------------------------------------------------------------------

Positive Thinking and Its Importance
- t HswjtticuRsmtJjtJ

iss tRttrritjigtiMgpraH i  StrninvigmannRaltiRmuuHlfitris trnml 

tTmnggBBtiJH *1 tnHfniTfinfrtjiftnautnnitii HncagBstirnggratnaitfifi 

8ranBatjit!HnggBsu5H itgmtmtittimabtHnmSmtiitmtnfiHnmM i
U  t » |  CT M  I

tSISUtfU&tmJSSsH nHSMjHU5QSRGGragfitsitnji3SHSM}twfUtEiaSR 

RmuuggBauiH i  usiuan  HawjggpmHUJtuinifiisastnsu^strituaf 

iftrcfmjitinHufajnmuifii tuiujMinfiSa t̂firagGcultiHisffimnfi
tfljtttnatg (Positive thinking is looking on the bright side. People
who think this way are called optimists, whereas people who 
always have a negative outlook are called pessimists. Research has 
shown that optimists are more successful than pessimists, and it is 
easy to see why. After all, few of us enjoy being around people 
who are always pessimistic. Then, too, people who are pessimistic 
probably give up in their endeavors too soon, not believing that
positive results can occur)1

- iBajHRf|]injRmuu1g5ns tfiws^iHsfnmHuBuTig ttirosgtns : c9> 

mBtwistSfTiffimufJim. cla> tBvmmssHntftuBmRsamjfittifiHBsso <* * “ “ “
aatu'jllgais. she m) C^UjirSjUMtBrojriGiHWtwn] (Three steps can
be taken tp develop positive thinking: (1) change your thought 
processes, (2) engage in positive self-talk, and (3) use
visualization) *1
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- m tam riam iB rn u ftig n : RjpgHtnSfnnSwtiSnitinqminnmttapujfiti 

pnfigwBtiigl thgsnTim HnBtitnnsnfniHBfnsrnitiimMgniji^fnj 

unSmmtiyati LUMstufiHatnscuRmsis i njnymtgjfiiimmttira 

tnggftmi:M8iBtBiitiicaiuMgR uMHgtinjrawgnfltguyiftgjfi
(Change your thought processes : One is seeing things in black- 
and-white categories, so that you consider your performance a total 
failure if it is not perfect. Another is exaggerating the importance

of your mistakes or someone else’s achievements),

- tgtmmssHfifrutfmnatimnjftnHnsaaatmffrjtna : rrmnaiamr
V  V

HGujitututuHmtpiiGtmissaa i miHGUjitufistji" g rrm tg m ttm m iu '
W3~"etjiHncws' u  sw aH Sfgah tin f jnGtituHnHifjfnncuS^GifssHG

tjlS (Engage in Positive Self-Talk : involves making favorable
statements to yourself. Statements such as “I can do that job,” “I 
am a. winner,” or “I performed well” can help you take control of

your life) *1

- tppMraMtflwHTCtHranSn] : mnSwranjssotitjiHBfigw |h m s
w

tiffififnnSMRfnQtjtlJtnSflSfrfltinutHtiHIS (Use Visualization :
n  u  o  v  t>  v

seeing yourself as a good, productive person can also help yon 

develop a positive attitude) *1

Always Being Positive Is Difficult
o

- HBfiyml3Hw!5it3LutmijH3mcu:tgM:rijtnms1gi33?si i mw:tgw:cfitnfi 

mgunmniHnnnintggi^njtt^tncmimiinmsJtiimtigiti fnnmsHb u
i

fiS i ugtit£mGsal8t9jRSG*HinjifrinmMHSMjt6nJtt5atM9pcTj mi 

tnntiflMttBmH g ip : -
U> s* tft tkX H  w
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umsntuGtftfm Rincubcusm mmtniRH mmmaaMuitai mrasuti«"» -* =* “» tu <=* *

mitru stjmicniafRs R^nmtawfiiniiHitiiHiafriiHyiMim (All
individuals face difficult periods in their lives. The “down” periods 
can be caused by stress from fatigue, tension, or illness. Other 
experiences, such as the death of a loved one, loss o f a pet, loss of 
personal belongings through fire or natural disaster, divorce,

robbery, moving, job loss, and retirement, also trigger stress) *1 

- fnnwpEyimmmGtHitiisGSifidtuRsn sbfaHnmnmfihtStintimjntihfii ■ i
R11C1R UmnHtUUnilfnyrnrtjimMiJ (Stress can distort perception and 

our ability to identify truth or view matters realistically) 1

How Do You See Your Roles?
- HaayyiR^yisRmgjRfmnmuijasfn i attinBn ^nnyitii fjtnBnyis- 

lim i way hrmjrgr (fimfbja abHRRRRtjigffunmn i  RaigaHtiistria 

SfiRutmun sbwttu|RummflniHiGBg(utna i RitaniuRaigttjCUHRab
w  . u  u  n  u  c<

umnj si3mJUJfnp{SH{RffdnuRmgtsisHisfirij:rd8is i  tjsM jmti 

mstfuuonmstficu tsItnculufiitnsTGfriitjiutiJHSfdntifuttisTUTnBss
w* m  U  I  O  L i  U  C l OJ

VI

fnyfjSlS dGtdfUtnsnflhfi (Everyone has different roles to fill.
Employee, parent, church member, student, volunteer, teacher, and 
friend are examples. Each role has its own acceptable behavior and 
dress. Realizing which role you are playing and bahaving 
appropriately for that role is important. Peopl feel more 
comfortable dealing with individuals who fit roles as the roles are
perceived) *1

- GiHias3TOHis[URRyStimm8Rmgt8wgRutcini atiRan abmriribgR 
tdtUHRutgyisGtmsHRtalnbRmggibtafs i  GiMRjinHtifjnRujmtm
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tScmmcrnsR 'ttntnumtiuRMUjmsIsafnritijmtingiaisistsItnnjMH

t&Ju i mjMLHussiglstimnnagmsfatcujnumn sainmjjmuntBl

m sm Sm ! satjtMHntHitiiumnirnitfisEmaHisraMSfrici saraiftHSB'm
C\J U  c t  -v j  &  |

jtjmhr tuimstJtjtiJHmjnratSnslHsrafimutffiltfiSf: (Be sensitive
to the roles that you play and the perceptions and expectations that 
others have of you in those roles. Learn what the expected 
behaviors are and then conform to them when appropriate. 
Conforming to expectations of dress and behavior at work will 
help you do your job effectively, will enhance your image, and will
help you move ahead professionally) *1

HSfiJJ3§HlSmmflliwRbRS19Hmt4lt3RSlSHtUttymsj?i (Some people 

feel more comfortable than in one role than in another) 1 SttlTlSfi

frnShitiusm sm m afi^sInhfisigSH tuStht^G H thB  i rufistuHn 

mwnHinurmtinttfninmgtmtTnfmi nfimBatjintiSntfimifriMmtnn-eJ y  L ry  c t  r  su a
i  v

ujmtint3tyfi3(HutsiRai9iSis[Rftmnbgn stifrraggnjtijfitns ssisHn

sainGttfisfwiujtJiHtusajtimncuHSsmcu tatusii&lfristisisjsiimslR
L i  u  c \  *J

C J  O I

ptM nqjti (The employee promoted to supervisor may feel ill at
ease initially. Realize that being uncomfortable in a new role is 
natural. If  you are aware of the behavior that the role requires and 
keep in mind that changing your behavior to conform to that role is 
expected and acceptable, you will handle transitions into new roles
better) *1

BsmninmoHsmsmnBjiMnnM i HaftgmmipsuflfitnsiniHfinHsw 

Ts1ttisHcinsmmi5§ ufitidi8:tftwtnBfitnsinHHtij ttfim&jmimrraB
XJ v t  M r t  v *  U  1 U  V

I

sjiMeitRHtiimrinagRmcTmti *1 tJiBHatgjn mnnafniHtinHSiMfinn 

tsstJinJaGHtjiB i fnmjsHcmmgflHm aamim^nflt^iBifjunaiBtHis
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{|j?fnnncin?tlTl (Sometimes roles are ambiguous. Most people feel
awkward the first day on a new job or as a new member of a group 
because they are not sure what is expected o f them. Again, this 
unease is natural. Learning a new role and developing confidence

in it takes times) *1

How Do You Cope With Anxiety?

- HShutpmmfihLucmusumiinmtriJH1! m igram iw fim w titthm em inip

HtHGSsdtstfi thcmsRtiRmg fTinSsoptanrifa ymmntumcutwsaviti
» V

snu *i Uj^utrin]HStni{Ufimuimmmnnm ratJ f̂tnafniHnjitii|RU

{m sisIntiw R um m ufjm b stifncggcumntjismmsHnStg i  mJHis 
1

HiiminsMiamjmGggnrafitnaHiGggifitnammsmiHiamiHii/ig’ro Is• n  u  v

fnn{pu{ms i qsitnmn wwjtsjitiimtjgsnj^ssfmjGnjQRRtditijfiTiJ

tmRtngutiffififimnjKtu i mniiuTnTifmssmftmjrifititittfj : rrutns
1 P I  O H  L l  U .

HiiHnngMtsfnnipupnsmGggiRGtmsmiHigHiJHwigiu tsmunts
ggnmintna i gghniimSfiMnawnfstnangsM fafnaSttfin uffirmti

i  i

i ms tsitnnjfnnfRU[?ns stjmnntiggwaintnstnamRgiu mi-
HnjigtgltdnjmsRtnjmfaHSMjmnshggcujtittms (Everyone faces
anxiety. Anxiety can be caused by as number of factors such as 
role conflict, ambiguity, or low self-esteem. To function 
satisfactorily, we need to feel adequate in our activities and 
acceptable to others. High feelings of acceptability can compensate 
for low feelings of adequacy, the weak student who is well-liked 
because of a knind personality is an example. The reverse is also 
true: high feelings of adequacy can compensate for low feelings of 
acceptability. An example is the student who makes good grades 
but has no friends or social life. However, when both adequacy and

acceptability are low, a person’s overall feelings o f worth suffer) *1
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•  O o  £2J ©> O  _ o  V5 « CW

mrcniHgfi i  msmrgibtssusimjfnsmjjnmwnScutnsfiifuiuriitKia tn

mmenriSi mnraffisfnimicnrfnHuamtusHitiJtRfiHissiatugfitultiHis
V  l_» o  n  e> i>

stmltims 'i nnbcuR^tiismfmimjHiQsatmHimttSaisIgitijfiiTisuj-

^HH3QOT§UnTinfi|tnf1u (Individuals frequently cope with anxiety
through the use of perceptual defense mechanisms. These 
mechanisms serve to protect our feelings o f worth. Note that both 
positive and negative outcomes can result from the use o f defense 
mechanisms. The trouble is that defense mechanisms may keep us

from confronting the real problem) *1

-  8nn:tcicuts1msbiGmj mBtiHnmnmmtinrafiHntfig t tiHUHtismti
CU V  t J  c *  u  o i

tBtyBtiHssntuHnjtiBnHfiu *1 puicut^HRtRuitiiJiufjHnHisfisans 

TSltJs tSURmfmRimRtiGtj18i3HSMJraUETI5Slnt3S1tIJRtjlS T tRWSiU
^  v J  y  I  o  U  C «  r t  n  U

v  i 1

HRBtitfi tnsmn{titoEi5 HRSsbfjiHssjSmRfnmtRiRLmRgiviimiHRtjif'i 

Rtisstg 'i RiJBtunffitntuHttjmgiuHTRRRimmrHsiRHHStncuiGRn
= J  "  U  w  n  |  e*

tSm?iumt3tjmmSsSmnis^ngst3jfit3usrL5imrdHfimil3fijmu (While
at work, be aware of the behavior of others. Stop to think before 
you react. Perhaps your supervisor has had a fight at home and 
now seems angry with everyone in the department. If  you are 
aware that displacement is occurring, you will be less likely to take 
the gruffness personally. Taking a minute to think through 
interactions before responding can greatly improve your human
relation skills.) *1

How Do You See the Boss?

- RamummgOTtiMsistslRtigBiRgsttttjmstSbHistfiHWHRLRtitRa sa»
Qnat0t8jmdnns1ritiStt3t3 *i nujmacuHnBftmms^tittusiJRtinRn
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JrajmdCUHfitGMnHfnmUtllunssl^niSStEi (Perceptions play an
important role in the relationship we have with supervisors and 
others above us. How you perceive superiors will determine how
you act around them) *1

- {uSsmHnHismmnjifimgiGmmsSfiyjtjatrisHnnitj uJcugfiSsmti

ggitnmti : HRHiGSEJmffiuhastslRtifmnjynj y tuw H raj HRmotHR

njicuisImtuncutmufammBHjatinui m m  ( if  your become so
frightened by authority figures that you cannot communicate 
comfortably, look for apportunities to interact in casual ways. For 
instance, you might speak briefly in the hall or, if  appropriate, stick
your head in their doors for quick “hello”) 1

Feeling Unsure of Authority Figures
- HfiHTCBismiynhHSGjiwmMHnfisdjKjatnsHcimti tsIsfiPjHmmGfm

tiiyojHngstutiismfmgjhgimEUHR ytnsm ryo/iH syjann taltncunn 

ggw m im ^hjjim raH nm tGm jthH m gn i RysfmitficutfcuitBtyusp 

, s sm ^ tin y m  nias[in:tnnjtdnfHRmRnsyiumnjsnRsig§t)JUfijtR sh 

HtdCUHShyyiRsiriagRnHRBtgtSlRaRmgiatSS (You may feel
I

unsure of authority figures when a coworker is promoted over you 
or uncomfortable when you are promoted over coworkers. An 
adjustment period is normal while everyone involved learns new
roles and what each expects of the others in these roles) *1

- tnnjHmtsjmdoJHnmGSbtrismjjnmtjim mshnojHfitnsttrltJTitHmtu 

|  i  HRHiGsasRtHtnfj ttriraHatRniGRBfitnmBuu^nittrltnimmmS 

BfHftituHRmGtStnarifimj t  HR(RfGtiGi HRgihnitRfRinncusmlHj
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HiamiHiuitpwtHiKnisfinwslHR i  RinfRjHBSitftffiHiSfihafi fuSsra 

TRiimw samftlciji3stiJBimsHRTRurEiaSsv3TOR9PiCfiuntiJHisgsiri
L n j  « *  n  v i c *  L# U  n

gsbnjum  i  QjjnjisfmnuRGRTmtugtinm nximttjjfdfmmftsGtBtji

HSGtmsttritrnmmtuS (Another time that can produce anxiety is
when you get a new boss. You may miss the old boss and resent 
having to start from scratch in showing the new supervisor what 
you are capable of doing. You must remember that some time will 
be necessary for both o f you to become comfortable with each 
other. Being ready with suggestions if asked and offering to help 
the new supervisor will encourage a good relationship. Keep an
open mind and avoid prejudging the new boss) *1

■ ..........  . .

Seeing the Boss
- lGfm[MtacuHisujMgfiinutjmSHjt5cutc1uTimsim RRiiiHcuRiRRti

itisttjiHSfaitutuHisffiiHiuitjicusa siJRinnstfimsstuKjtG *1 tdim m
V  *J

sitHntnsmt3Qcuit5sit3 sm sp tu  tnHgitiuisttfmjtffincy

*i mnRfdmnjfTunmas

tntUtUTl (The most effective way to view bosses is as humans with
their own feelings and own jobs to do. They have their strengths 
and weaknesses, good days and bad days. Recognize this fact, and

learn when to approach them) *1
\

- GiHisRingsRsmtrisHniHtuimfjsGitnitGsiffi stigwisriuMRiR tuiui
t l  fU  ^  O

H3 {RfuicuJHSi5RinislGtmsH8 HRuts msItnfUfnnHSHissniHtuity 1

BiBtitnth TGitmrasitBsaMitMiHimsutGRtgMRtsgsiRgsa sttRiti
V  ~  . U -

-  - WUJIWfnatfUtpS titsttiftfgmg (Also be sensitive to bosses’ moods 
and viewpoints and do not challenge them in front o f others or
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W hen they aer not feeling well. Rem em ber that bosses will 
appreciate tact and kindness as much as you do) 1

_ gjj^gjgg6gjjgjgSgjK5 
Managing the Boss

- dcgnhR«ItittbthHtiLH{5t?9™riJtJ“ tJr,tl55l tI}«’UQtcTisttnnjtt}i ahmtu

tmtsSfiniifi Hnbmt5hR«tFii3ttr'tff1U3S1tIIIUWHfitHitsji|ro5iUQtm9R!-

rdlhimgstwt-jHntlbttif *t mmsjmurussunstasrishi
v

t mitRtikhhgibtroutunEutHitiiHissmRsstifnatEiuiiMT fncigarjatal
nbtnitnmnbfruttiJfnasEiSMtgb sbfrintirititiJtuHntiithfrtitnituMHfi
1
WHtwusttmmci^usgtsimii3tuGfnst?iGi^ti *1 tottustSro HnaiGsa

mstRtnarrinygiGmipammsrnstTiJ HisStutsHmsiRsw atimSssf
r v

tiWRfTin (Just as supervisors manage their staffs to meet goals and
deadlines, you can manage your bosses to meet your own 
objectives. This behavior is called upward management. Upward 
management can result in better relationships, increased flexibility 
in assignments, and a greater understanding o f how your work fits 
in with the overall organizational picture. As a result, you may be 
more committed to the job, have higher morale, and increase your
productivity) 1

.  **>▼ S&5Sg&5S9 S5 Summary

- RSfiSMnmtihfcsifc tdimttamwnmHtucss ftfwitftnsmiHunuMHnI <=* w h n  u u u ct

mnjmMHK safujGHSUMHR t misscuMicu BbmnjfimmcuGtmsfnn

ttjjb t̂slRbfissiHiSfiriKWsis mcnsMHRmnmritinfniirintJMHmslRb* t
m aStgm i i HRtfigtgjhshnjanRamufmtrifc! taittitmtSbijafgm:

uniiinthbsaub t  itSmijarwamuwtb m yi^fm ggwffifinntnasra 
(Perceptions differ greatly depending on a number of factors,
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including your upbringing, values, and culture. Recognizing and 
appreciating differences in perception is vital to your ability to 
function in the workplace. Others learn about our perceptions when 
we practice self-disclosure. We learn theirs by accepting

feedback) *1

utits Johari twtft itStimtnsfiUBctjra tdtutjicugdfutnsHnnfmcinRT?!-
H  «*  u  t l  C*  u

tfibsssti samitnfiBuiiBtmstiRtnsfiu i  m nm m m nnw sstiinthm
cu cu

I tim s  mrwcuittHrotnmiftmwsuSffiH sarnitiicufifimgtuCUHaMittSa
l*  I  R  U  I  v l

tnlmtirntjaHta i  rnmn

tOTlfiinsHit3nittatnsmHJtn:mitiiMuiSt[uinsrnmfi fnim nnssarm
t >  U  r u  n  c »

v  -

tjttjnHcisstitiiSiffiltjtfis sammurofmuCUHimHnjuSm (The Johari
AJ  O  L l  M  X
tl

Window suggests that ideally we should have a large arena,' the 
result o f self-disclosure and openness to feedback. Positive self­
esteem, an optimistic outlook on life, and an understanding of the 
roles people play in life are other, important ingredients in a 
successful career. Positive thinking can be enhanced through 
changing our thought processes, engaging in positive self-talk, and

using visualization) *1

jntitimHmtfmfintmjiHmssviti .atiHm sItftm ssm sfm tfifiSaj i  ns
V  <=* L »  u  ru «=* 1 - o  cu liu x t

men msmsmienjticusffugtinjltims mstusmisimsisffrastsnnvistSh
r i  o n  c> t > i o n .

HStH1tIJ{UCmUSbUmnfitjimWbtS (Learning about .the defense
mechanisms that individuals use to cope with anxiety can help you 
deal more successfully with yourself and those around you. 
Defense mechanisms sometimes have positive outcomes, but they

may prevent us from confronting the real problem) *1

«  U n  m i  *4 «=" U u  • ,  «=*

hsmj imraitJistMiujmfaiifiiHtiimmSitiJHatctriHigltsis i  cm js tp a

(Remember
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that the best way to v iew  bosses is as humans and deal 
with them accordingly. Learn to manage them by using the
concepts of upward management) 1

x x
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6m  s i s  cn
------------v -----------------------------------

sn j6 je n 6 sS sss is5 e e  : e ie sss ss im sm m3 "vs n  ra
Motivation : Maximizing Productivity

*  y g S ficg ftg ?
What is Motivation?
- mifiimiSnQfiGRRtjiqtiriiiijiscufignGmtiitJtHitiitGMRHfnn i  mistun 

gRGRjnGtjiRTHffniHm traramHmttimtirartiHnrammitfmntJtittJrt)?
n  u u  u  - v i  u  n  o

i  tsImstisGfnr miflitmtuRgfiGRRSituntiitanfngitiHfjtslRatnwis
w  «» 1 - o  n i J  n  a  » v

mrtnntJMttSti ttiramtHifflHismnutisTtJsltjtris u m fim s t  tuitSa
U  U  O  M  t >

tucuHnHtiitjiHfifijniiffingRGfiidua imsttuagstitJunGMUGimnnai
«* <=» |  - VJ  O

frituss siJtrnwtSf?tjiBf:rafj5t5t3 i SGentsstto twrossis'UGstiJtuci
*  W  O  U  c*  # \

uujufiinjjcuRgRGRaiunBn tmitRabfnGmSsdtufifnci t  nastuutnra
I

IRHGiagiaHfjpytUJaaimttufignGRssmiBR Miua^cutnaGaamaifi 

tTGannattmsiaffflgfiJiTfuS iugiunm uggiRttiia^m  ttiratfirnGntnuj
L* I  V  | e» L> Cl “* U  V- V  O c a  » J

fijmtfURSflGfinUnJSltntUUtjUTStSS (Motivation is the emotional
stimulus that causes us to act. The stimulus may be a need or a 
drive that energizes certain behavior. At work, motivaiton is a 
combination of all factors in our working environment tha lead to 
positive or negative efforts. If we understandvwhat motivates us, 
we are more likely to achieve our personal and professional goals. 
Likewise, if  organizations know how to motivate employees, they 
can increase productivity, While all companies make some effort 
to motivate employees, a growing number o f organizations are
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introducing new strategies including different compensation 
packages, as a means' o f motivating today’s workers) *1

snHim-.tniSnnHtifnjfiirmwfigRQR sam unuti HnHfiw'itfiKjigisItns
O  I  v  F \  a  f l  u n  V

MSiJistiifiltmutjStsMasMigiaHMMgtRm&gljmrncmtfi tStussjisssiI O I e* n

QgWtnsafRtHfrniltltim^tiJfnnntJQR (Through studies of
motivation and behavior, psychologists have generally concluded 
that all humna behavior is goal-directed toward satisfying a felt

need)1

• HSwigteHWMstfiBigmufmj i  fnntifrmtatftSi! tnutntu tnusn  sti
J O  J o  L » v  L »o  i n  v  t»

wnn t  msRTHfmj9iyts§TmstRt^t^msjufririi5utiuri2 i  HswntSb
i  F t  u »  L> a  a  n o  i  O

tRimmijggcuran m im nm sfi mjggcuftncu sfcmiwnsm i  tmtifmsri
|j »  u  •»» c  v  n  U u r *

tfatH fmutijtntji m ntw fiim stivras shggcutns t  

ttntitjnjfiimatmsufinj stirrm t  rnimcunmEiMTrifLnmlattnfitSnj^im
l  l - o  i n  L » t  > > u  « t  -m  | t - o

usitH Jffusi^ss tcntuligiatiiHimimwssato shnjfjH ntflg  hissjii:-

w sisnam suiSR aain jigsingsatu ifiayscu j (All humans have
needs. They need to breathe, eat, drink, and rest. But these needs 
are only part o f a much larger picture. People also need to be 
accepted, fulfilled, recognized, and appreciated. They need to 
dream, aspire, desire, acquire! Many are the motives o f individuals 
and groups. Understanding the complexity o f these motives or 
needs— our own as well as those o f others— is essential in
establishing and maintaining good human relatons) ‘l

Sstnnjisit^m Hnfnnw{pfm ni sttmnLwtRtjpntutsttnRtjQjSjni Sfc 

ftQgfmttttrattSti i  tRmnnpuuamtdPiHmgHHty ttnmftS!8Btitiftf&»r

m srg tfrp s?  u  m tin m n m n n m m p fin m ij?  (Our behavior is clearly
motivated by needs, and yet we often do not understand the 
complexities and the subtleties o f our motives and needs. How
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often have you done something and then asked yourself, Why did I 

do that? or What casued that?) *1

V  ■=■ u  a  L»u  1 I - o  Lit/ c*

sbtGHtBmmtimsffifHimjtais? m am inR tRfaRHfnmanjHmS
«*■ O'  t j  *\J V  U U  « »  CS  ^

unjncutfntiiHnHSHi3fnncicnGriut9? mitucutihHnwRHJTingimsssh
n  « *  M  D M  •»«*

timHmmramwnEfltiriUtilUfjHfl (Think o f somethin you need and
your motive for that need. What will you do to satisfy that need? 
Could the action you take actually cause you to be dissatisfied? An 
awareness o fthese actions will help you understand your
behavior) *1

How Do W ants Differ from  Needs?

- tfmJtD!) rm tstim amtinditi Stfi tijfftm tm m tS ti tutu

tnHnm^RTHfmiHiQTRfwutnnitmtiRnHmutiR *1 rabsibHfameustfi
u u  U u  m  r r » |  a  | c >

tnsfijHffnj i «nHfmnnafiiitnng ttotfi [ u m s u d u  c f i i f fn ip u )  S x

US1U US ID ( ^RT/V7/jftD(Often we are conditioned to think that our
“wants” are “needs”, when, in fact, a need can be satisfied much 
more simply. We all have needs. Needs fall into two categories—
primary (physiological) and secondary (psychological) *1

- mHfmiudHihJmreffniHwtfig fanjfrmGtBmSJmMna ttotiimum.L iu  L i u  U  t=I V

sn. 8jpj. tSnns safim aamiiHtns i tiJiuifiTUhmffnisihtasws 

tuntui:fiiHCugisMntjfniifdns fmhjnGmcutnsffihlilmthimthnH sti 

nntiOTtitHtswtirfitintiijiuMHBMiHiti'JBanjtiatirofitirtfffriiffiatflis
! I  < J  <1 U  O  L iu

(Primary needs are the basic needs required to sustain life, such as 
food, water, air, sleep, and shelter and sex. Because these needs are
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person’s behavior is affected by them) *1

RmffnmmuyisniRiui:tjiGRfiJiTfd sttBismnwmfmmtihbgiti i  m uf
u u  «s* e  n  O n  w % U ~ * - o  cu u v

i

misiaisisiHHisMSHs mnsawnasn um&jgnfii mmnm atiwtmi
u  n  i 6» «  m o u  v i  \ j

mn i  ntHfmigiatasRtjitugtjcutamcu sa th a jiu m m a (Secondary
needs are psychological and are far more complex. They include 
the need for security, affiliation or love, respect, and autonomy.

Secondary needs are a result of our values and biliefs) *1 RfHifTU

ummns Cj : mbms'tMGritftruTnfl mm ralmn rmfig mcunnni
*  n  i  n  u  v *  o f

o  C f  C k

CtfUlSutt ShfdSfnn (There are eight secondary needs: security, faith, 

worth, freedom, belonging, fun, knowlege, and health) *1

What Do the Theorists Say?
- tnBTSMfiiircatflwmnnBBtimiflinitnirisRSRmftnawuiSmBtti i tsS

L »  c i  L i  e» | - o  Cl  L» u o  v J  L i  Cl

UBRaBtcunmsfygituss TtifttimnHnHBfnmcTisrfjOTUtimmnjwmmjU ci Uu i ci i n

IBlmBtitgtni (Many theories have been developed about 
motivation. Four o f these theories apply to individual behaviors in 
the work setting) *1

 ̂ Maslow
Maslow's Hierarchy of Needs

- atsgnSjjRiiLMtiitpBaxstgjmai twin Maslow tnsrawiMutji bibxr 

RlHfmitBnitRHiBjriiHCinBfitnaig tdcutSjnitcutisnSg ttjumshnnnfi 

g sn rasfitg fm n m s m sbtn jb tnsrm fijn i^nsnSn iRutgRiRtnantinfi 

BlpfirflB1gIftHXB«Igftni *1 jS'MIUftitnnR Maslow fltumBlttigfrm

.. fimti gtstfi tttjfm wnwngji RiHimiMJgfrm shw sfjs nigltniwgH
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RfHfmiMnMi/tfnin stSRmffriinafrmiSnmnaMmscicusatia (Like
u u  '  L it*  c *  n  i  w  N

» V

many other psychologists, Maslow agree that only a felt need 
motivates and that once a need is satisfies it ceases to motivate. 
However, he went on to identify a hierarchy of needs. Maslow's 
five need levels includes: physiological needs, safety and security,

social needs, esteem, and self-actualization) *1 

fitgfmicMicmtM m*nsmrcSmsHumtJTU m n n a  9R tifHR sm uw 

tt4imgfmt3njtjiRTHfmndRpaint3 i  mmssRtjitiTHffmudHiuwtiSti 

ttJitnsnttntfSQscutnsfiiHffrumtitss RtHfmntijtogjfiuswfins urns
hJmfdSiaumat^m (Physiological Needs include our desire for
food, sleep, water, shelter, and other satisfiers o f physiological 
drives. These are our most basic needs and, until they are satisfied,

other needs are o f little or no importance) *1

nrafffUfirinfnn aawaws TnftmSnmScntiBaxalntinTHffniftjaMrffin
traSnn tjianmfmifjfRfnntiSnnafnui *1 myfrmtfRMififrinitiEinf)

p j  !» . L iu  l  «-» c *  n  U u  *=» |

tHturamtsintaniGnmnatititii : lURscuiRutnjwfRRin wawerrmni
■o Rl U  S B  1 0  I

mriflaLtnmujfqjfnHflwnnfnnj tiropm m 3Stfi|ti9 |putfna urgwsji

MUlSn {Safety and Security Needs are more often reflected in our
need for economic and emotional security than for physical safety. 
Safety needs to be seen the workplace are safe working conditions, 
job security, periodic salary increases, adequate fringe benefits, or

a union contract) 1

ffraimiftfflH UjimwnTtntjrafitnstMtm TMcmManrii miggwMiriinfc
u g  n  n  n  L  a  <=» r  u  > 1  m  w  r

Hv3h BaMnamnranmiJiaiHRaraijiHtDHhatg *1 tJufinj*) tRmcsgm
t n  e> U  c *  u  «=* - U  • •• w

tnaRtHfmigimanalmsmGmnSiffiHRfnri tBpj(fqs(wtumnt!(nHrni 

tn: fnnRU(riatjnnmti aaMHiBnRicijiawHiRB uHtiRifttfitji: t wrra 
H ^w jm m pa R(Hfmi!gRgaingaaSwRitfntiiifirnBRtJiHmaagrit3t9
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umsfti Rfcssafifirafmnascu u c* «n t_> • «a> U>V

tJit^tDDStsnStmtiJtnaunntiiBEi samjHstisfijTHtifrigsgl (Social
N eeds center around our desires for love, affection, acceptance is 

, society, and meaningful affiliation with others. These needs are 
often satisfied in the workplace by compatible friendships in the 
workgroup, quality supervision, and membership in professional 
associations or organizations. For most people, the need for 
satisfactory relations with others and a place in society is so 
important that its lack is often a cause of emotional problems and
general maladjustment) *1

mtffmnssjHtnamnsStnsmnfmnnBStto shnndts *i rmmnmmKfL>« • u «  =» -o  Utl

mi{g??cia«y shmn

tnBtfutQjtontia *1 tsimsmSmt

^tsstnsmtttmrmittu&BisstB rmgscuswyifmatmnatqifc rrusscu

emnjnHmHfnittij saHR^ptitfil3i5tmsmitftndnjMtit3W3ttjiRfim sh

m nSsplR  SttlhlStdltUtftntfBtjmifaHjB (Esteem  Needs Oftened
called the ego needs, esteem needs include our need for respect 
from self and others. Fulfilling these needs gives us a feeling of 
competence, control, and usefulness. In the workplace, these needs 
are generally met through meaningful work, increased 
responsibility, peer and supervisory recognition for work well
done, and merit pay increases or rewards) *1 

- RtgftTiiRUmiranmnhMmgntusaaa wtditsitffiumihitnftimfattSh 

tBtymtiitfiHHmtdcuttntJHisfiiHRfrinHiGtsiiti tStytunstgldojftjms- 

ntmnnnronjmwttSh *i R ^ffm oim asretfia npginhrnnfiQUSdicij

tgtjiljfi i  tsfntgmgmr fnmjpa tRHimltnRUGtmsntHfmimmsgtjia
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mHjmtmjfriritigujucmH Sfnfauimnj^mgiylR sttmiMuutnssfttfi
Sf:fnSt?i3fi5tQjb9 (Self-Actualization Needs refer to our desire to
become everything of which we are capable, to reach our full 
potential. These needs include the desire to grow personally, to use 
our abilities to the greater extent, and to engage in creative 
expression. In the workplace, these needs are most often met 
through a challenging job, the opportunity to be creative, and

advanced professional achievement) *1 

- train Maslow nStfintfi tfiraol HBMntSttmnmnTHfmimtitBitmi
U  V  1 m  L i u

itimsTmjtscuftiunjtftituRTHffnj tniftJhUioninTHffTinsIrauiunfnHus
.  )  Li  L i u  - o  L i u  L j  I

stiustsImnmmHimicwfriusEatfia *1 nuts tnntnsutsutii ttubtntsuh
n  m  L i u  n  1 n  «>•

G sm statnuitisistnutss ttfuntiattim w Rnsm nntiia (Maslow
believed that we generally1 satisfy these needs in a hierarchical 
order, fulfilling the lower-order needs first before moving on to the 
higher order needs. However, he added that we can move up and
down the hierarchy depending on the situation at hand) *1

~ H erzberg
H erzberg’s Two-Factor Theory of M otivation

- ts ln a s i tsnn  Frederick H erzberg  tjlSUUlCTlSfTsSfiinitran
e * c *  o  U 1 - o  t l  l l  n  t  - o

snGrmiRfnmmfrm umuntnaM ranmstmm salram tlia  laoosin
Cl  Cl  A  u  t J  **

HnHtutusituiuitnsmnnniGR sam m stnniGusriatjiatm sinam satG
*v j  n  v  n  i u  «=j w

fflT (In 1959, Frederick Herzberg presented his tw o-factor theory
of motivation after questioning over 200 accountants and 
engineers about in their work led to extreme satisfaction or

extreme dissatisfaction) *1

- m nnm Srit tawTRlreMicatsifiinmifiBifirffii tnBMif:romBntimifti
n  L i u  n  c i  "

ifjpfnnncjSmHiratsImtiHmHisttntiftnj gtitfriimHBtm3n i  ngi
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H siaram m s tmcustontjitiJtfiHtns sbsfftn. ragstinRUvni svImsms 

fmtns. tinnattintja aaitnm ujinjatunBn, RanfnnRamiiputFia. 

smR9satjiHtiisaHfiTtiuraa H m sm itm  saH nirm sSfis i  frigjgl
\ j c t  u  u  n u  o* L i  t;

RfnmatssfiujsufinRHsijntiJssunBnHafijuntijBmalRamjinnuMiR'i
n u n  n  <=*i

RmsatmBmuWwunffiGfiHalHswsifitjiatmBmuEussratnafmthm
l  n  w  n  i  e» u  i m

ItBfigfiGfnSlstg (H ygiene Factors also known as maintenance
factors are necessary to maintain a reasonable level of satisfaction 
among employees. Included in the category of hygiene factors are 
company policies and procedures, working conditions and job 
security, salary and employee benefits, the quality of supervision, 
and relationships with supervisors, peers, and subordinates. 
Generally, these factors prevent employees from being unhappy in 
their jobs. However, happy employees are not necessarily
motivated workers) *1

ntnBitntturigriBti mSfifnitfrcmcuRSRtifi saRincinratuhmsR'iittii
s i  1 - v»  s i  n  I  -s> s i  m  n

mnsM i  RfntssmtnsfiJHgtlcu riHrsus Riiggcufmcu RifggcusfJTRf
n  n  u  o  u  c i  u  i Li u

sam sini i  museum Herzberg sscmBRsticumsmiBimcuRgncRseu
i  -vj  s i  n

msmjfdtomfaHR§smh8fiJGtm§friJHStnmQR itlcutRmgjanHfgHis

(■M otivational Factors build high levels of
motivation and job satisfaction. These factors include achievement, 
advancement, recognition, responsibility, and the work itself. 
According to’ Herzberg, highly motivated employees have a high 
tolerance for dissatisfaction arising from the absence of adequate

maintenance factors) *1 ttSt3Sx3H1SHlJHtuitjiggCUfriJl3lCTltCURgnQR

mHm j-.m acm tuannawsifaaiR ustHsmuim:HttjEmt3 timatmtritu
1 ^  V

tsistg (We tend to be motivated by what we are seeking rather than 

by what we already have) *1
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1pSjg6Sa5fe'S5T3i6g^agS?S£aS5;?5gi5eRy3H McClelland 

McClelland's Acquired Needs Theory

-  islgi G>dS® tcmn David McClelland tnsm8fiSff9ftfHffiH?imJt3im
=* o v L i n u  i  -s»

tcunsfinri ttJnjGiaatintmji firairnrediaigtjCutsmnnGusufiSn
u j j  c< I  F t

cunmi:fiyvimfjit5t3 i  EnHiai:fnicinfi[EiuiafifujG5 HSMjtraagscutns 

sJyiysiigtsRijsfmiHcuSisu titstji ftiaftlcu hiutig aafjnam n *1 rygi

fmgiaiasRlJlTUintiCufiyUtsmtinud (In 1961 David McClelland
developed a theory o f motivation that says our needs are the result 
o f our early personality development. Through cultural exposure, 
people acquire a framework of three basic needs— achievement, 
power, and affiliation. These needs are the primary motives for

behavior) *1

- TuSsratma^atfiRrafmrammymsfmnMsisuTjmhmsHfiutg ttSa
U  U u  t i  |  c t

HiGmSaulftna§(Hn(RfrjntjnmEitn3 i ggmwui HSMjtnsatHimma 

mifdtiGMHgtiCusfatnaasifnifiGHtjiacStStjiiyBnsi uH nm uraa i
c 3 n  C «  v »  cr  M  «  U  u

fnmjumtiami, rnintuisigHttfl satmcutSl, aarrayiGn3Gjtra?G 

Mi(fjitHHjciiriatglE3cutfncuT81giaiais RtjiitinHfuSiaiaitujuiumGfni

UinUMnmR (If we recognize which of the needs is most important
to others, we can create the right environment for them. For 
example, people with a high need for achievement have a natural 
tendency to become leaders or managers. Planning, setting 
objectives and goals, and controlling the methods of reaching those

goals are a basic part o f their work style) ‘l

- HawjiSnjtnsfiLHfmiG8iji8Mnamn|pti HisrnjtnmnGRGGtmsSuffii 

tglHstjUimimSygaingan BaHfimnSRW8tftHujgnStgt9jm^fiarnt

tm  *i nmmnniGRmifcnjttfmfiLHftmmmammtyaiPtagaingaaHaj

. URCG (People with a strong need for affiliation are less concerned
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with getting ahead than they are with developing close 
relationships and friendships with others at work. They tend to

enjoy jobs that require a variety of inter-personal contacts) *1 

atifignnmSai tcmnMcCleliand tnairniSnHSi gaftmflratmnttgntsit3i
o» L»  m  I  d  |

Hnggnjtnst^iRSaisimtQsgQcumjfiitmwRgRGR ttfituRtHfmtHtimts
«=* VI CU U  U  I  ~ o  O  L i u

(People with a strong need for power naturally seek positions with 
a great deal of authority .and influence. McClelland found that 
people who are considered highly successful tend to be motivated

by the need for power) 1

 ̂ Vroom
McClelland's Acquired Needs Theory

- TgMHnmmfagmuMumn Vroom tStuttumfnjfijnitSnsnGtitiitji
L i  r »  l  m  l v  f l

StanimnafnnfSfiitifj i suntimmgsmss HRUinrnffitinutSsim
L i L i  o  c «  in  -o

ttfKUfiiiignititifiigBtutnatuBiJninjnHtDfiriianurltais i  qgnnmfi hr

higrrSi iuwatuHR8{ut3Mnjijra:tntutfafjnufnJttitut3mtntusiatj8

HR3t3H13§mfiJ!|B3ggCUtn3G!UnR^R R talRUfR 1 {UMStUHRtnS
1

RlHffm nSaiH uMwtsMtjgtaW tarofiiipxjitim iM ticalQfim nfiin n hr  

gsl3tjisl3mstR8R3WRjiRbjm:tncutfh t^tmntiiiiatiggniSiUTingin

SMtBtQUinnjRlHffnilUMHn (His expectancy theory views
motivation as a process of choices. According to this theory, you 
behave in certain ways because you expect certain results from that 
behavior. For example, you may perceive that if  you study long 
and hard for an upcoming examination, you stand a strong chance 
o f making a "A" in the course. If you have a need for the prestige 
or achievement inherent in making an "A," you will more than 
likely, study long and. hard,-expecting to receive the high grade to
fulfill your need) 1
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- Hsm suRffin^m uisIntim ost^fim m atsRitwnm  tdw m rm ssarm

HstRsmitni*t HttirouRWRmn9RRt3i*nafiJii:H8igtnsraR[ui:«HiBj

GtmsthlHnmfitfitiH tSmHn{pu(RaiuMimHtuttSnjt3itnaMii:M8ria
•  * «

WHUffi (Not all workers in an organization place the same value on
factors associated with job performance. What individual workers 
perceive as important is far more critical to their choices than what
their supervisors view as important) *1

*

How Do I Apply Motivation Theories?
-  mnnsBtiHmgw Ism jfijnitffingfiQRHiQtjm raatjisfibtfisrtjiuRtu

u  n  i  * \j o i l  « *  i d
i

fnHlctJitres t mituraHfifnnsMtnifrtJfnitifitns sa m H lm i. rm ssra
«-» 1 C*  U tj VI

tmtuHtanifiinitSRanBtmSti, miStiffiStlnJuMnttrnnhnnintHfTTn.

stirrmt5sn?n6imt«SngnGtiHfitjts tsItnEmmywRfiaftnsfnntjfiEnHiG
I  V  f l  a  «n  a  « \

titiittSatfnfficiins^siacuifnEutuItjiraBs sa ltfitil: *1 mmsisgcuftncttsfu «  w  u  v  d  v
v

fnnsM Enifiam iGiitns atimHfmimBtimtmmttStitnmBnijiHtnatiH
1 «  L i y  u  m  n  u

sSrattStitna *1 tHtitata:mtsi3mtratitmmwamiHRtiR saifnm tGttjS

miHt^GtiifinfijnbrnimfiqiRLHirnr samjQ^tns (Knowledge of
motivational theory can help us as individuals in a variety o f ways. 
Understanding the difference between a want and a need, 
recognizing what motivates us, learning alternative ways to fulfill 
needs, and learning how to motivate others when we are in 
leadership situations can help us reach . our personal and 
professional goals. Learning to recognize the difference between 
wants and needs can help us be satisfied with what we have. This 
lesson can also assist us in being patient and planning alternative

ways to fulfill our needs and wants) *1
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- mis9[UEtficu9Sf4cutuEUmoms t̂arniBiatjittSvJtrisfium'ssin.iamtiritJti
u  n  cm  c *

rafjttSajrintitSsHitiiriiisfnnntjtnfrifjitiifLnsfnnltjHis i  tiJrattitwfiis
u  «r  **. n l «N. O  Cl

rfitinutjHltjtns stimintnjtmtj^nffimutiHmfimHnGatitnGtiwimm
O  U  I

HfiMnuim:tcictJtia HnniGsmtSnisfmjmcinitijHifTinaniHn
*1 «

Uv3Gt3tns (Recognizing possible outcomes and realizing that we
have choices in our behavior can help turn difficult situations into 
positive ones. By avoiding negative behaviors, and by considering 
which behaviors might benefit you in the long run, you can often
find the need fulfillment you desire) *1

- mrawHnHniitnRmtlcumtmtiJttStitgwnHfnn s^tjjRRHmmswisfnn 

wrraui

8ts8in Il3fUHlGSt3nnt3§fnfi5SltntUHmRR (Understanding why we act 
and react to any given situation can often help us avoid destructive 
behaviors that may limit future opportunities) *1

Motivating Others

- tjisxsi tHlagtiigfi3fimsnt!im:tniHafR9fnitiinaM|jjH *i tfmgen s s - 

tinjiuMgmSjfnHijifntstfimrofnifijnjtwnSnQgtjnmtgStflnnnigftQ 

ununc -i fniHsJfiSmrtJii stimifiinitffinsRGRHisssingst3tjiHm?n
i n  I  -v j  n  u  a

wiuBrms i  fnHfnitiinsMtJ H raignG tsrn ittiirafjm B nm ^ftrisisf 

gadraHBmmis{rmmjvn: i  mitwhsRBRHntitgtmmntpnHmannj

rafjnmmHiraScumriHBtfitn atJtiwinitigiaBfmmRjfm atitfmntu

m fjm sm tutjtum nnnw  ̂ Jm iaim ntm RrawtHim tnasianiHm Ericu- 

R3 R aamGmsMnamjfijfmcufigRGfi ■ naitntmtSbsnuBtitjiHutSgmi
*| 1 V  • n  w  r \
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thnuffingmifi sftisItriroratiratummutiraM Hfiuts imtiHiGretHitD
1 m  n  «=* c r

UJHfnsIRHlStiCUflfnn (Leaders are frequently judged by the
performance of their group. The output of followers usually 
depends on their motivation to do what they are asked to do. 
Performance and motivation are closely linked. Obviously, a large 
part of any leader's job is to assure maximum output of the group. 
Encouraging others to maximize their potential and contribute their 
enthusiasm and energies at peak levels requires a sound 
understanding of motivational concepts and techniques. When we 
are sensitive to what increases motivation and we understand the 
behavior o f others, we are able to make the group more
productive) *1

tsisumifomtronsRHfiHmBjmHmJiRSigraMHfitifisi RHRtfcsiHS
1 V  n  U  «=* a

KimGRiiiimsstnRiiatnstSi t  russ HRufiaimGtaRgncmwmfitsRij
"  «=» I  n  a  o

fijtTtnjfigfiQfttUfiiHSW] (Although motivating followers is one 
function o f the leader, the leader cannot do it alone. A leader, 

however, can influence a person's level of motivation) 1

ncint38imTfrlt4njaf9mw§Gudti t2mt4§figncut(SfnjfijcnttufignBfi i
t~i V  |  t J  e»  1 - o  o

RrihtlHtllGSSRtlGitUTIHgitJHMtnS RIIMItMI, R1UTUTtJniRt3RliaiI. Sti
U  11 C *  L i  u u  C«

I l

jtnsttiRuiicrifR i RiiMnMimRfestiRimsfRTURtittJitifitjHissfRiiiJiJ
«  r n  « n  C ) | n  L i  u

tt3fqRfiRmnnimia{RH{Rf t  RiitiutuniRtimitimnHtRRt|[bsmnra: 

rithiSr sbRiitHtfntHRistRcuRCirirjislRtiRiJtnJHtiJ. frmnRfnaRcma
u  c *  V  « *  u

RIItnJnsftJM URimiMRtH1ffiHfSiGRinslRtSt3ttj?ti9R1 (Outside forces
offer the greatest opportunity for influencing motivation. A few of 
these tools are praise, variation o f the work task, and financial 
rewards. Praise involves positive reinforcement for tasks that are 
completed properly. Task variation can occur through enlargement 
or enrichment o f a job, assignment to special task forces, or

rotation through different work assignment) *1
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- nmasiantiHsinffiatimnHmLuunfifsmg *1 ggiuimn {RmJiattftuGvi
tfnrasttinSnsstsjsnHlGnnjgjiuTiHra 1 mitinifnnicimucimnmtjju

u  t i  O  O  n

taimBsauiSamifiimtmnsnBnticusitinBn 1 tuSatucuHfifnciSflini
n  I r i  U  «>. v *  1 -v j

tmcuttJitjicussHtiiGsa BtunBRtaissfcG&GtHimRiatfitmwngjtiRiJ
A  A t U  U  o '  U  V J  e *

V  V

miHafRamitm 1 mitjsfignrotwmiSinuwmfoBRrowHBHjfnmtij:
1 o  O  1 - 0  n  1 O

iMtmannntinfluaaaHatnGtiniHtgtalGtiumu i  Rfuitssnatssrfif
V  1 ^ 1 1 *  Lry

tRmSsitslBtunRfntuSumsHJti ttSffitgiastJiujalRijpnaRtcu aaBia]
1

(Inside forces are less easily manipulated. Consider, for example, 
the company that wants its employees to learn a certain computer 
software program. Offering training on it may increase a worker’s 
motivation. I f  the new ability promotes some personal goal, the 
worker will want to excel in its application. Influencing people's 
motivation through the areas of early forces is virtually impossible. 
These forces were established early in life and are firmly fixed
within value and belief system) *1 

How Are Motivators Changing?
- aaHRtHwmiggniMinitiitriarnituiiuraStnawiitMaia

GtmsHtuCuBinitEURgRGRa t̂mBRtslRaRtstJtGRiiuGUja i  RiiwaRtti 

mstRwmtgttfratiwBmtURgRGRHafuj aatjiRiaatGRiitnaMinMSia 

tfiGutitalRtiBbraMaitmBRtwtiHiswnwRimgjmt/iuj t  m itfluyra 

tnatRRtgja tynstli fia ia n n d im in m y is rn in jr ic in N  ttnuifigjfara
V

RsttjiraMtR uiwwfiRtiBsississcimsfii fimam tjiBGEUtpgjRtaltjiJ

nfmumitJinjiHtuattmnj shfnnnhgmSfU8fagi§mtiinfima§nnHitiJ

BttSdSSfnftfJ&nfiIff (Managers and supervisors are recognizing a 
significant change in what motivates employees in today's
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workplace. The assumptions that money alone will motivate and 
that the workplace is or prime importance in workers’ lives are no 
longer valid. The changes have come about because the ’’baby 
boomers"— and now their children, the "Generation Xers"— 
entered the work force with far different values and expectations

than did their parents and grandparents) *1

ggiumin tia ia g n tim im n y ia m im a n N  msmsHtifitjitnsggtismi 

6inirangriH?ifnHitii:rniticufTiitn!ttJcumnmt?itiiHEi farm tin tticmns
1 -o  n  n  «-i n  r n

yQfji rnimitacannifimtntjfniHfin samrninacaHismitpcffiH.migsfu 

foira samifanSifnitifcinifriitnitnscii. RiiGcmHRistmfGBtalgaRiitG

rumuggr. samnnsscifUfanRmstmtGa (Baby boom ers,' for
example, were more motivated by work that provided a sense of 
identity—interesting and challenging work, recognition and 
appreciation for job well done, more participation in decision

making, and more leisure time)

RjHfmmlftjismitnnticufTisffigsRSHiGumusEna mstfirntiJtjimfj

fufmRGvitns “t stontjRtnat|tiiEiu ttJitURiicasu^tcifutfciTiRiatmjGa

tBtyHRiusttinBRrafasa friHirntRiratinsuturicu. RinGtHiraRiitni
* v  1

matRcuRcirifa atSRunjpRRuau i  rugeurriwii samratSaRifggro 

sfajRfGtcnsRijbii tuctmisjfa'ra RjRftRtju^fatjiHtGjitnmRaRijfijni 

tfURgRGRSmnBRtalRai3si3HnflimtfritinJ13RlI[URCU1fa (Demandsn  c* «  i -o  v  x
I

for a more flexible work environment grew more prominent. 
Employers responded by devoting more time to the development 
of their employees through training, job enrichment, and job 
enlargement. Rotating jobs and increasing responsibilities of 
existing jobs were also used as means o f motivating baby

boomers) *1
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The Next G eneration

fmcuijitji rfa ia ffs  *1 Hms1fisiSHGHatrtSHSEipnHui'icinxi?g tutfuju

mjusaStintntutslSsisHnfijmfntiiHiarriJcutinriH i  HmSinttHitiJ

uiamifiimSngnGRtihmtmGiuriEi} wauajisatfiHraahmftnamitiii 

tdcutnamanEana ahutcuisnttmmffimituuuWtnamSmgjbmmra: 

whintjcm i  tintf5tnatitnmriSsiniHamt!tu§(u tuimtirnRHiatjaitTi«> u  u  in m  v  n  i n  m y  m

ItntMtngingtitiltUinfi atiTtfltlifmfilJSMltta (The real challenge is in
motivating the next generation, the so-called "Generations X". 
GenXers have a very "untraditional" mindset when compared to 
their "baby boomer" parents. The boomers were at lease familiar 
with a structured work environment and an established reporting 
process through a chain o f command. They demonstrated good 
interpersonal skills and they had reasonable written and oral
communication, skills) *1

titiLurratfrimths^jin tsimHSh nmfiHiGahiajimtfthtjaiagfitjimfij 

Hism icuRfinfj ttifitjsirn& jw ai ahtjantmhiutnsi i  ttaStitii HSftyfims 

HGGfUGRTnrmrimitriiHtiitglHmtgjEi (uwsmHmGifmmtfimnnfmsrn 

(ms UHaM ujiranbm im nn] t utsHsqjfim aHGRtjiHfihfitci^s ahtfi

HntxhaftJdtii mntungRGhmH5 tuitntJnQtnuHiafiainjmGmgMSfj
(Outspoken GenXers tend to have a confident attitude, and 
statistically, may be weaker in written and oral skills than the 
boomer generation. GenXers are known to jump from job to job if 
the work bores them or is not fun. But, Generation X workers are 
quick thinkers, risk-takers,-want immediate gratification, and often
have advanced technical skills) *1
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New M ethods for M otivating W orkers

- tEHjfoniransRGRstmBmtjtss sintatwR HRtlRmj^fRintyynfijgfits

fmLwflirntt5 RBRttjjt3 9 tji?{ps t tB tyH R f|jm m itti3rofinm m tnm rii-

Htui sattitiJtRSRii{u[ujH 3itintjR^RftU8tJ^nncmlcintintiJtnsi{pstBHj

5 |R iiH R f|jssttm B R  R R gj^tjiR iiH ui stiR iratinsm um  R iiifim ra
I  I

mrtJiiwntuiM a tim in ^n m itiii i  BttmBniglfnigfmiunjjitinjpRifli 

usummS^gscutnsaffimm atimnnsStitj i mmtinsucuncuta§{RfHis 

jum ntftm ^nm jarjtig in  attmmcuisutunciJtsiRttrn^j i  fnjGcifomj

- iniRt̂ lSHmtgjfiRttmifiimttSngnGRattinBntfa *t ugntarma afcmi
unasmuncumaHtasatitifra ttituHisquRmnutotgi

fffntjHJttj'lfiStl! (To motivate workers o f today and tomorrow,
leaders will need to use a variety o f motivational methods. In order 
to develop interesting and challenging work, employers will need 
more time to employee development in the form of education and 
training, job enrichment, and job enlargement. Employees will 
need continuous training to acquire new skills and knowledge. This 
training will include class room as well as on-the-job training. 
Rotating jobs will continue to be another way to motivate 
employees. This additional experience and training will empower

individuals with the tools needed for success) 1

- MiusRiitnijRitimssmtjRttftffiRingttiSRiimScimiirii s tm in tifiy n

RiitnmtjHR'utnislf), sen, us ŝamtinjitQatiHm tsitfinjHSfqjyiRS
uatwi3JfifTlIi3inu£UtjlUQR (Organizations will also need to help
employees with career planning and changes. Beginning second, 
third, or fourth careers will become more common as individuals

continue to search for absorbing work) *1
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HfiSnaitSsTiR tnsm m jrntbm Rjicisa u u r sh h r  Btm syafijjym  tututna 

mnrrimibinwtittriaatjradQJEmfififiraritiSujm i  tStmgfim nsmtu
\ J  W  O  U  A  M

1

BnHtusicnnitti tm m atitfisa tfG ffi

jfrrtnniirirr i  m jHsSsssiatssu^njsfK am gfnim cim fniaintJirasa
• ‘ t l

da UltraswjstSativ'nftLJitMHasttnmsiGajymnsstfi *t pwgtutmHcu * **" *«
satfigatfiattjiHmtfraSuj. gnnmnHiwmn. abtftwtnBmBlfrmgTatal

naRcmamiaii s^unutjmrjtRssat^saHsuqmaRsaTss (Smart
leaders- have discovered that words o f encouragement given to 
person who has done an outstanding job pay real dividends. By 
contrast, an old adage states, "Label a man a loser and he'll start 
acting like one". These practices illustrate the self-fulfilling 
concept that people tend to act in accordance with their self-image. 
I f  they see themselves as successful, respected, and contributing 
members o f  the work force, their.behavior is likely to reflect this

perception) *1

RtnSitmcungRatiusibHra tt3cui3tfisnmtcSfi“itmuti5UMs?mBnm?cinj
t v  t  m  • n  u  t i  d  •

treyjBRmreStnsmwrfcmHrimjpis (A strong motivational factor
I

influencing worker behavior today is the desire for more leisure 
time) *1

‘JSwiujJHtuGss tuEUEOTUssimtfusutyitftspitBtjiymiftmiBStnstnra

wnm ipatnsaGtfi m ififaynfst5fnjtjm si(H ytjstti iSfunRytJi'tmG 

ffiTtithtriy sautSm Hram sjH ititG m ittlragsfism Eum ugrnsisInj 

MymHtOHsmmHnffiHisintmmtifiromnmmitiiiHa abranm a t 

atmfiRulgtsjRHsmimiriajattiriBRtnatfiHfnnRbfTiit^HitwSitRn

tgHmnmifdnbHtjiTJtttlmatanSRKUnramnt^tgwnritstiwtgtn (Some
methods used by organizations to cope with employees’ desires for 
more leisure-time include changing work shifts to four ten-hour 
work days and instituting more flexible wouk hours on Fridays to
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accommodate earlier arrival and departure times. Other employers 
are allowing individuals the freedom to choose which two days of
the week they prefer as their "weekend") *1

Summary

- mjCRjifimifiltjtffiRgRGRStiimiusuaijluaummBtuiwatnfUHntgn

t RiHirarRisMRjiHS') ttuatiatfigaiR

gstiSfasistnstsImmsRraimi aamjtbrmSngRtiR t RiitbrntraRgR
a i U u  1 m  * 1 I

GR^RitRRCUlRltltjlR[HfRl} URR1l3 ilJtS lR a 8 SHSMjH1 R9 t6 tUtiCI3itlH - 

ncutHimHjtinudHmGss *1 matRRrafmnucmRHismiHnUijTCijtnstg
u  v  U u

tdcufijmtSfisntimei i  ts1ramtfisscutnsfit$frmsn^ m nigJnw m i

™i3tjlHRfijn]tSngnGntSjfittjim (The study o f motivation is an
ongoing attempt to understand a complex side of human behavior. 
From past studies, we know that a significant relationship defined 
as the needs or drives within individuals that energize certain 
behaviors. Only a felt need motivates. Once that need is satisfied, it

will no longer be a motivator) *1

- rann thrasj raam SnaJ|pM ilim atnHtanigffnnqiti!) tffiwnjuGfrm 

wfliurifrthmtftnnnR i  enmt5}t3i tfinutn

misiatssmHtuthunGHtjin tmcuRmnnisfsimffnnsIrij^iusiutjiHa
v% v  V  U v  1

ms HstcicuranaiglutnaiRfHjRiitsicijaiusM i miuinmtmn uiwuR
I  - o  L iu  n

ttananR8lLmRgR[Himnsasnj i RmHsiHtmnamiGims

[unMgaRiiiRjitMtimfiTiHSfLjjtslRaqtamHattinBR i manSRtnthni

tMRgRHRaaRfinbRiiflfnisMRgRHRffiRSM i  tmJLgMiufjstiDR hir

tmcua unjinfii HaHjHiR9G6t3i3RtHifriigaRiiHnHtnaMH|t3ra

Riitnagaifigsa yAturre tnHiratrnituiRtn^^J^yS53” !̂1510̂ 31511
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HfiJ^stfgrcficuniwrtStrti i  tn n n liH  xtgiTitJSfqjtt2i3XPXfin?nHlQtjin

cinRHUifiaa ^m tincugdcut^tu jn^gR nm m utjtm s (Maslow
developed a hierarchy o f needs arranged in a specific order. He 
believed that individuals normally address these needs in a natural 
order, fulfilling lower order needs first before moving on to higer 
order needs. Herzberg was able to identify two categories or needs. 
He believed that hygiene factors are necessary to maintain 
satisfaction among employees, whereas motivational factors build 
high levels o f motivation. McClelland's theory states that 
individuals acquire needs for achievement, affiliation, or power 
through cultural exposure during early personality development. 
Vroom believed that people behave in certain ways based on

expected results from that behavior.) *1

- tutnaugtfinjtslSm dJtnm tim slRtiigM tsfnjfijnjtcungRQ^tii rfitm-

farotpstglm nnjffnjfm iHm Saa ^

{uSsmwRHrnnHmmtglmfijgdcuJgHia wfigmnimsstiLmmrafttgf

tmSfiHrngjfi i  juMBrahmtglmwgfiwjftgtnB mmuthmstfitsHen

i  ntHfmnnaftnj:M8iB shginswentglmH 

hbm jjprs mst^stglmmgltStutngHtiiRamcuriHLmng^iHnjgisgih 

ni tdfuiHHisfiLHffTmjdu BtontHfmiumuuqj i  fitHfmrodHtfiHcutfis 

{Rgfdnufnnranstgnnhmtu ttiimRtHfmmmuusjHigfmitfasismms 

SgwiLM i  tthmmtunfringmmjfihrnjG^tns BtiR|Hfmi hswjhir9 

mmijsfintrjumS?ifinfdwiusi tdguHstStmajstisindfUHiScifriJt^j

(The most persistent theme in motivationali
theories is that all behavior is goal-directed toward satisfying some 
needs. If  an action leads to positive outcomes, it will probably be 
repeated. If  it leads to negative results, the behavior will usually 

* not be repeated. Needs vary in importance and intensity with each 
individual but generally fall into one o f  two basic categories, 
primary or secondary. Primary needs are basic to physical survival,
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and secondary are psychological. By understanding the difference 
between wants and needs individuals can learn how to make 
constructive choices that do not damage careers while fulfilling
needs) *1

- TUfimsfTufiimtcuRgnQfifiuh nsitifiti nsimtrrltisdgnmdcumtmutiLj l - o  n  v ■ * u  s>

unffiHnHfimmatjsfisnraiwmjfomiSnsmsfi iiJiffiSGmittiitfmmsti•=* e» | m  n  f» u

i  nuts ttS ti$fnsfijsfm nLU iym fisis9is1nti 

' npticufimitrofignHnsmnBn i  m itim tim m fm tw w m itjnfi stisSfii 

mjsgtuEmtusamifjnSieTmsrnitnitacufjnGtnssaira

ttiifiStn mictufHnarnnGtfjGRMntinRfijsns?) sarrmnstfinjrjnmipa
tjisHrasaHnBaMRtnBjfntroRgnGEitnfjgHtiJUJGasaGtJi igirrih aa

V  tu  u  n  i -o  c i m  v  u

MSWSfnJtm (Outside, inside, and early motivational source fields
influence behavior, and leaders can influence motivation by 
working with the outside source fields. However, we must examine 
significant changes in factors that motivate workers. Interesting 
and challenging work, recognition and appreciation for work well 
done, being included in key decision making, and having more 
leisure time have replaced some of the traditional motivators such

as money and job security) *1

x
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s^ ss s s fs s s f ts J is s e s s ia si O C3 C3 33

Creative Problem Solving: Making Good Decisions

*  $gj$S^S^Sf 6 tS^5^^gt5r3$3§gS6§#^g^eS5$5gffl?
What is a Problem and What Are the Steps in Problem Solving?
-  BffiHsm§tri9 {m fttSffim m sm fijttn7 7  R in s s ra ^ m n H jfim n j taro

i  tfitfraqpmht^hmroftntta u 

tfttQtttftross tRmtitnRsnhtjitiifnciisia nutrntanjHsmatSisyiimj 

iStutiLHhfritiJBiaStnmsymmHra progtu&ritjatais unHawjsaisGtj 

mnniystnnmratnsLUM Sfnn i  ucmahiroBiGnjtfUBrih taltncureran 

rogfirontegmgItpjmGjuthHfflahrogfirothmMh i  GtjnsgmrnlJmji 

Gcijittitusi|Hitififfitri3St!urisyirira i  rmntuifiHnStnmsytnauRffiiu

mngaaafrmGtMGnMtlGGR (A popular definition of a problem is a
puzzle looking for an answer. Whether the problem is an 
organizational one or a personal one, it can be defined as a 
disturbance or unsettled matter that requires a solution if the 
organization or person is to function effectively. Problems become 
evident when expected results are compared to actual results. The 
gap is the problem that needs solving. Determining that solution
involves decision making) “1

-  taltticmtintuiRtnsaiucTn ^unatjintM h^tipsifiitfiHafm BajtilisiM itu 

r a n  rniratMGRHttGBRRthtfinSwsiaHmtslRhStnilnamitfiishErnnj 

utm t  mifjtrefiifitnmstfmraHranmRnipMnHRtjitQtiGifiiG (Once a
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problem has been identified, specific steps should be taken to solve 
it. Decision making is an important part o f the problem-solving
process. Deciding which solution to choose is always necessary) *1

-  g fijgggftg ffingsgqflg& gsgg jggsn?
How Are Problems Solved?

- tthmHsBfinfimsmwHmsInhfinus HfiTfiftmufiBHHSstiucm sftV C * c j r v  <* U|) b  I

nralmnmmiSmiMtttsSR *i^  n  a w  c« L#u ii u
u

urm aafrmntfiitjRfantjGR t  LtiSamgsingstiifiaaaM jtnsuJM gfnci

tasfiaaHiHtitaguEinriUfm tittfisTfiiuaucm i  TtiSatugaingatufib
u  n  i n  > t  U  u i  L j

H^MjHatnatuSgfnntgtais finmomSfiucTntiatST i  ntssuitss fiaim

i^stfmraofmTfif5Rtnfigfit3itji?tin§M8i3iainag3ing3l3ifit3i53fiinu  in Lm i c* c t  i vJ

(Regardless o f your position in an organization, you are or will be 
faced with problems and the need to make decisions. Your 
personal life also requires problem solving and decision making. 
Human relation, if  they are effective, can prevent and help solve 
problems. If  they are not effective, they can create problems of 
their own. For this reason, problem-solving skills are considered an

important part o f human relations) *1

-  rnittJiiTMitiiticrri safnnniMsnMtitjBfitnagsifigsacn i  mifjtrcsfiti
L i m  v  n  o  «=* n

w spM gm nufttiiG tg ju  pwstutRHimfiistfiiiffiumtiisturroitfim 

mnnnramnnrniH t mmnrmtnasfucTTi atiStwnsjemtmScumfstris■ o n  m  w u in Li

GtmsucrntsisRtjnQaSfjsis maatrimmnBsHsgiatncmcunuBltgjtmg

ItnRunitnfUtt3nitt5aMtIHgRti1tRiH3fRfinH[liTlHm (Problem solving
and decision making are related. Effective decisions must be made 
if problems are to be solved satisfactorily. Identifying a problem 
and its possible solutions is important, but the process is

incomplete until we decide which option(s) to implement) 1
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uiBJGmipsiuWimLmtiHjtgmjMntitsfi nhmfitimturmlGgitiisn ins
I

ISgsinsujSffnm JiaJG Sitgjfi i  HnmtHtun shHiGi(5(WfiBGtji{uns 

isInamnSisuinuiutTn uiGsanasGititGfiuttiRtranGinsgigl, mslsSra 

mm). umitkittfuijnrmmsmg i  StmimiisiatffnmssinGtjtHHmHitii
(U  M  ■N) U  I I  A

MnGtnSSJmntfrmStlJtj'ltUSS StitfrifiSffitSiRtiH'iStI (Numerous ways
V  <+ cu  d  > J

V  I

exist for making decisions, some more effective than others. You 
should understand and be able to use a systematic approach to 
problem solving so that you do not have to rely on generalizations, 
snap judgments, or intuition. The following process can help you

attain personal and career success.) *1

mmwHHisuntutn ucw iSm tnannnm am tijB yjahw m B ^vnrnSta  

w attfiiirm m m nniw iivm w m  *1 SsH unram isuntiitn ttffijrBnpnnr 

nrnm hns  ttStim stintatii ttn tita lfjp jw n jw n m ig w m m stB u ju m u  

m ntitas  t  gjtuhiu saImfihRinssitiHMsScumnnsstiurrn :v u  v  e» in a

HSMj, SwJijfro. fam?:. qtimnfimm. unurrptiigigjfi i  tgnutfiHfiSa 

GiatGtHirassHRggcufiStnat(psu|MitrimnRmtJuii mcijitiriHmfijri

fnraiRgsaCDtSfUtnfinsmm (A helpful maxim say that "A problem
well defined is a problem half solved." Instead of solving, "we are 
behind schedule," say, "we have only two weeks in which to 
complete this project." Collect and analyze all information 
pertinent to problem-people, processes, materials, equipment, or 
other matters. Although you do not want to overwhelm yourself

with information, try to uncover all relevant objective data.) *1
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gg3g»aa6aswg?sftff«ssggtP
Problem Solving Example

- samflmmHcuSHtnssifigtjgaHmaHratSwisittmmfrinjunGs hr

mt5st3tiicij(jiH{RtnstngmR8M MfnirHRanjtSmntu ttUmrangncitgi
^  n  L i  i U

v

tuCuipttnrjM numnatrigucrn i  RifitnJcimtjiiRRtnHsiutupcmmra

mst5tms|jjttfm3jfii3njgtlcutt3tujnt30n StiwgtinntmlMti (in looking
at information related to a project that is behind schedule, you 
might find that absenteeism has been high, materials have been late 
in arriving, and the new computer system used on the project has 
had start-up difficulties. Consider what factors caused the gap

between the expected and actual results) *1

-  mnwttfBfifjitfttRH tdtufnnsrdtuRmtjitug^cufiUHnlm mmsnmfm
u  c »  I  M  «=* e» M  n  u

{ytucurmmsglgij tgllawRetimBHrawsg *i {UMgratgutHisHBHiG 

ijJistftnraucrncngtg nmgngRj i  tRtRmHumuRtnagigtfituiJnrimg 

tpSgiuHfRtngfiRisI RtiHyrmHrrmtH tjrawirmHRScugigtcicmffm 

uraLtingncijgmg^RftfigiRgifjyi? ummmmnmiffithlwgiaHM ias
V  XI

jmtrira HRHrcgUfjtJGGRyittjiRdcutticugBatJiaiRu^RtBisRmiHRScij
W •=* C l I  I

<3 'I •
tum sfdfm : (Imagining what difference returning a changed factor
to its original condition would make. I f  that does not solve the 
problem, keep checking. Would the project be on time if 
absenteeism had been at its usual rate, or if  materials had arrived 
on time, or if  the computer system had not been changed? After 
considering these options, you might decide that the most likely
cause was the late materials) *1

- tglRtjqgumnmgt iRHRHiHtGHgstû mgitjiMfnfmRtjEugiBttmititm 
mtciwHBTOfi? qgitmng HRHiQnGimmufmgamtmratngitî B micmct  t *  -v) U  M  W

ggmnyififiaig ymRtymBmugu^gHHiGfflRquntiuittyaHmpjaM
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JUfiTEuGUHfitlJfi (In this example, what can you do to assure the
timely arrival o f materials in the future? You may, for instance, 
consider ordering earlier, or ordering from a different source, or 
even changing the design so that other materials can be substituted

for the late ones) *1

- umtiHfi Grinl36nnfijgdwtE3njmmnRt8jt3nfinwsHtD9 *i Hnjrrcsti 

imtSnitjifinw3?m§nunpt|Q9t^btth§]|mmunp: p fia tu g m ^M S M

HmriGstimSRalunrutim-u =* =* n  v  »n

ug*! tgigut^mmnpgsmntunndtgtiTiRutiGtjiHisttiiRdtu gtuntssa 

tHnjtm cjttigjRngnitnsm gjltitjitt i  gninmitiM ntiti|jiti fnm qjissni 

ntunnHsunnu§Gt4ifinM§wut4?i ms^agrrinjHfiSsHiGggcutnasJfni

tisStUlRtjlHSHflRLHffnJ (Then anticipate the likely results o f each
alternative. You may discover that some alternatives create more 
problems than they solve: If  you choose to substitute materials in 
our example, you may create design problems. Although ordering 
from another source seems reasonable, you may find that the 
second source is more expensive. You may decide that ordering 
earlier seems the best alternative, but you may not always have
advance notice o f  the need) *1

How Can W e M ake Better Decisions?

-  ncuyius sliHShygiRHfijtRtJtRtRfrgfnjMtJtiGR i  minmtStitntifmS 

fn jfan cG R tjn ip sL ^S  tnumtinmnMjficrm smgmmHfutgJtttgl
(All organizations and people are faced with the need to make 
decisions. In fact, we make dozens o f them daily— from what to

* wear to which e-mail to answer first) *1
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nratnrottitmmatnslmresntimstGHHtu tujatfiatmGmiwtiGtirn
u  a  ^  ^  u  • "  n

ithtHiticugifniMtJGtanjttSatGTfiiiHumtugiaiTmtJisfMiajufTn Ss iSeuw ^  uy u u  u  in v
w

tnatcummatals'iattiHtjcimss t namtinuimas ttSasatfiitm|H8a 

tBHjsstutuRaSfnnsfiigiifiacugtjtutStuinasn stjeugtIcunnxisintJ i 

GicrmntugstgjR ttSaaaiiBrjnMranfiufuta^fnMmaitutujtSatiu

{USs (Whenever we have more than one way o f doing something,
we must make a decision. Sometimes the decisions we must make 
include problem solving, as discussed earlier in this chapter. In 
such cases, we are trying to overcome the gap between expected 
and actual results. At other times, we must choose among a number

of opportunities facing us) *1

HSfdjthtipSHismnni3{{jwtnwmm8§frifaf5tJtjQR jH rititK pjgra sfc 

ItfiSf: *1 siaHn{tiu{f a sa agrotmtia iRafainajnmtianmnltfmmaa 

wiafnniufjgntRnauGujamcut ttSamtRtamSanmntriGiGtfi g is m r  

tu m s a n  t tSimmiHaiGtSuHtiHtu TtSatnstrSfjfiMfflri
f t  n  «»  v t  u  ’  «j

HiafnauGUj3StamiG?g1s!jiti! t  HarajtticuBsHatnasGrnTfaiiGGGGjifa

fmHOmHtlltpsttiHiamiKiratniHGtmsfTlItilfjyi (Many people
overlooks opportunities for decisions, both personal and 
professional ones. Managers and individuals alike become 
comfortable with the status quo. We should, however, keep in 
mind the important point that no decision is a decision. By not 
making another choice, we have, in effect, decided to remain with 
the status quo. People sometimes failed to make conscious

decisions because they fear change) ‘I 

GHtnHn5sHiQyditnq5tftirit|p3 nan

191819 tuitUhHSmtjStgdtgl§tth (Because you are faced with a 
multitude o f decisions every day, you simply caiinot devote much
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time, thought, or effort toward them, nor should you want to do 

so ) 1

Should a Group Decide?
- rmxfutSmTcfitiQBnHnttiim unrit^njmncissamjiyittriPi 

t|p s  ayunTi^njsg^ipstijgnmmtfismjwnQQntihwijiHHSWjtha 

u m  *1 ^smmuutssniHftHimyisfimmssinQs^^Hswjsihntfi

safimnjtSwHitsnip^tthmfitnhstsfnngfrijfijnGSgtthmijiH (What
ever decision making technique is being used, most work-related 
problems and many personal ones require that decisions be make 
by groups of people rather than by individuals alone. Such 

. situations require strong human relations skills, skills that can be
enhanced by a knowledge of group decision making) *1

- thgtgi^nmSmjMTJtsBgtnschtjiytjgni ithmfmnfimsmmmrossam
V

stiemnhmstmjps i  ms

fltstfi : missgitmnrotinn st3fnjfim iifinsnhm m m 8 iatthmi]iH i

tuitps* tSunas s> trahanm (in
general, groups make better decisions than individuals because of 
the increased input and suggestions. However, there are pitfalls, 
such as wasting time and engaging in groupthink. The first step, 
then, is deciding whether a group should be used in making a
decision) 1

How Do Grtiups Agree?

Sm§tifltnmtifmmsm!dwMtn2 R9 i i 3HfiiaRningi i  trintarm I umj
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RiiLnytLnjafnmftRiiEmHfifiimftLRHtalgbmmfijpRsiHUJ stiiksl 

hoi tulmmilsctiJJGt^titiJitiJHafiUtScurriiifiafriEitfGsutjR t  fiSayia

atufii ^tam?(£yiffiHb^|TnraGtJiyinms|fmmtuwmtriBRayra9RRt3ici!

utiR utaStomnsistmajtmGamMsgcufriifn^gciMHiBngitiHfj (The
goal o f group problem solving is to reach consensus—to develop a 
solution with which all members can agree. Webster's defines 
consensus as "group solidarity in sentiment and belief' and "the 
judgment arrived at by most of those concerned." It doesn't mean 
that the final solution is the one each member thinks is the best

one, but the solution is one that all members can at least support) *1 

^afnncm s-nDsSyigiym RmgjhtaiincumRgianitsutrnHtiJHiafn- 

renntfuficffis i  (uSarafnRHaitfmthuiHatfninfnRHiiitgjmg tmstt* 

GiRgmjifitjiMiafnncms-tncj i tslQhitimncutfti ysfojcmnama ah

tcffitnHSfnBmtiitjiHfiGftni§HisipSgmmaistg tpstjiH SM jaigtgjfi 

gahtjiHayiamitnniGfi islunmfimcuummamTBiGiJ i  tSitufiJiimiGi
-s» n  u

tnitjittinHUitaSlfi(ptntti RinGsGiGiiPmMHgwuamjtSsguwgfrin

talnamjtnnufUHR abmnnniGRnfjmhnHRntumtSfumnna t  riic j  e* n  e* «* o7

mSmmtcimiiaRin^gRGRah^tuHRtaiRaRiitJiiGiBii i  (uSasugn 

6iH3fjjiSnjmGgtimfii3[miRRicij§RatRhtn3 iRjimRjwy ahHBiScu
c

Rjfinutt!}tjiR tsisHR3timmthHRaTO3tRtalRatkn?iiRinms i  vmtiGtfi

rBHnBefdiaaatasatifnapMBmnntimiHafaacm âwG?. mmtna 

m g a n n h i3 im tim m s...... ?, StnBffnmuBmmm.......? B isp tm tis

[imriialRtJRiiGiGii i  ggRinStgtgjRtaRi?t]jitMffigiRgHii3ciitriafiTii:- 

wsistalnaRiiBiGinna : RiiMiuttJimnianitijR mitHhtiituafHtanj 

ptiigBliitna atiRinasMmahHWRifmRitfllRinuriimaMjtais t
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fdtfBtifi IflnJfjmmsiHmsmnStMtsfiMtltiSjjaiLnH (A healthy "win-
win" situation occurs when both sides o f an issue feel they have 
won. I f  one side runs roughshod over the other, the situation is 
considered to be a "win-lose" one. Aggressive, bullying people, in 
the long run, are not effective negotiators because othei^people are 
not likely to feel satisfied at the end o f the negotiations. Because 
negotiation is a part o f our daily lives, learning to negotiate 
properly will increase your effectiveness on the job and the 
satisfaction o f everyone involved. Establishing a reputation o f trust 
will also help you in negotiating. If  you are seen as someone who 
can come through in a tight spot, keep your word, and never betray 
confidences, you are ahead in the process. Phrases such as "How 
do you think this idea would work?," "What are your feelings 
ab o u t... ?," and "Have you ever considered ... ? are helpful during 
negotiations. Other aspects o f communication useful in 
negotiations are listening carefully, finding out what the other 
person wants, and watching that person's body language. Various 
tools can be used to improve the quality o f decision, including the
use o f group decision making) *1

*  ggggglgjggggjgg
What Is Creativity?
- *1 fnnnfi

tffl RsmgtuqRuiscmnwsisiunwtslRiatrijgRgugujs tuCUHRt3mn]tf)

tfpstnR9 Rtft fitjilStRHtiJRm StutHitiJHsSsniHim sIifanstna (An
important factor in problem solving is the need to be creative. In 
fact, creativity is so important in today's economy that many 
experts are suggesting that it is the only way for businesses to
survive) *1

- nsRtgtul?iRt^2tcuinsmiBmSwt^iumraucrnHai uttituwtiEtnas? 

tmrotSlHwmHlintiHtJicu atitnatuttintis t  stinratuufinHm fitfi
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tugfnmacutStHimHRHitjRfitmcjciStamstriritiil lamsLmtintjsmcns

ticrn t  HSHjttiMHiSRSfiSG^RmsmgnintHroranigsiRgaattimMa

tslRtimftmHmittufrnpstgjnttiwSsLH ĵiam stiJfimjmnjtjiafHti- • ** « rt u n
Giq8i99i0jR§w|pi4iujHSwHm i rnitnawaniMtHiMtH tJuJitifnnnn

tflfilftib RtjltriRtijuHlSfinjrfiJglS (Creativity is a thinking process
that solves a problem or achieves a goal in an original and useful 
way. Simply stated, it is the ability to come up with new and 
unique solutions to problems. A creative person has the ability to 
see practical relationships among things that are not similar and to 
combine elements into new patterns of association. Imagination,
rather than genius, is a necessary ingredient) *l 

y^rattipujutnB M ^B nw M nutfB B tgijjqB  *1 HBMjssmSflafMfn- 

gnwiuwtHWBtpBthtignflts i  mnppM mitM iSipilrfflW BiBflA

i pwBtSxriStiJuiuflypBraMinnn tnw
• t>

ttfcusuntufri utSnsHraratnafitrtJiHiaijuifiUimSRniuntiTHmiinngn  u U v u  n  u  v  u

tfRitiitn tsistraamGsatnsRirlsctijRistRRHGtcrisssaa saunals
L i  M  RJ <*

(We all have potential for creativity. Some people simply develop 
their potential more than others. Cultivating the vivid imagination 
that we have as children allows creativity to occur later in life. If 
we listen to Maslow’s advice that creating a first-rate cake I better 
than creating a second-rate poem, we may be less judgmental of
ourselves and others) *1

tmmtSmtji HSMjHisRsm§pqRinsugffiRnjnnji:mMwtjit^ggt39gi

ii tjifnin?mmrd HsiHSHS^HisRam§ip|Rsii3HMaiayRffiRntfaM
m htsstg tuitiiygffiRWRmitmMMHmQSBmmmmtSnjtsIntigBiuw

HSW]§t9 (Creative people have been found to have several 
characteristics and traits in common. Of course, not all creative
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people will possess all of these traits, and some of the traits or 

characteristics may be found in other people) *1

-  mtmSm! tnawinwsianmM

BimsttjifiSmjufiftrras stitiRcusiscituucu]sta§ -j fni{immminSfin] 

yi^SiRHiGtStuRutnamH^GOTstiRn tuCutnamitunucuaisfirauBtija 

tSHjtfmiuintiLmtjti *t mmnSffiRtimngRiithfijm atimSfulraRtitut;

(Innovation, the end product of creative activity, is vital to the 
success organizations and individuals today. Businesses must be 
able to respond quickly to today's changing world in order to stay 
competitive. Failing to change and develop new products or
techniques will eventually lead to the deterioration o f a company) *i

- mmtSfiSyaHimRmgjaifriramaRamgyjljn t  gnfiainisiafnrtiirfiani 

tji^aRwtimnrifii rogmntamimSnRafiij ttJimmH'itnRaRgimais 

mGHafRatnaRt^lciRHtuRmBHjiHiajuiHuiafnmtpaHiGiMtnaaisnnj 

UQUJS (Innovation cannot take place without creativity. Many
i

business experts point out that the ability to come up with new 
ideas and make them work is, for most companies, the only way to
stay alive today) *1

What Are the Stages of Creativity?
- tsiiut^iuitijinsfTinGyj^msItnsmnfritjRtTimsIi^m HRymfLtjiftna

RrniRfiamfimcuiuMfiGss & i SnmnRiragiatmsHia RBR/gwja: rii 
Ifyjstsgfjjsttjim nb RiimuisRaR 8tJRutt3|titjiR i  fiarrmRicutna 

R3R/gM}a:RtgftHiuittStitH[uumiriyj43tfi]43t)Rit|GatjitiHRi3tgiHtu *1 

G8Riroi5nmRRicutasmRfiaafiafiiiHmai3RiitMt3iRg3iRg3ti i  islmcu
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(Although the
creative process is still somewhat mysterious, researchers have 
identified four stages. They are perception, incubation, inspiration, 
and verification. The perception stage requires that we view 
matters differently than others do. Sometimes it simply involves 
looking for relationships; at other times it means questioning
accepted answer) ‘l

SttffiitgmfHisRsmgLulfi *1 HSfajtftspssttJjmGjUutmRrnciitsssiJ

(Incubation is . the most mysterious part o f the creative process. 
Numerous people have compared this stage to a bird sitting quietly

on a nest o f eggs waiting for them to hatch) *1

e j  V t u  R I R J  €* V  V  B1

GniGHtpunM i lunmtntmst itnRtiraHiaRgRprimtJiainjitintRRtris 

naitiJttcicutfiHmtnfiumnii msfiRtiicusdcutacutnsHnnmiBfiSuii t
«*  w  w  i  r u n  i  r t  c> u

rnnnm sjhJurafi5sm G9fijjssitiJtji3ts sfcmmfim^msItncmticuHS

tflSJfltigfiSItiffiJbtSjfitjvi (The inspiration stage is the flashing light
bulb that cartoonists like to use. This breakthrough to conscious 
thought lasts for only a few moments, but it is the result o f lengthy 
thought. Its occurrence is unpredictable and can come at totally
unexpected times) *1

i  twin fitmu tnsstintutji

fnimBRRs«§HtjirmutiJjsR3?i ®mmra 

tfuunfc Wfnmtn t tBltnwtflrottStifimiSniHBRHtD td&tiigttnutjte

tmwS winfi fimmtufi ristijfit^tflnj .wmfi 

tg jaln j B tifiram w fit^niiuM stStntxiB  i  tirofimnmftnjgfnntg
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fltnmstwiratj sbHisfinKfiisiamsifiHiainSsfnti i  frnf}tii9 Stunfi- 

mwiBsfiLHStmffitfmitfiHffiHntilgtmmtnatjfiMg aa^gstu iu im Sa

iSainigaiRgatSfflvJHafilj (The last stage o f the creative process is
verification. Thomas Edison once said, "Creation is 1 percent 
inspiration and 99 percent perspiration." Once an idea comes to us, 
we must begin the hard work of verifying it—that is, testing it, 
evaluating it, revising it, retesting it, and reevaluating it if 
necessary. Productivity is the ability to make new and unique 
solutions effective. This stage often requires working closely with

others and, hence, having finely tuned human relations skills) *1

What Are the Sources of Creativity and How Can It Be 
Encouraged?
- ^usmmmemuHBBtjsmfdgs atisttinBmuMsawntiitnatipa tpitfi

cinthHiHnRMmnjafHafiGHadmrafjdcutiticu atiRMUcrnnnmtJlfrw
w v i  t i  o  u u

ticufitjcut; utw fitj t  talttmnais R8R3iaijnGtnfiEim§tii^anJimcia

itimtumfimulnignatas (Organizations should listen to their
customers, clients, and employees, who can identify drawbacks to 
products and point out needs for new products or services. Ideas

can then be developed based on these findings) *1

- ntitfisrtftattmBmglntiwroatJra HRHTBOJCu'StaciStnJiirnnacumrina -  -  ~ -

BtifniHgJnsmrtimtiMgmpatJiajtiMgnaxgtBjR i  Btsstuim hrwr 

talgtnaStWHtij ttjWHnnnontitnaafiSEtnjHtafringiulR i  tRHft(Rfs| 

raiatun uiSatuHnHfiijiHtjiaFJGtueib udcuRdcucytJia? mitGinituju 

tJttinjnatiiiitimiJirattiiRSra BbtgtttitngRUtaiBMRHinntwRatnmsR



t^l5sin]ufi381SHnuURnJianJH1SRSmGU3lfi (As a worker in an
organization, you may be more familiar with the processes 
involved in the performance of your job than anyone else. 
Therefore, you are in a good position to be able to identify creative 
approaches. What should you do if you think of what appears to be 
a better procedure or better product? Knowing how to successfully 
present ideas and get others to act on them is a crucial skill for
creative individuals) *1

tfinmn RSfi§9HS{jiftfiggrommg1tJinumnimH9ts1g»{nHU}Btsmg
V I

t  RSRgimmstgftnsrrmtjumHitiitna(RH(nf saggcumimtgts'ratiian 

RBRjtnfiuCijfniHsJRS *t Rammstgjmftnfi{RftfitnsBSfty?n{g tticinJi 

HRtnanaratm mmim ifi atiGismiratfiGRthmsfi *i tfiHRRitgRBRHtii«=* * n» n «• U u

TRftnsfncitntfm stifis:racraHstJtmsRtiJ t  tgistfitumasmSitiJ rbr 

tasfntistitJvRmtiiRnsttitfi i  HRRifgttfcuHiGtjisaHR trsiturrmnitSitain -o w n  c « L i  w ct -a •=* \-j
V

tgfRuGtfi HRramRtiJUMHRTRftRmSRrRHmjiniHunBmHRfafRanU  v  a  u  u  c* Lry r i  Li i ti cJ rU

tm§ *1 rsr umntiHtroaantiTnJHBlmtfimHBMilntnntnBitjira *1■ »» u v v U u i n  i » J = *

mnmmiiriiRi3itis:ititgRtsuiHHiaR3RiGLtJlRS3t|riaiRtRfRiiRaRtH

itiittth iunitg  utsfiRfRfRiifitJttJisfflmfiilacutnsRiJHRfaiatfiaajialu  1 n-n 1 n  Uu ti -o riJ m

RagaingsajfiiJHSMj tfrunHummgitimnt3isymmmrn mnmfJGR

MWtiSg S tim jpyStiJSinsti (New ideas are not- usually
immediately embraced in a company. They must be cultivated and 
supported from conception to implementation. The idea must have 
a champion, someone who is willing to speak up for it and to 
commit to it. Being a champion of an idea takes enthusiasm and 
the willingness to take risks. After all, the idea may prove to be 
fruitless. The champion, who may be you or someone else such as 
your supervisor, must put together a team to develop the idea. Few 
ideas and projects are implemented by one person alone. Working 
as part o f  a creative team will not only require creativity, but it will
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also require well-developed skills in human relations, including 

problem solving, decision making, and communication) *1

TtfSsTUlnrabnntmHffifiRSfiumfitiH'ras mtTRiHsasMttmaiSistj)
u  L i L f t J  u  w  u  L i  U  cu t J  o

u

tnypssfrucutfmmEJim i  tsitutjimnatScmtjifiSmti^RRHiasgiiHa 

dtntt3? tsitncuStrinituxofitslHismcifnaniJ ttatuHnsturnHSHiams 

ttunsftGsi i  Ratfia:fiiHRtiiT9R8fiHra uRtiitia:t4ifJHiBmainHtt3ni
n  «  c* U  u  v i e j  U |

timfjHRamaistgjt! aRRitm{RjHtuniui:gfHRHnuHgiaifin5gimsii i

tnBffjHxgATU hrrqi yfdtnmltt3wtitngugyfntgmt5sbtimtml3f5mH
(If you are trying to get an idea through an organization, be 
prepared to persist. Even the most successful projects have their 
down sides when the going is tough and participants become 
discouraged. As the champion of an idea or as a member of a team 
developing an idea, you should be emotionally prepared for these 
periods. Having supportive family, friends, or coworkers can help
tremendously) 1

RSfitgffumgltHitEHnalg i RiiynySmgiRgti aafiaimgiRgtitfi 

uninm8HiaipMgmnatidtngnfni9ffamm*inSnafgf|jjHfif*Hm ab 

yuynjfiHRJltgxdcutnss3s:ffitgRamsis i usiuhr hr urhrriisrsr

tRftmgmbnjntSHjmjlSfRIIRILgmwtR (Ideas must be sold to
others. Effective communication and networking skills will help 
the champion develop a coalition and gather others who are willing 
to support the idea. You or the person serving as the champion
must then work to maintain their support) *1

RijnRiRjisimtuRfaunpRnfmnwsistafimnjgmRgatiifitjHSMj ab 

mRtGituafmjmnj8faijiHaftyHi3RaRtgfu^RtgRiJt3inRgiRai3RRi8 afc 

gtgsttiitDHaig}mi6mn]gmRgst36iHtiJH8M} i  Ha&gHiafiamgtyljfi 

Hia9RiMOTt3W2t3RinmmraR8RmwtRggwtnanjgtinjtt5iRSm yiw a
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(The above
discussion points out the importance of effective human relations 
skills and explodes the myth that creative people work alone and, 
therefore, do not need people skills. Creative people have a much 
better chance o f bringing their ideas to fruition if  they are able to
work effectively with others) *1

uRcuRciiRan:§sitimRHtmslRi33SHSfi5i iticum stjm m ssiRssrnfia
1 P I e  tu  I I  I I  c * a l | v J  - o

m ngipgn y«sR[unmtJimfnnstul?iggtutnstfri?iStij HRggrc3«tR? 

tffiRsmm§tRfkHi3fnnt5jifdcuifiinbmntsRnwRytinhiHjg *i RiiBb stt

RinoRntURnRHismmHlmRgisfitmsuluTiRifiJ|yRmtJitiJRinstulR
(A strong trait in people with effective human relations skills is the 
willingness to share credit. When a creative group project or idea is 
successful, the person in charge must be sure to share the credit. 
Learning and sharing information can contribute to a creative

atmosphere) *1

yjSsmHRfriHR(Rtiyibt3lRbyitjsHaj HRHiSRijggcuswfRfRbRii 

fiitjtHitntngRsmgyjlRRbmcirntJsttiriBRJuwHR *t mslSfritipstSty 

fautsRiJinnsstns utstfi : ngjitnnngRiftstjtB wttupfaitiiinmmsfnn 

unStHmresswEGim jpuiptitfiimtgtiiprag tgRijgtfijs&rmm sti

Mtamwyjn?imm§mtmudtt|}l3fnHtlJQSS (If you are a supervisor in
an organization, you have a responsibility, you have a 
responsibility to stimulate creativity among your employees. 
Several methods for accomplishing this are : suspending judgment, 
tolerating a reasonable amount o f failure, supervising carefully,
offering constructive criticism, and tolerating some different

behavior) *1 - .

HR{RU{Rti

tsjiwmiM^nRtRRjnsjitngutgRijlsgm tsInfcngjmnculsRifmRRSfi
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§ 5  i  nmfimtfiwsmnnriMciriEiittiitj) sstiriBnracudinriEnfiHstfitnB
-*  tJ «  W  u

9scu8MtfiiGimsHniGt3jifflHfi9 ttinjnmfitnsfctf timsIgtiHgjitfciciJia
Ck O Ok

tmmmiBfl (Supervisors interested in stimulating creativity must
be sure that they suspend critical judgment during brainstorming 
sessions. They should also make sure that employees understand 
they are not responsible for any "crazy" comments they might

make during the session) *1

HmmjTRtittiftJcrnntji nmfifjtnmMraanthcnsunStu *1 mnunSuiRfii
«=* L i  U  U j o  v  n  u

ttjfiGHtjimsfnnnSfiij stimtTucinmmsfiUJ t  mjrfis:tfiuinEmnfi atie »  V* r i v *  L i  c * 1 n

attmSnHiri uiH aturaanattStuunStii traajnGaannrifitfntmiJiiSm 

HiaMfBfnn *1 HiagiHtjiathijpatStHitiinafysatuRamGgiln tfcntth 

cimRHaHiamiMttunMmtnifnmnStnfiGfnG uSadcuitnacjmsHnsia
xi n  u  *n

sptntimtt3tura:tn§GfiamGUjgti 1  tiaroan atunSRHiaminrasiGRa

m rattiniafm na utirafidcu tfiragaatfiHamtiUjiRStij (Supervisors
must also stress that failure will be tolerated. Failure is a natural 
part o f innovation and risk taking. As individuals and as 
employees, if  we never fail, we are probably setting goals that are 
too safe. Many companies stifle creativity because they do not 
tolerate a certain amount of failure or reward those persons who 
develop creative ideas. Employees then become afraid to present a
project or product that might not be successful) *1 

mjpuptiH^RijtnattaRtsipgnniHftHiriiHiafniH^fnag*!) i  ugtu 

tdtuHns«smg(u^m Snjtt3cjfnm stm jnug^is m jnajm gtfis urn?

rjtistmgs

iprag i  itnnnfll atimnraltgsigftRnttnftt^iJM nunmti ntistuntncu 

tanjttim ncjm ittiJcnm tu^snJhss^Eiw atSgRtputphm wgm GnuJti 

tasm m sgn ynSrofiQhgfHratiJnjtitiigfiMnmtjiRStijgtilgiSf: S s!hs
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nntiHfUSlsfQ (Supervising creative people takes some practice.
Creative individuals find breaking, stretching, or overlooking rules 
to be natural. For this reason they must be supervised carefully. 
Goals and timetables need to be set for them while they work at 
their own pace. I f  your supervisor does this to you, view it as an

attempt to help you succeed professionally, not hinder you) 1

HsmsHsrwmnuwnmmfmjfru i  gngrogftimtimtnBigifnnnfnn

WtiftflRtSSffntlinfttfi (Creative people also need quiet time to allow 
their unconscious mind to work. Supervisors should help ensure 
that such times are available) *1

nfitnsRURtigj^t^mJstfijstuuhrium rm w nw i sfcmifimmcuigfm 

tgtgjb tgismftrnnmmsHsmstncunnjm i

tigtnsRwunjinta1nt3mjrifnnjiJuwtnriR Maslow Hfiifta^greiBniHl

mi RamgTulRMRtaltTmHGCintjtafiTHfmitiiarnnwnmnliMfriscinjss
«  u  '  r .  L i  I  U v  a  n  1 BJ

on saHismrmnnstiiHmaautuiaTtn^iiBHTrrinRBuaiiitusa att^mw
d  ti u  a  U  <> su

v

RijmnLupfjtmtiiHMcugfnn t  nRtnaRURt^tgnStusiatalQafitnnna

mratnnjniHfm nas (Feedback in the form o f constructive criticism,
praise, and evaluation must be given even if  the project is 
indefinite or long postponed. As pointed out in the discussion of 
Maslow’s hierarchy o f needs, creativity falls under the heading of 
self-actualization needs and is associated with a desire for personal 
growth and opportunities to use abilities to the fullest. Feedback is

an important part o f the process o f fulfilling this need) *1

firnfans HBftgtnBRsmgipaRintjatitgnnm tuiaJHfitftgtgjmglgfc 

giHtjjsmtjghtnJtJtnsmjHRgRt^Htiiatimilf^BmMnmR ufg fisis  

tthtttffimuiftuwnmR *i R sm g fu ljfiS stH S ^^
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HimHcunScrHsms i HSMiluniRntiMcutimHutra tSiffitSamswtfiSin
1 1 HU

tsltnfa m nnm sl fmincu^intiatuatitiatGfriJtniaEna vtJirnnrriuj hr
| L j  1 L i  L i  c*  cu  m  *v j  c t

TRumttHit5si3mfnifnjmmPinjtutuHisRsmQm?fi trumjHBtininnmR
L j U  i n  c «  L i  J  v

ggtummsgSts aamjinmmaiRtiu“iMisattint3imiHHti5 (Finally,
creative people can be eccentrics, and others in the company may 
become impatient with their progress or be bothered by their 
behavior. Creativity is not always a visible process. The person 
who is staring out the window with feet on the desk may indeed be 
working very hard. At times a supervisor may need to defend 
creative individuals, protect them from harm, and nurture them in

the corporate political environment) 1

What Are Blocks to Creativity?
- RBmgjuljHigftmnSmajt] stim ji i  i

quHRnniammsRSRtBtpljRjHtris StnJinsmifm m m nssm tjfE ji mi
tl

nnbtChtUlUJGH atimmntitlJimtfiwia (Creativity can be developed
and nurtured. It can also be hampered in a variety o f  ways. Blocks 
to creativity include thought processes, emotional blocks, cultural
blocks, and environmental blocks) *1

What Are the Stages of Creativity?

- ttnb^Ittigm gfm m ^sym wunTi sh

mSRnuJuSn§!e3wjnButSammstuSn 

miHSHiscugfnntJifiiunnnmsumitHiujisiaimSitntgjn *i tfmjtas) 

HahgttSmHwttStjtgttmstslQtjtpm^tJ atitHfmiSrntRStiJwtmnticfi
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uSnithams i  tutyflssfnnmsttSSRcuiritss cjm 3n9tinutnsgw }slw tu

ftxm m n ti *i m [mgjm 5gu[pumsti ttiiti5t5cutg^?n§nmufnnG (To
stimulate creativity, we must learn to modify our problem-solving 
habits and develop new ways o f thinking that enhance creativity. 
The fist block to overcome is the inability to isolate the real source 
o f a problem. People often stereotype a dilemma and see only what 
they expect to see. To overcome this limit, develop the habit of 
taking a "big picture" perspective. Look at every angle and take a
wide view o f the dilemma) *1

tjamcu ttSutrngtditnnBm a tuimSsmmSnsfnRHisLMttyhmtg

n  m  * *  o  «

tffitiHSfntitjjsfittirntns t RsmtfmCTSMiuriutnmssfnmGtjnturiiJHs
- o  V *  FI «=* *

ticuRsmmuljfi i  tfirnncrmi fnmjMntJfnciiurjttMamGtjaJttStitfntnc* O * \) ■%) n  ^  v
v

fisstnssfguw gtss (Sometimes we become overloaded with
information and cannot recall familiar information because our 
minds are cluttered with trivia that we are unable to clear away. 
This clutter can interfere with our creativity. Changing our

activities can frequently help us overcome this block) *1

-mmnStiJHatnsfLULttwsfnptihgihHwmwra^^ taro

fltw inam iSnnntinantBipqn i  m ntS pw tig lnn iin  Sltmftnnnn 

tMiriJnrmn unalnmin a^ftimlnricuidigaatnunifijnbStfuinamns
-V) -V) rt v cj

{uljfimtstittnmbtfttfpS (Failing to use all o f our senses is an
additional way that thought processes block creativity. Using sight, 
sound, smell, taste, and touch as inputs into the creative process

can help) 1
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Emotional Blocks

- m ifitnm uinH H gtiunsRai utGtHituHi3RtnMRtiiqyHRnnt3§Gu6£i 

HffiRl5Gt[iniHaigt9jfimrnsR3fitG{tl|fi 1 H3tHS{pURSRSiS3Mgt{i

ggcutnssfttjinStinsissg iuitutiOTJin3^myLtigtttRftci'msn3:{UdtD 

Minsticijgt4CiiHltitns i Srastt/iffi tmtiTRfgurmResatinR'URmsrc
o  o  v  <=* Uu r» ai cu

nujUtSS (Fear o f taking a risk or making a mistake is one o f the
biggest emotional blocks to creativity. Not all ideas are successful, 
and the creative individual must be willing to risk negative 
outcomes. We should, therefore, refrain from letting others (or
ourselves) engender such fear in us) *1

- friimsRSRg$Rjssiyir)M™RRtjiHfifjnTiuRsmg|ulmt3i t  ysfiymn 

t^aGWGRlsGraRSRHuitiitjitimSfiRSfiHra i  R3Rt3it|Gstnsfmmgf?ni 

ttJiuiwuirifURftRlsStinfi^sttiR.HssncutacuRgfitmsggciJsffniHBf^- 

stcumcuni i  GnSRi^ylniHRfiunsiglRtiSsRliitsRifHisRSRtguigR
I

StiGIBtiGitflRIIUiSRRSR saRIlfltRRtnjRSRRtjltgRrilttijaRltsStnji!

ffinss (Being overly critical will also kill creativity. Most people
would rather judge an idea than generate one. Many ideas die 
because they are judged too early, before they have been fully 
developed. Review the steps in the creative process and recall that 
generation o f  ideas and evaluation o f them are two different parts
of the process) *1

- rdHnmnfdthtnwtunSGtmsfnnHSGjifdsmm KiafiiiniijRismnwisInh 

Smnrismims&amts{u%i ‘i tsItntuHHtnSamstjjirannm 

mm?nHJGrintipatumdtumQ *i Gjiritirnwtji tm§{pmdtjimdtugnGfi 

tnats1ni3fTiiHisRamgiu|fi *1 tuSstuHRHiQtHcuttSniuminiHlS 

tt|jt39gitns tmsHRSRBRdcufittimstfmmSajttfim i  n \m m  mslm*!

v
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imtimmsmiunLMuisingti ** UiMatomiRmtuJutsstGunmnaMtaoi

miLtn^Hragifisti fi[WRut^nnastuKsmgujgfitjifitjiHsms t  hswj 

nim ŝpditiStnsfrititrisMiupuGitj shfsSWHitigftjjgitimstiis ms 
Rsmmuljfit3iaiiim§MtKfmcTiHUJ i rsr uRmatfoHSjntjtnsftmmu- 

cro saHisgMjgim^iHsijisig tmmHSHjtarannamSfifnntssaHcu- 

!hr LtiMstumHSHiHMtnmMiuciriBtmsfntiHSBjiMcirifii t  mitimiBtJti

gUMRnnbljfGRtSsmstitlJHRtjSsfltnS (The ability to tolerate
ambiguity is essential in the creative process. When something is 
ambiguous, it can be understood in two or more possible ways. 
That is precisely what you want in creativity. I f  you are able to 
look at a problem in a different way, you are closer to coming up 
with novel solution. Black and white thinking is a communication 
barrier. I f  such thinking impedes communication, it will certainly 
inhibit creativity. Most people have an overriding desire for order 
and predictability, but the creative process is the "messy" one. New

ideas or projects help you overcome it) ‘l

LUMstutmasSmsRimGftjlisi smhtRfmmfmranGmtiroHstnstkiss i 

tsIicicmmtiEnsfiti tjnun tmtiHsmcmsRasngtmifitnsigi mitfiniH 
nmmtmRntbBH?n shMHgmmSmcumnmsiiaaatimttSammips i 

Ra«t§(tilfiro9i^t(pstnfirarats1mghtnjhtt/ricii tncuRRgR tsltrratjf

HRtSmi URhmEUUtnfTlRlIlniramttj (if we are to be creative, we
■ f  • N X  C *  -V ) U  « /  '

I

must unlock our unconscious minds. When we are tense or 
preoccupied, we are unable to be creative. Relaxation and the 
ability to "sleep on it" are helpful. Many excellent ideas have been 
conceived on the golf course, in the shower, on the way to work, or

during routine chores) *1

guw gnn^fG gH m tsj^m intnsitim m stJC m w yi i  HswjHmtsss
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ssfitg{uljsiRfnci!j! atiunnwyi ttntiRtnSfiBfirmujmtmlgtngGtms 

unnw yi yuMSiutmtiGihmtHmatntfisfiamGyiijri i  miGcusstsImn 

tiastifjnHfnnt;9 figjitfo UMRHmnRfma|timGtiraacuR8EitGUjgR
«  O l

JUfiftttftitflS (Another emotional block is fear .of change. Some
people find tradition more comfortable. Because creativity by its 
nature is newness and change, we should develop a positive 
attitude toward change if.we wish to be more creative. Engaging in

new activities, sports, or hobbies can help our creativity) *1

fnn^ntH RtngH Rm B^ipnm squM gnnttm m sRsm gtu^w J * 1 Hawj

ttiramsmJHtintjissHstdnjsfiJ saustfinggcufiricuunStii mticuaftya
ni 1 u  u  n  . -v*

tnygRaRHratacuHafajHinttijbtgjmEGnHRuaini tgisufitJiRafiStuHra

mtfitn ni38UR3RSG{ti^fi i  -GiyyayuujRmmsmunuGrautanalnviss
1 W

JUWHfi (Egos, too, can be the source o f emotional blocks to
creativity. People who feel that they can never be wrong and will 
not back down or who will not support an idea presented by 
another person even it is a good one stifle creativity. Be careful of
such behaviors in yourself) *1

flichum u HSfdjHmGssmawHgfnntnimHitflthQsfmj{wtHifatHn 

mnrm *1 *1

cjGhtntjifltma^fdsiatalnhiStnjinamnthstfiBtuumSfrijfimmnjtffi-

fTlfUjintWi3tSRSfi (Finally, some people are unable to distinguish
fantasy from reality. The creative individual needs to be able to 
distinguish what is feasible from what is not. Remember that an 
important step in the problem-solving process is the evaluation of
ideas for practicality) *1
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Cultural Blocks
- gcmut^nmitmH^HmHratifujGHfiritslRiJSFnattltumtfntiiinsrnits

I

Uiljfi t  SotjisriRM tnfijsiatfu fitniinsrniHisRsm gui^ f,^ ^ HSI*H'3 

tfiUtHtunStn itiitiJififiJsftmtanjGmrimtBHliHnjrarntifriiJitntnHitii:
•VJ ( J  \ j  U  t /

utitsSBmhsssitmncmfnji st3Him|tjrimtjgtutnfi|nJtj3Hea *t mnniti 

nfmaT?iftmHfutiSni^MRHfrinmwfistfii3tfim[un§ fjaiEawnu
( i  i j u  ~o •« v  v »  j  r v n

HSMjitinfttmg tuiuimTRfJisMujitatRittitnfigfitiiHstnsLtJitinfis l a  

5sHis{uSgmci i  njtfJmmtfiHSMjHisfismgtuljR ttSatRfmmjftfss 

ttStJtGmnRamuusimSiss ttStiiBsmcuHstTriminraBtinstiraMraa
>» ii I m  n

HtoatitnHGainGHfiiRtBtyiHtutiSnimcusisInaciciR i  friRiinRumw 

8i§tss|fnatRHiGtu5fTiftns pMsraHRtnsmcinifniiriinfittnfii3raMsn 

IjlHSRUnumnmGRRSR sanRtnBiSEUHRraMMRHiGRMlti BtitnSmsl
1 «=» - o  n  n  «  n

tCItUHRHacmRtintllflHtanmUTlsitxil (Some cultural taboos stand in
the way of creativity. As noted above, the creative process is not 
always visible, and time spent gazing out the window may seem 
wasteful and might make an individual appear lazy. Playing is seen 
as an activity for children only, not for adults, and pleasure is 
considered unproductive and inefficient. To be creative we must 
rid ourselves o f such notions and allow our minds to float in a 
random fashion sometimes, to see figures in clouds. O f course, this 
only works if you have done the real work first o f filling your mind 
with ideas and information with which your mind can build and

create when you do let it float) *1

- guMgnjitifgnlujGHHtmBjiinRarfBBJiii mniJisLwmiucjpitHtiiglxK 

tc^tiisimnwipwinitm§ts
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tjlSiSjRtfh *1 (Another cultural block is the idea that problem 
solving must always be a serious business. Humor not only 
relieves stress, it can also unlock creativity) *1

Environmental Blocks
- fttissifimntjjamlfl BbnGMuifUfiuBminamujTiHHmHmiiJitmBmfi 

usranamBUilfi i  smRssa?gT!rn5glHRt3iuiHtntiifiii{Ens tsitncu 

fi3 iflB fl t S T R H U u U R n  f 113 ̂T1T fi f t fi ul H T HI tIJ J H PH t G fTI J t u H It ul S T fiTI tu u nnLi 1 LJ «=• L»u ' u  «  o  u  u  in

Htu i  tBluntumra^iBrni BmtritmmmtntSwtiwnfiHisfiBRtsmi urns
v  ^  n  •» s~i n  -v i

tRHtiRHiBnritiuiriRamBplRijfcittii t  cjRtRtitiimtmffiRaRttmunj 

fituiuwtR tuim53Ri{SRSRuinucuraMHRiuriH!lfig iSEUtfnntnria

MSt3CUmnHlmRff19BtmsStnIinamrj?IRRanS') (A lack of trust and
cooperation among colleagues can short-circuit creativity. Group 
interactions are particularly vulnerable when members of rival 
groups are thrown together to resolve a problem. Autocratic bosses 
and those who provide little or no feedback can also hinder 
creativity. They may value their own ideas and not support those of
subordinates, blocking contribution to the brainstorming process) *1

- tsiwisRinss tfjHijnBfatimtuiftuifn stimniLMmiSRSRttiiffiSgtns

 ̂ nRiRjitmtutnsSfitritsjtu i  RiJci/its§fnmRRt^mtJimfmmniTtnRG9

ni i  GSRinjwHiBRTRHgiGustmsstinmiGni stiSsufistmimgMTs:U Li 1 (VJ -o  in -o O

tiui i  tsItciEusiisfET tiRTR8iBtR?fnrausmcutlnjfnciM86mHai drcstR 

tgRiiMUGRR tdtumnnjGRfnRmarii msSsmsLtJRmdimRinthmwh

UtfR yifilRClStlJHtJtiRtmgtg (In some situations, groups become
merely a rubber stamp and approve ideas without exploring them. 
This block may happen for two reasons. Sometimes people are
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afraid to speak up and present opposing views. At other times they 
fear jeopardizing harmony, so they make a decision that satisfies

both sides but that is not the most practical or realistic) *1

How Can You Improve Your Creativity?
iGttBfinnMmnigtuljfiitiMHn

9. (Believe that you have the ability

to be creative) ‘l

to. tsifmumiHtuiTURmdimnTicinmwHn tftmwwialtnrownRcmtm (Listen 

to your hunches, particularly while relaxed) *1 

tn. stiRSRnj«HR (Keep

track o f your ideas by writing down your insights and thoughts) *1

d. tStytgtHim m m m uM gRtns

RICiyiJfdtjl (Learn about things outside of your specialty to keep your 

thinking fresh) *1

6. ttywfitttgfniHHtDttlimfncubRti i  m m b

RlJttlJ (Avoid rigid set patterns of doing things. Try a different route 

to work occasionally) *1 

e). tjnS fniftngmtmsfnnLMtiJJtiip fnmtytifn

nf filtRfltjlWiafnn fllriSimi URaR (Observe similarities, differences,
and unique features in things, whether they are situations, processes,

or ideas) *1

ct mmiingstJMRHfnciGmtawHriHstHstjiHRfisini shttfEMJiRgRiinmtsI

t{RlRtIsgRttSS(WlU StitfltCUh tRSW ygURjanR|S (Engage in activity at
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which you are not an expert and that puts you outside o f your comfort 
zone, such as tennis or playing a musical instrument) *l

& m m nnsnbw ngfnnnfm s thntwfafanyfnngihgjimtirntuhi[nft{3tu *i m

tgtHimsjnjiwranmihmtcuhtfUjhhfiris stittftmtgmticuetfyiwim shtu-
i

tJTIR (Engage in hobbies, especially those involving your hands. Keep 

your brain trim by playing games and doing puzzles and exercises) *1 

d. ffi59Hi3 iBHjnSfiJlHratStE^EljesraWHfi (Take the
"  u

other side occasionally in order to scrutinize your own beliefs) *1

90. hmsmntuhtStisg *1 fnncumwQtituthfiHn sh

ucmmfiHRRaswjstlfijtii shuatm tm sHh ttinjHsmmHiuiHnmasRHis
' a  Ck

fnntgyj^fi (Have a sense of humor and learn to laugh easily. Humor 
helps put you and your problems into perspective and relieves tension, 
allowing you to be more creative) ‘l

9 9 . m tpm sm Rm nujm tinufisiu^m  *i m sm ^cunnhRam gLulfi^ihfnjnm

gitjGtmsmnunStu yfncimQWHS{ciHssgutijfiUfijiPdyj (Adopt a risk-
«

taking attitude. Nothing is more fatal to creativity than fear o f failure 
or resistance to change) *1

9lg. GjBfiltitna i  Git^eiStamsifiiitiiifitJtna tuituHnshimiSnifi (Think 

positive! Believe that a solution is possible and that you will find it) 1 

9m. GnUimmRSRttinUfOJUfdHfithfdflHfrin njitusnutfisfl (Turn your ideas 

into action; follow through) *1
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#  Sfo5$5f3£SS8$5 Summary

- utQtinfHsirrcttfutfintntiis ttJcuRiHftmmtnsStiuns 

Xfintu fUMStUMius mig[UG&mnniH3im[unmtftmLu % mn *• UCIP 

sauaimsst^maltnnjcijg^tuiritisnjRftfitamslTtujmGjusiacugtjCU 

cu ipriti i  umHiBtBis{fmaitnsmufitJTistJimwausumu tiJitutnu 

tBHntinRaraHstuurm stiumuurnittftmmifnHtfiasH'itiifrra aamitiiMn  in v -  in tu

ynsItCinJtritnQ (Problems are disturbances or unsettled matters that
v

requires solutions if organizations or individuals are to function 
effectively. Problems become evident when expected results are 
compared to actual results. They can best be solved by following 
specific steps beginning with defining the problem and ending with

following up and modifying when necessary) ‘l

- tmnfmnMtsfifihitiSfi tsItncuttSiamftTSMnftjntimtijnHMfiHfnnL»U C1 Cl Uu Li C* V*

tJt3uuns{Eiritiiaisi i tnatngmgta uguninfiny^ttpa ttfcumG 

HiaruM9fnntSHttGfnifatJHGfiGicij8a unamiaii ifaBnEanBOfuncLj  t p  w n  *  w m c * n  n
v  i

maaafiSttuTisffiTira iSmfJtnBmnHgiaHfianfncifn i miGitni min  V  Li Li| c«

nmnjitfiniaitglScijfriiMtiGGRHmtacijjriGggcutnasiaHMgi fiffulja 

fjs ia  t  tBtymmtjiHRGiGii§uiauj5gfrin HRRifmncujaiRfiiamsymta

tigs-Eigs (Decisions are needed when, we must make choices
among actions, opportunities, or solutions. There are several well- 
known techniques or tools that can be effective for making 
personal and work decisions. Decision making may be done by 
individuals or by groups. The goal o f group problem solving is to 
develop a solution with which all members can agree. Negotiation, 
discussion that leads to a decision acceptable to all, is important 
To be an effective negotiator, you should try for win-win

solutions) 1
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nmMmsHaiRtimnSisymffiutmimitriaRamGuigti ' tBnnjicugmci 

tram^as?StWTistfiJitiiM8istfiHuiRri stiS i  raag ibH w m m aw m s- 

nwfjrramcngftjljR maimtiffiJifiinji amififuMmaeicms'is i  mi 

mBfiliawrntiraEificuummsMnHmntgujlEi maimirfumawnwGims 

ttjlfiStmUMWltJS StiUREU ancinniGtljaiSS (An important factor in
I

problem solving is creativity, the ability to come up with new and 
unique solutions. We all- have the potential for creativity, but it 
must be nurtured and developed. Innovation, the end product of 
creative activity, is vital to the success o f organizations and
individuals today) *1

Rsm gjulfim ngtistitjstjtm s ttotfi : RSH/gwjs: milJ|j8tagf\ya:tgi 

itina  miwuisRSR stimntytitj'm i  RaRfunuitftramntgtuljfiiriGtfiEi 

HfintufititjiitHa ** at^nmmBmmSRR8EiSHmmHiui:M iuaRi 

t(RjHsatBHji|ua uitiRuiHmitniBis m nsatnunutu ifm itjitgm a

(RH BtitGfinflJRRtUlMHJR (Creativity involves four steps:
perception, incubation, inspiration, and verification. Creative ideas 
can come from many sources. An employee trying to get a new 
idea through an organization should be prepared to persist, develop
a coalition, sell the idea, work as part of a team, and share credit) *1 

HR(RU(Ratt3fum9atinttfiirni{UR9fiGRtHitatriSR3mg{ji|ti (RfHann 

m im rasM m m sm ntgpjtTre i  guwRnritiihmsRaRtgtulRmma 

tkanrism iRR gtiMRnntitifGR qmgfinntfEgRfujGH saguM Rnna 

tgmTiMis t  HRmGHafRmmjtmatjUfGatutyHRfgjRamgLulfifiw 

s s iu m h r  ttJitnGim §HijiHtiiaai3 i^ t t i HmnGtnaRamg(ugR -i m i

RRlgmafimtfi[uiuritjamit3t(G8 aam im nSianm afiniiM siattii
(Supervisors wishing to stimulate creativity among their workers 
must be aware o f the myths about corporate creativity. Blocks to
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creativity include thought processes, emotional blocks, cultural 
blocks, and environmental blocks. You can take several steps to 
develop your own creativity, starting with believing that you can 
be creative. Thinking positively helps, and following through is

essential) *1

x x
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•ty e\ ca cxx

S esIsS ttfil& SfitteiJ

Working Within Organization: 
Structure and Climate

------------------3 c3------------------------------ C 5i------------- -----------------------------------------------------g 3 OB-------------

W hy do organizations have structure?

- mmfdSsjuedfirmsHUi SihBmnsBtMfftiHBMi atiHawiRfcmnmmdnr»«s» *>■  U 1 I t J  c* e*

tJitres i  fitimnSttjWftnuaimsmjiHtimnmBffiH tifrmtifncitunHUJ
U  «=* ^  «r» *<4 C l  11

ttybtgjRiGmfJHSiuMmusiaistimMiugntipnitutitHPifnjtriJ atigw
1

HcunGfnfvrii *i raHstnafGaifiJHSiuMfintJstg tmn-HRaaiiRtunnyti 

tgfntjalltitji miiniiuMtnriR-HntnaHss uammtjiHnggcusMm^w
L J  «  o'  cj M  a  u  l  L»u

rmUuHtonmitJcmGSTtnamnsia wmGSrrnHtifricuriiigTO tfiatiTtn?
11 U  «  F t tU CU

afctnaumrmfc migmfigamfibtfawjmR shHSMjHiRtdjmgjRtihtdn 

mmwHSW'ius tdnJiuRmt^miuSgjTintimRSjuswjtGmjtJiJdiagi ati 

uam aaffrunajitnnjfrm ju taltfigutdgufnJlriJtaisgiHgiygjtnafriJriafij 

tS m gjb ln i tditnHR}putR^^{ps ^

(Structure is the relationship among parts. In the case o f a business 
or other organization structure helps the organization divide its 
work and delegate tasks. Without structure, you and other 
employees do not know what your jobs are or who is responsible 
for what, resulting in frustration, low moral, conflict, and other 
human relations problems. An effective structure also helps people
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avoid duplication of work and delays that can happen when work 
must be reviewed by numerous layers o f management)

tnsmtjjitntuiRHtRJ tfintirmninHUj tStyujuQjGsiMHsmfiJMiustsis

n  r>. e>

tfiiRtuifnci ScuGHiuMURSn fnmtnniHRHRBtis satsattfrummiR 

tfilHStiiiuMHtifntiinBffiHgiaHcu *1 ttJituEinnmtntitinjgiatssjtjimtns
v* v  i

satgrnififaynSiytJturnljtnsitiSgfT in i  ^uaR iasm $atg jti9R na 

tmGRiim&riGatftHwaaRaRtjs tfiufutfiatfutpa mnnatglaaiGaiMHa 

mi us luitunpunumun autGRHajnmitrii{RULRi3^R?iria?ijtBujm§G 

^jtnaRinGyjgR at3tBtyt|raRu5jtnss3iu.njifj GimsRigJmigdjinfinj 

tRatRtnaRiitjiMuifiRciuutffii i
oj n

v

(There is no correct way to structure an organization. 
Notwithstanding, organizational structure will affect productivity, 
quality, employee morale, customer satisfaction, and, ultimately, 
the success o f the entire business. For these reasons many 
organizations study their structure on an ongoing basis and make 
changes to boost efficiently. • Increasingly companies are 
experimenting with radical new ideas concerning structure, 
attempting to flatten and decentralize control in order to spark 
innovation and allow a more rapid response to changing market 
demands)

tijituuBRRtji tcuiR-HRHmslRiJfinuaHtams GtansSamGaiMuaiufj«  O .  e* r\. «*• n  e*
I

wiuaaatitutnriR-HR fljmnnrasijiifnann tiiatasigltgjRmiuisHatuu 

tas aatiratcuiR-HR^jracu aRtRRyuftglmuumfjynufuwiua i giuig 

wsiamfjiGaiMuafiriuaRijiGtriRtaRimnTituCURtitais ttuiR-HRRitR
n e >  «> i» c j  V

tutuHa lamfnBtifljtnsGjiM i
(Regardless o f which organizations you are involved in, an 
understanding o f organizational structure will help you function
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well within them. Additionally, such knowledge will help you 
understand and adjust to organizational changes. The heart of 
organizational structure is the chain of command, of which you 
should be aware and to which you should be sensitive)

What is the chain of command?
- itsmMHsmMwius t^GHfntgft^smSm^t3ts1^cjt5aimsfnjuqTi i  

Gtnmsmmrm StjigwitMtt3njnmm§yismjHaffisfHcimQ xtfirmmni
= }  1 O  V

suintntn ati8fitnagjftnagrii9jipi9l?njtfflHmJiHtDatitigtBnnLHn0iu 

*i HiunOTimSHnnipngMu^n tuiranLHnaHm9t5miuqptflJMwnii 

sbdnjnBHisdrtugtunfituRsiu4! nfims 

tgjmnh B^mamiuqjiigJtnamSm^ltitalfjtttiinttSn rinmnsjrfmn 

^ftram ti^tifjtiftnfiatJitipam tciniM gtgtan titnam§nfiidiai^ipH 

IflnnnantiiinHnfnHiuutintin i
(Organizational structure originally developed around the chain of 
command. The chain o f command is the direction in which 
authority is exercised and policies and other information are 
communicated to lower levels. Authority begins at the top, and 
each level gives commands, delegates authority, and passes 
information to lower levels. Information and requests going up the 
line follow the chain upward. The idea of the chain o f command 
developed in the military and is prevalent in today’s organizations. 
It forms the classic pyramidal hierarchy, illustrated here)

- tnnn-gnigllm m inm H ts^m afnm m ri tiritujnfigfniiutiigLmujaQj 

wgmtimmsnLSwiwMgRiputptitfinjtnsiniti i  m nm inatim ifuti]pm g 

mmsssiiHiQmhusm^ssfunTiRijgmngatJifitaHafiyattHsw} i §mw 

HmfiBBtflnnnnn-gn mguBtwGsfrijt^utunHtiJiuRutihmMfgfrimms
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RR»mcffiusistnncmfEinfd3 ia tuiffiH3 tflsn5 n3HnLfiULRaiuwtnrm- 

Hmslgtmi i
c*

(You should respect the chain o f command and exercise great 
caution in skipping levels. Such respect and caution will reduce the 
potential for human relations problems. One o f the few occasion 
when you can safely ignore the chain is in emergencies or when 
time is crucial and your immediate supervisor is not present)

Who has authority?

- tsItnnj^usH isfnnRstM si^gin sbrnnwrawicn mtnsfinustmstiu
VJ  v j  u  - o  u  r v  V

pgsmiratnR8ib i9jv39 0 tiRinfsftMGRMi[HGGfigitigjitii i  ggitnttin 

: tuwatutfuin-HntjiiptjisiRHtiiaHtn ftJnjffiatiRcSnHmSammnnR- 

HRH8jnmfiHGnMt[Ht3GRfU8i35giagjiranviitiinnajHtu{g sa^Rfi 

RaRjuRtuRJUMttiiin-HntnagitiHfjtaistg i  HtunGRURiitmHGR
I

wftmstifimmss tRftm^nglQjugtunRiHtigiuTjitt *i
(As organizations grow in size and complexity, their heads find 
that making all decisions becomes increasingly difficult. For 
instance, if  you were the president-of a company with ten thousand 
employees, you could not possibly make every decision necessary 
in a day and supervise all employees. Authority to make these 
decisions must be delegated to lower levels)

- mitemfranHiunti tfttsm m gtgjtitnym gtyti *i inwfflnmnmtiigftnB 

msmmfiimHRtputpb^RSfdmfa^us ttSmHRmtitsstfmnggcusw 

^fgamnGtwcRM ttptiQRM sis^ muBtmstjiftnBtmtnlfrtii M1U3 

Hfijmi "i tsIintutdtiJHamijRamngtfafinwtiHGQRfasis^inftnsigt^

ttJimygwmdWHiSRLHfigiutjiti tnssm thH tim m m s^itnsipufiifm  i
(Two forms o f  authority distribution are common. When authority 
is closely held by those high up in the organization and these
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peopleware responsible for making all major decisions, the 
organization is said to be centralized. When important decisions 
are made at a lower level, authority is decentralized)

- Htjjmi stilHgjfnr wssiiafnimwHjH atitjtuihjfj *t ggitmofi: hsUii 
namigni fnHrauĤ mJHiGtnsinRtigfnngsnitji Hisntuifnntiiticu
IptigmsasiaHM i tjiatastslisjR HRgmgamgtiultrinmjfis tfiniR-

I

nntiggtutnaaifnramsHmum t
- o  U  V  UL iJ

(Centralization and decentralization have their positive and 
negative sides. A centralized purchasing function, for instance, can 
ensure that quality o f supplies remains constant among locations. 
Additionally, buyers o f large quantities frequently receive 
discounts)

- RanluBiuHHtijmrKtji ihgrksilhgsr tismfU(RfG)3iGtg]titSmritu t 
fiHiGGamraitituiipsfjamiiGtfiiGnnmfninji tgl^jLRURtHRtSHRjjm 

tptj fiaM9jmiSstgtMGgM^HGBnfpH9 3t5HafRmH9ttJitii3aat5 uJira 

uRSnnTHEigiu t
1 e i L i

(A drawback to centralization is that decision making can 
sometimes be slow. Reporting through several layers of managers 
instead o f making the decision immediately and acting on it at the 
lower level can take time)

(pagiatsisiuttncutiiHstnssffnnGiMg gflmmgtjmnmwGfjMttpti

GRtuCumsTUMgfnn i
Cl L i  C>

(Sometimes decentralization faces problems from weak managers. 
These individuals may not have the maturity or expertise to make 
effective decisions)
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*  s g g g jg g jg g g jg  j g g ^ g j g g g g g g g g j g g j g  ?
How many employees to one supervisor?

-  nsstmtun tSmHiGTRUTRtiuhtiHiam&gfnmfrmHafJiHiR tfiGHRi
U  1 n  L i  L i  L i  e> I V J c *

tnsBsstnuci ® la sin unRuri togaiR t tismtu HiG[mj{R»URCUR
trestjiatasraRm&mntjitiStiimHaiuuRffiRtnsMHfifnntGfnnEJitii

u  u  u  i  n  » n

iinntjjttjim m iirijm rjnm fiHisfantinrtw tuJtt^m  i  imstfrahaturm 

uJrni pM B ithnnn-gm Sm i^M itjam afaG  ttinn-gfuynnfltfitnB

fnitnimatRMtiiwinj ttSm ^pu^H SftQ fns irBr i
(The number of employees that can be supervised effectively be 
one person generally ranges between 12 and 21. More can be 
successfully supervised at one time if  the employees are capable of 
working independently and their tasks are very similar. However, 
the higher up in the organization you go, the more complex jobs 
become, and the fewer people you can supervise)

-  itifitBR iigm riB ig i  itidtB: 

jnujntu uBr tim ttom sm nm sihufnm ss i  iuhbbib sfibS tsm i
• / M S  U 1 - o  U  V

{RRtiafijMHiHjtaisjg tiamnimGunmtugjtriatjmriRtirnTHafRfrijaii 

uucinmRtiaaaGlntuRtui: *1 URSRjfiGtnam iHtuitii saHBTRftnatRtnu
- v A i n  e> 8  1 m  v* dj  u p

sniHon tiJitu£tnimiH8fRmjuiicuiu£ijiRH8tnsggcujtna aammafRv* i n  h u ^  1 0

mitniHacu HaggtutnaafmitRRtHf 1
M U D  U D

(The number of people that an individual can supervise is called 
the span of control. The span may be either tall or flat as shown 
below. Not having the appropriate span o f control can sometimes 
result in behavioral or performance problems. Employee may feel 
unnoticed -  good performance may be unrewarded and poor 
performance may go uncorrected)

- uuyitninlBnjtnnn-gn imtsn^nfnitgnfiBfijmMiBnn-gjR Rttft

HnntemittiiSjgm^itiwJngisgjtjniM ttmn-gfi i  RiintpRitifitBsHTts 

xf^jmRtismsfGjiugHitjnuRnuRM tp^n] ttfimmSssiMnitiH *i
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«sH5tuCUtjisgsnjfriit3i!mslfi3Myis mm&imnmGfiStimJinjfnatti
I V  u  n  n

siatg ja  i  HtajitnuJH ffitanjjnGritpRi^tsfTiijflRfiaRj m nnsislaa 

mnfULtnMUfiEUR "Snai" SjtGrnffRRniRjsgliujm itrinuHHRu'ta i  

fnnBtjiHntpu|patii88M tt3cuuaHafRrnitnmtiM8atR[MmcmjtiiHtn
u

msms mSrnTtRtinafijmjtriimHHRalsdatSi i  tfiGmntciEmticuHR

HRaitasSaHiaHtimGRaRiitJiRlBffi u fiK jm H R im afR R iiaiicim m ui
l  9 M  f u 1 o  u

tJiHRastuHomnRtJRUjanaiRiiiiii atmcrrugfini t

(A way that you can broaden your span is by delegating authority 
to others within your group. Broadening the span can lessen red 
tape and increase morale. Individuals allowed to perform higher- 
level tasks fell increased job satisfaction. One way that span of 
control could be expanded might involve using “lead” employees 
to oversee the work o f others. These could be senior level 
individuals who would continue to perform their work but who 
would also monitor the performance of others. While lead people 
generally would not have authority to discipline or appraise 
performance, they would be given authority to direct work and 
give orders)

tuSaiuicinR-HRGSigRintiiHiunGmfjtnnR-HRtnattjiRSm tarm-HR

{RfifitnaafgmRgBtiLRURtaagitiHM "i HRgmgi»ttinjg8njH[iniG{Rf

tRtiiEunR3ig§ atitnauMtitGRiimiTMUfnHfiaigStmsttii i  tfomtasU L> u ~ » .  V  «=*

tui uRWRttijatgjRtRftRggtuciRtriaFimfifunRiRtnaiciagRfiHRiRa 

LRaifinjggniHturiGtas i  tuyaHisafgaiRgabtasig imsmsgaiRgaa 

jhRHSMjBRHaaypttnajtjiHiGHnaunTi t  ujsuatutnjiR-HRtfiHawj 

RIRtBtliggfliafHnmGtBS MBMJtglRlBHR[Rtj^mUMtnRR--HRtfttR 

HRiHRir^imMtciriR-gRtocuBjiMngacusMtRjBiuMtctrin-gRijJimg 

*1 UJWatURRlRHatjiaUICUGJlMig fJBtiy§JHR[RU[RiJIUEUt[tflR-HR 

punganjsM ^jfStasaroriRttn gifiasuHatGHm tiig ttuiR-HRimuicu
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tftmmtflOTQscuBWTfiJ st3fimgBtssaraHmHmmifiufjtcinri-Hn§i 

tns53iuuti?iSTiHt£3tujriQ;gtg1tns i
(If you are your delegation of authority successfully, you must 
communicate fully. The person receiving the authority must 
understand the new role and be willing to at accordingly. Likewise, 
the other employees must be informed of what is expected of them 
and of the person receiving the authority. Without this 
communication, serious human relations problems can develop. If 
you are the one being given such authority, ask your supervisor 
whether coworkers are aware of your new responsibilities. If they 
are not, suggest that your supervisor inform them. I f  that does not 
happen, you should probably communicate this information to your- 
coworkers as early as possible in your new role)

How does communication follow structure?

fnHJBBiMHSiuMwiustjfmi raftns^finatut& im wtiim sm racrn t 

mjptEmiJOTngtintimusmssfswttfIsmnsstiswm fntstfitmsw u 

tsgw stigwttflumusdtntij *i
(Formal communication, communication that flows up or down the 
formal organizational structure, is controlled by the chain of 
command. Organizational communication varies in the direction it 
flows, whether it is one-way or two-way, and in its chance of 
distortion)

SMSfiJ 8© fn55B!s5K©fn5SSd©'3Rd©©m
..................... f t * "  • ‘ ---------- * *

Direction and Distortions of Communication Flow  
- islLKusinusgitiHH mipjjuragingagimBtnsgwitJlmiBBnpH ti

i[mHtd[atwymHfsjutiyTitu t fniu^twragifigbtriHgMttJlcitiuBsiiniH

RtJifnipiHUigiRga an
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mstgfis'ititLmH i 'stHamfjmjLtnouuimn9t!EnHSMi^mc5t3is[fnH 

ssstjiGHfnHiSuGtji rnsrafi RinGRwimtraBtirn tmtjRtjsSnStintfrmj-
V  u  > I  O  V

stuntntu ipguip tMjftfiltnnm tMjftfilgwuH fnjfJssimHgjfSn sh

mnStHtm■
(In any organization communication will flow downward, upward, 
or horizontally (sideways). Downward communication is 
communication that begins at higher levels o f the organization and 
flows downward. Typical forms o f downward communication are 
meetings, memoranda, policy statements, newsletters, manuals, 
handbooks, telephone conversation and electronic mail)

mi|p!B3mOTn9l3mH0MtfflntiSt38tifnH Hrotnamittpigratthracmi 

i fnJticui3nJt3ttiguyisgtnt{ps iuitii5atnaMnMifii 

nntijnjncifiHnjiHiGsb3x5§]int5 ufiapaj i fiitixanoltgjtt tismcu mi 

ggwtnsflrinfcttpstnfi 

tcufdcug^fu ‘i
a

(Downward communication can become distorted for a variety of 
reasons. Long messages not in writing tend to be forgotten or 
misinterpreted. Furthermore, sometimes so many messages are 
received that a communication overload results)

Rt^fnjptw tuginstJntiR- 

SnRLHRgiumfa^uatglmsHntpu^ginsfa i rnifpLwtHgifisfctnH 

0MtSlcii|fnHtq[titf5 HiBtna0L066ifnn5nnnmim} muifcfifi ngfufi

u tjiranatjnjHaRiiMa i
m  Li  c»  n  i

(Upward communication consists o f messages that begin in the 
lower levels o f the organization and to go higher levels. Upward 
communication can be in the form of memos, grievances, 
meetings, attitude surveys, or suggestion systems)

nkragiarnjfpigrofltilfli i  th 

mnnmi ugffimawtgmigwnRtnatacuSsmgjGfitnatms tnsufrini

tfiTif {tjifnmfinjnnxi:
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finsmnsfd*■* i

SnS43saMfiuHRsifinnanjEnSnna5scyHn9j i
(Upward communication can also become distorted. Frequently, 
subordinates who must deliver unpleasant messages misrepresent 
situations that they are communicating for fear the receiver may 
“kill the messenger who delivers the bad news”)

- frugsifieshfnmsfmcuntii' J n  in »-•
SB psiR tiw ius t  nRHismrnssHitsyisgLHiitJimiwssimHsisSr) 

mncnonmum Rtsrafl m;tjm3nRlt!fR'tf mnSmscu *i ssinsstasits
1 U  U  | U  I  U  (U " O 1

V

issRH iG H iam im n^tui tsItnfmticufmHiSHSsnfanriM s m is :u
cvi t J

{fjtinussMtn utnsRiinaM s i
I  v  a

(Horizontal communication occurs between individuals at the same 
level in an organization. These messages can be in the form of 
telephone conversations, memos, meeting, informal gatherings, or 
electronic mail. These communications, too, can suffer from 
distortions when ever messages are not clear, perceptions differ or 
attitudes get in the way)

-  — —  ■ .. —  — — ■ - ——

One-way and two-way communication
- mjgmngsmslRt3fmusHit3tjifnjssiPigst3i]Rgfi5 u  tggftf *1 RijgsiR

e*
I

ssti&Rg&j ^RRtgjms1 tfm j^ci5R is m ii|t i5RUfiHRggra t ggitnmfitfti 

tjiRcuimuiR tiRiim[vijsmHHit(j t  fgistftrmgsiR9stivmsMHim§§j 

Hisucm m ^ra5Rfi^JwstRt{U[]^Mt^mRnriu ttfituwmRf'nnsnjRiui: 

inuitfim  tiiratMniRaRiJtJtSR sbRiyrotfiucmtjitmRmRf tfimsstgl
u  u  c j  n  u  U u

tgjfi R1igS1RgSi3vlRgMHlSR11R[H1HRtinl5R1stRRGu[t3HRt§tEiltU£ini

tfitnasmimnn abutntnsim itfitiiRutjiHJtjtnatm sig *iv* c* in Mi l  M w

(Communication within organizations is either one-way or two- 
way. One-way communication takes place with no feedback from
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the receiver. Some examples are memos or videotaped lectures. 
Although one-way communication can present problems, it is used 
frequently because it is quick, easy to generate, and orderly. In 
addition, one-way communication is less threatening for the send 
because no one is present to give negative feedback)

- fnjgsinQ sm ssw  StiimiBmngBrftiromgmnSmmi i tBwhJimr
cu

o '  e  e

tmSaiiiSatitmoMmtJim piGHmmjssinss^umsgtnsnjntuirtpHtRf 

Gjiwnnwtjiu i  gfiggraflrijtamBtgmnSmnu ttnmgm§ttint8fiHJ

(Two-way communication is communication in which feedback is 
received. Although two-way communication slower and less 
orderly than one-way communication, in general it is more 
accurate. The receiver of message is able to provide feedback, and 
the sender is able to evaluate whether the message has been 
correctly interpreted)

&
How else does information flow?
- mjaaifiSatitfliltifmi iiiJiitnnQtafmaaingatiHtmfljtttdJn fdnnrin

mstgjt3nt3fjius i s[H£tsm?9mnsstimtnss tJignngffinnnBfm
«

stmiudRHiQtitu uu^nflcunysnsjutitgitiiuMMiSa i  rruaauisati

nrrtfiffniHBtStnHJSiainSatitifTrmaistg tmamHlSfanimltnannliJi
U  cu «JJ U y  ^

cnfijGtnHfnnH i mnjmntitnrimgs HianjRcintttfrltiifnfHismismfi 

9Si3nHSfajfint0lHswjfim9jEimRnsst!nRtris umnjsjmsjj? i fi 

BiSH8triitJn{pa6itjnuuRtun atJHRpjiRti i gniHajptitjitlpa 

tnatGfDH BiJtipunMmfijGGiHinnmas teiuiRnitfifiHiatniQatnQa t 

tgiirnititunmUitn tthratmiiRfitnawgnmHBHTtiqnSjjtna fijR}tnat§
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ttgtiifiim futiptfig i m^ratfiSmueiiaTius ?nnn-

Hnmnmnm?itHffnjfi5gmuriitnrin-HRtns?nHlSis§ tgSjS^tsjifari 

itims{RH^ffny ttiiti5t{Su^fafi^^R^ninHiyHCifi atifniinmtnigiuM

uinfi-afi i tsltncmdmugffintfismmfinfri ggnjfniHurmiiftntiEimi 
gmngatimttgM ifflniijnHt^titStnBfnintiM s uHSHisfuSsfrimfi 

H ratppftflS^jnfipm m fU G ow inngtBstna i
(Informal communication is another type o f communication that 
occurs in organization. This form o f communication, the most 
common type, can either help or hinder an organization’s effort; 
Informal communication does not follow the formal channels of 
communication but travels through a channel often called the 
grapevine. The grapevine is an informal, person-to-person means 
of circulating information or gossip. It serves several functions for 
both employees and management. Many managers have learned to 
respect and even use the grapevine because o f its speed. However, 
because o f its unreliability, it must be used with caution. As an 
employee or organization member, you can satisfy some of your 
social needs through the grapevines, clarify formal orders, and use 
it as a release for your feelings and concern. When employees feel 
that upward communication will be threatening, blocked, or 
ineffective, they frequently turn to the grapevine)

- ticm m fjfnism R9saram ss R tjim nm am ssfm itm m cu uttiMtnwin NJ M #  U U|| M u

turn SMHtHtBfi usfjgifcifwa i  fnismriBBtimHitiititntinmmnretnHI I tl «=* -v» 1 Li 1 \J O  U

m rm  R^GfiyiJRarniticu^jgfmnjGtjiHfnnH t  ttnmfJmwglJfnitJfi 

T{mra8wntnsmnnBtgitit3ait3r TaimfminstHistasntimnBBBHBM!Li l  vJ m  ll I u

uQsSBttifumsmjinnslRtignras t  iiJiraMiitnmi8mn9BtisnB9Mt8l
L i  i i  un -vj  «=* |

niwBsiyriH tismcutnatuntuitHSBjiMtinM tuifflmnnnfnigsmsBti 

rnBiwttflmunmgjatEu fiimRnnutnsnjytuitHsnn tgiimRjHBiB 

HinHmnflvnamntTnutitJifli *i wiafncuuma? fflftEiuitst3M3isiuwM  M IV I
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urrrinafnismnssai^aHSMj stiHaqj *1 mnjcOTHHinHtnmgjbtsI 

(puMiusoiaHM mtmojiR-HRmtRtiiEij sagstutunsJMmatitummfi 

sititicucy satifumyifi i  MHjutijgsatniiR-HfinarniticuciBtnasM u 

Sa{RH|Rf ti3mMRnaftnafncit|]nt|jiuirnnjGtnHjnnmas t rrbib 

tntiuHtuaaifiGtRftjiatimcutgl RbmnjGtnHfnfiHias mGSjGiRfifTin 

tuH iRRiitRRLHffitgjvilnjmHnRaaHiGtmsItnasgjm i  tmutfutfi 

'hnatm s tijtunjutlRRtSRiJSGgaiRsaaifitiHafai Hanarai mRSfjisa
m 1 =» | vJ I vJ Uu U nii u

vitatti " tRRratinm nmHfRinassuratg ? ' *i TgrmticuyiamtJutiRRti
V  U t i  L i  u  Ki 1 t »

gaifigatsifiaHaq} aa HawjR Gttuis^agsgl *1
(The problem with grapevines is that often messages are distorted, 
exaggerated, partial, or even totally wrong. Grapevines are the 
primary means for transmitting rumors. Also, the chance of 
misinterpretation increases with the number o f individuals through 
whom the messages pass, as shown on the previous page. Because 
downward communication sometimes ambiguous and upward 
communication is often nonexistent, rumors too often occur. Such 
situations are fertile soil for problems in human relations. 
Grapevines exist in every organization, and you should understand 
how grapevines work and respect their potential, both good and 
bad. Be careful that you do not contribute incorrect or 
inappropriate information to the grapevine. Information can easily 
be introduced into the grapevine or garbled once it is in, but 
correcting it is almost impossible. Probably the best rule o f thumb 
for good human relations is to ask yourself the question, “Does this 
need to be said?”. The most valuable asset in human relations is 
common sense)

m H m ra^an m n jG tn u H in u sih tss  mmSgjtnpn-HRtGjM ^nufrn

tllS T
(Understanding the grapevine can keep you out of trouble)

msaituriHinHiGtuinssnmRjGtnufnnHtnatsistg tgisutiimtsBmns
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tSitummBtnHH'ifiB sbntnRstitjiwmomw i WHratHRmmsRimfu 

nungam ^cum -H m gl^jH n^jia

timmmScuicinn-HRtRfdcufiRHis^j ti/iffllk^fresitmfiRrRjiRiJ 

MHififiasaiuMinnn-Hnss i^  «=* cu c« rul xJ

(No one can hide from the grapevine, even though it may know 
only part of the truth. Our reputations are created by the grapevine 
and are hard to change. Watch what you tell others about yourself, 
choose carefully those with whom you share information, and use 
discretion in your behavior)

nrims (m n js jm sjjf)  mwm njQtnym fiHtrissm fnngigtsljnsrdtdl 

HltiHis i  HmScut3mnRms5sranHnt3istjiniRriTiu crnTmtusaraS»  « = * C 1 M e *  -o  -NJ 1 U Uu

raatnstmSrfrfnismsfi m reastinm  in  I n

(The message (gossip) o f the grapevine tends to be negative. 
People who consistently communicate negative information about 
others ultimately become distrusted or shut out)

uiunftiRttmitiintiriffimntQHiHmfiHtiinss tatgjtitsIfRUftntisgian  M <=J O  U Li ^  vJ L  in

h h  t RStramrrmtiJtjiGHfn msHSwiraumasiRutrimsttiratjjcitlntiJ=* n  m  u v* i O  i«*  i n n  O

nfitnagtaia* tt?iai^GH?nRfnHgwttJlmwQstuTiH m nH m m sj 

mnmm *in

(Several grapevine networks operate in every organization. In a 
particular network, usually only a few people pass on most o f the 
information, and that is usually downward or horizontally)

BScutiS fimmfihmn5twGnfatTHtjG?f stimmnwgrofcfrnjifi-Hfi *i•>jc* «*■ n  u  r> l «=*

HgwjtnHsmGfinsBaBsntufriuMRBRin samRjMBgitigptRmfjnR 

mtns t  GiRRmuRimtitutcinR-HRtnatnSmgjanssmfRtnnR-HR 

Hs1mmRHRGramRaRijgmRgstimH?GtijRtijimmRjmnHHifiHtssi
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(The role you play in the grapevine will reflect your ethics, 
decision-making skills, and maturity. Mature people anticipate the 
consequences o f their actions and words. Think about the image 
that you create o f yourself before you participate in grapevine 
communication)

What other structures exist?

- rnftrismSmglmncutdnifiriusfrisimnn  C O  =* L/U n  vJ r .

g stimstfiwfiwini i dimarnHnannHttHajncmntnmHEiTGfmi^  "VJ I U M UU

iUMfmuataistmtiJ t  tgisahatimmSiuj maiGaiMHajufafmuaiun«n vJ v% n  e* rw

HtnlaniratMiufimaistg i  njmMHatacutnsitiMsninui3mtims1tmu U 1 n o  U o i m

stnrasu&nijs eitfifiGimitiatltuiMfi uGoifissm TfiHsibttimsItWGas
^  ^  n  M  M U  H  U

rafjtJSGtiratacutns^cuG mMfwHftiratnsM 1■ v* v* n

(A variety o f new organizational structures developed as 
organizations became larger and more complex. The basic 
pyramidal hierarchy was no long meeting organizational needs. 
However, no on specific type of organization structure is best. The 
most efficient structure depends on the size of the organization, 
whether it provides a service or produces a product, and the 
number o f different products or services involved)

- rarnwHstiimi ermmKfiHfmTftJn o w  Liu U vJ i u L n

trmmnHfjfitia mnnitintfiStnlra *i wwaiticutnagiM  ati&jnwimM  ex v* *o

jnBtrattntaafiBSiMBsratnBta: ttim tim slsn j mHfmmiHnmK iLi U v  n  C Li m Uu u

fnitnSngfitsmMHgMiua ttntnm hm jfinji

nssaamtiTMfc t
%  L i  i

(The formal structure can be organized by function, by geographic 
area, by customer, or by product. Large, complex organizations 
may use a variety of these structures, depending on their needs. 
Developing an organizational structure is a complicated process 
and is a whole study in itself)
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Line and Staff structure

- tiJSStintjfi (Line employee) mRnatulffi^EmglatifJRHRintfEURRH *1 

mrmsttinBfitfitfficufi (Staff employee) titiKltutiJsttmBnfmntiJtfni 

BEUfURJl Sl3tGfni(URJlt3ltCUUtTntfijt39 tSlfnHttiRBsin]3HtI55 1 

BawjasHiGtfigmtuaBamtdRBmj ttlRMfRmn tBRURCUR utfiRRmgiti U t) c* fcJ o* | r .  ct 1 n  M  c» | U
V

umBmRnsitiRiJttjiRnujR'u uwtfinBtftej i
o  b  n

(Line employee are directly involved in production activities. The 
staff employees support line employee through advice and counsel 
on a variety o f subjects in their areas o f expertise. This support 
may be in the form of legal, safety, personnel, or computer 
assistance or may involve maintenance of equipment or facilities)

- umit4itTpsjnGtn?itsjhuamfi5HngsifigshTf]t3tiJsttiriBR ati sitinBfitfiin Lj v j n  u

tiRtuR t  ucmtjistglHtuRfri MtnBRraMsttinBRfiiuRcBR Bighstirisl«n in u u i n  v * v *

HlUTlGtjfiBmRCUR^TtGRlIfiHJlRlIRIigjffi 1 SttmBRBltlRtUR BuriRfmtje  «  i  n  J J  <* vJ i n  m  m

tBRtglttuBmniRtiRiiHHgimmfjtR tBmgiRgicnBisttsnBR^tHsfRRiH 

RintuimiufjattinBRBiuRcuR i  ttfim finjtm RBfinasttntu tnaBiattin-

BRBitiRraRHtiiGaa(RitnsBcu9j3}HalnG HstnitacuBiHiunGRaRiitG 

tMGRfJtTHGGRtalRBtBRBainiJUMtR 8ti tRUfJtiRtgltCUtHGRMITHGBRn  u  n  e* e» . -s, U n  n u ni

iu m Biu r w r  1ti I FI

(Many problems can arise from line and staff relationships. One 
common problem is that staff members usually have no authority 
to force line employees to cooperate. Staff people must frequently 
rely on their skills of persuasion to convince line workers that staff 
instructions should be followed. For this reason some staff 
members are given functional authority — the authority to make 
decisions in their area of expertise and to overrule line decisions)
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--------------------CT CC—d ----

Matrix structure

- nsmfiJHStsti t^m nm u^ftnaJtppM iSitiiw iustjit^ps tticimaSmipa 

mnti i  unmssiBmMHStsti tftniRmmfi}tnatmtrTltfttjiiG8i«Hai r \  c ?  *vj \j Uu n  o’

mnti *1 iGaifaHatsti t|upH8ft3aMjfii^G8{fimj3ci3triaaf6ain]EnH 

tgmuMtt? tt3nJtRfwagrtmittif§jaraitii:ttinjtjirnitiinnmHia umR 

Rtuntmthti ^HjHafRRtntmmHmiuMMiua <\ m naiastnaafH nyiu

yiatficurawsa itnuifnGtnsimttficurii-uMCTtn uituttcicuni-Sgi i
U

gmuinifluGtji ujHtjjalMRHHmHiGt^fi§j{RHlMni9ibHM|jts1fiati] 

mnuuvi abfnifiriaMiilinbGrnSHUJ tuimmmnciritmfratssfrre uaiuOJ L i v * t i  t*  U| u  «

tifmbHviinv)G|TiiG i ubiuhr yRffiRlcuyRSjmglwR^RiBRifyRuyia 

tuMHRLRULRtituHsaln] itntntnaGyiaByinunm itairaM m m aRii 

rauratiiuftj8am !iiw  i
u  U  cu • <*

%»

(Matrix structures are frequently used by organizations that do 
many projects. Therefore, the matrix structure is sometimes called 
project structure. A matrix structure uses groups of people with 
expertise in their individual areas who are temporarily assigned full 
or part time to a project from other parts of the organization. The 
project has its own supervisor and can last a few weeks or a few 
years. For instance, an engineering firm may pull together a group 
of engineers to oversee the design and construction of a new plant 
and dissolve the group as soon as the plant is finished. The 
employee then return to their original supervisors and the plant 
continues operation under its own management)

- jGsiwSstgb mtmtiSjtnammtJtittii i  ugn}n!flnj.igitafl!ntimti8j

BnaiLRHmitrutjimnjpifnMa HiGHatnaaSHnmG^fRii yBaffiaHiuriG
V

{RfinaRjtHwtwwHiBRLRHitjjtngjR t  RiiRMsSHjHturrctingjti *1
• * * ‘ . 1
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(Matrix structures can cause difficulty. The individual assigned to 
head the temporary team may have no formal authority or control 
over the rest of the group. Power struggles may erupt)

- mSsmtrniR-Hm\5rriiji3SRnhl?i5fintifmsfnnmms§ ISemTMrautinu  M W  I »\ c j  P. ^ f l  H  |

Hfi saiMfj^ttnsHtuntj^Smi i  uRwmuWHiscuuimarniucrnsEatjivi=* *=* l cjj i ci o n

tjgt&mtyti mtmcinmHnmrnmsfjngMtn|u5 uBfni stiwtifigstii nmw 

ati®l9 8BigfmifitnmHritnrcnjiH stiMfinninifafgmrtnnuMnmn i
(If you fmd yourself in this type of situation, the best approach is 
to discuss it with the person who delegated the project to you and 
ask for formal authority. Someone higher in the chain o f command 
than the participants should instruct them to cooperate and 
emphasize that they will be appraised on their participation and 
performance)

V

Why does structure change?
- wiustnsmigiMyf uJimunmntjtinjtfttips *1 utgnlgpifsiHngftlnht 

ticut! stijufran gfjpnnwugtgfirn

Btifniiprmflifati tjn|j:gmglmjpfifittrft3infiBX9jti tjtitmjngltnH 

RLHffnistjji? t  mi^MuigiatBsintimSjtriBniiSiMnntiBiMHBiuM 

wiua i imrtnnilanjtnBfTMBiiitjitMgnGtBlBMfnjgi ttSunSra 

th {RutiiaiaifntmntjiijQa tnaggnimnafiGHaffiticufiRHEj ttkjuatS 

mirafitiraItjbmsItstR 1 tftmnnnunmmtimiiJiMmtglrnarGaiMHS 

M iua|j{utM it^a tuOJdpj§jyfiwnafgsnj8MiR}matRt|Ga *1 jgbi- 

M§aiRtjirit3|ia8tnawRHJi:fnmutJR53gtiRG w itm frm glicum istis 

tpatinttitiMijjHfriitnjtjiii -i
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(Organizations change for many reasons. New technology brings 
fresh products and makes old ones obsolete, new markets open and 
old markets fade away, and competition or the lack of it increases 
or decreases demand. All o f these changes may call for a change in 
organizational structure. The economic downturn period of the 
1980s saw United States companies adopting new manufacturing 
practices to remain competitive. Often they changed to a flatter 
organizational structure that gave employees more responsibility. 
The new management structures are less military and emphasize a 
greater team effort)

Joseph L. Massie and John Douglas in 

Managing -  A contemporary Introduction tjlS§jui3flTJtJ1?iflCUUtinfl}h

SttJiraRiutnnmwtnafflfflnflBtnB
U  c '  L l  t u  r j  t i  r »  v

uttiniyGS'ittfjTnH i  umumnmSHRmfinBtiHB “i ^unatiaiunStigtJ 

wismtiitii ttfimusTOHmgffi&mstnmSmriFics i ummunwiiiaTBs 
{Rftjiaug u t f i
(Another reason organizations change, according to Joseph L. 
Massie and John Douglas in Managing — A contemporary 
Introduction, is that they go through life cycles, as shown below. 
After birth or start-up comes growth. The next stage is 
stabilization. After that the organization begins to slow down. Then 
it either closes or it revitalizes)

gwjamatas mGtgftnanjunuu^nitthtfluiHtiistjitips tncuidcutgrrii 
ASmfigigwj§M-ts1 utejcum sIm tmR t ftiSyb giswjsmjiRSR 

tlntu ttfltflurcfilgntastnamHttj i minififlcufiflcutnaQaaRmflira
V *  «  W- cu c u  u

winRHRBflaSatnufirifugjgMia i nJitmria
^am ^ntjjitutRH tnnaaR nm nm s i  ttftmfmitfimitiffifigigfiyatriB

tuimwisragfgMjafTiBtEitipa 
tRftnauiSmgja i  umuHnmjnjmRatgja tu lm ujaw a^^sisigR ya 

mmSmGrnimtinifnHRtHffni t  TpraH nniH
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HissiSfiysH-iBl ttnti5fi[HSmftnstfjj 1 titgnlajitna

tSHHiamififayi tuiffigjgwjsnaJi{fiftnsmfcimgifci i  micumuwijjH 

tiistticumSmRsigMjSM-sgl tjistnutSHGimss i  umthmynHUisgitJ 

tsstnatjttpMfiJ luiffimjfnRuamtituRRHiuMtR tSi0mnn]fnHft[Hfmi 

gd jii ( ggcutnnaftmsRtij tt3cujntstg9]ttiacuicuinB#fiH) u tp jt n a  

tJlfitMtgjalni i mnpjiMtgjaltj HiagissrutftiftiTiitirihisJgigfiys 

nan yumcutiwfiticunwgtijii^glRtJLmsiy it3nngutntnut§Hstp[tnw 

gig&nssu-tBl ig U  vi

(This concept can be illustrated by many companies that once 
produced only black-and-white televisions for sale in the United 
States. At first television was a new idea and the technology was 
expensive. Sales were low because customers were unfamiliar with 
television, sets were costly, and few broadcasting stations existed. 
And the production of televisions increased, the price of 
production dropped and more stations were established. Then sales 
rose and television manufacturing companies grew to handle the 
demand. Soon the majority o f households in the United States had 
a black-and-white television and the demand stabilized. 
Technology began to change, however, and color television was 
developed. Sales of companies producing only black-and-white 
television began to drop. These companies then had two choices, 
either they could reduce their production to match demand (taking 
a risk that they might go out o f business) or they could revitalize. 
Revitalization could mean manufacturing color televisions or 
locating new markets in countries just beginning to use black-and- 
white television)

*  e&sggjgi$ge$5

Summary
- iGmfJttsiuMWiusHm RtfismtigsbJfibHSfdjabHSfdjnbmwhmgR 

tJitipa *i ^tJsgiH8ii9jHisTtsmfdHstStytijtrafnTiTiT B m pjtufm fj
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mimamnictfa i

cutiimamiumri 9Mt^taciinmm5^is|5{tnHsfH[imt5 aamigaiR 

ssanbM ius t  jt5siMHsmSfRHEnmutJunan mcsiMBarmmiijnStjia 

mSmgjiamHEUuimsmracm i
(Structure is the relationship among parts. Organizations require 
structure to arrange their workload and allow smooth operations. 
Organizational structure originally developed around the chain of 
command, the direction in which authority and communication are 
utilized within the organization. The classic business structure, the 
pyramidal hierarchy, developed from the chain of command)

- HCimmslRhwius HimftHcimGHtftfn? shlugjfru *1

sfejcmfiJKjg stm onluf *1 ^usn^ft?inCTj[untg1tSjh^sfriJ{Rfi

1  jti&tsmjmfinsmrnnmnU PJ cr U j u  in mI V

GSSTOCumunjHnmuTtihmfnJTfiumb tII 1 ci «=* Li Li c  Lj  Li

(Authority in an organization can be either centralized or 
decentralized. Each choice has advantages and disadvantages. 
Then, too, an organization must consider the most effective span of 
control for its particular situation. The span of control* indicates 
how many employees a supervisor manages)

- mismnssms1nt3firittSHisfriJssifissbdffnj sbmigmfissbnfrltif«* ^  fu Li ma1 v  ti

mi i  m issifissttdfm i mGtjimigmRgsatuOimagwitfmunHt^ti
V

5e3 ottuGsumH um sisrasom tii ttnminGtiimigmRgaiiCiRgfa ati1 u  -v* U  n

tggfj i  migsiRgsarmRgsHm^msaSRcuiHmR BURiufJuRmfjsa iIj  u u  1 . w n  1 o  m

migaiRgatitTRltifmiiHmamiMaaiTfiiiuRSR stiuRniR itfmflmmmL » « U t J  1 fri 1 (T) y U

sjm sjjftdnitmsjttfnm mrm njGtriHjnnH 1
(Communication in an organization can be either formal or 
informal. Formal communication can travel upward, downward, or 
horizontally and can be either one-way or two-way. Each type o f 
communication and flow has its positive and negative aspects.
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Informal communication ranges from conversations between 
employees to rumors that travel through the grapevines)

rinfm i  nHwijH HfiStis

ticufitlnj titmnsgiUHfijtssrHucnciifn *1 JBSiMHSHUJBSStititfiJHmu  u u. c% n  cj tJ u vV

w yststi tanjgnisJRWiWHjlRtimsffTinMtnmn] sam m g ^jm sm j 

ntnfit3cutintumt3cucnficiadtstt3i *1 tfirnmirra lamraSsiuwwiusiSfnil  n  e» -o  v  n  e» «x **

fiMyiwiusmHiti5:ititj?fi atjmjiJiMUjnsmMHBtBtymtiramHnig}v “ u ne*
trwmttinitjgnjgratiinmtn sa

ytuTuifitafiit|5jHisfriiyiriyicsiMHs mntiratraagjnjtJHftJitJstns

nnH

(Organizational structure can take many forms besides the classical 
pyramidal hierarchy. Work can be organized according to function, 
geography, customer, product, or a mixture o f  these. Some 
structures such as the matrix structure, while offering advantages 
are complex and can cause difficulties for the employee involved. 
Organizational structures often change as organizations go through 
life cycles and tailor structures to meet their current needs. 
Understanding how organizations function and why structural 
changes are needed can help us in the organization)

X X
X
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$nraQn^0css«n£ls2J <w
Group Dynamics: Advantages of Working 

with Others

*  6 ^ 5 0 0 ^ 0 ?
What Is Group?

- triumtimriratumtmhmnnSttinmBitncufnfi mtSatfiugingatgl smhRg-

niuritptfffltmglHri RiHim:mip{fiHagiRgmsl2h{RH *<

nmnHdjtpifihURcutnunntmR tJtpafiiatssttinjMicugitgfJnitglHR p -

THtnginB&smgftrmglHn tt/itijggnjfiiittisanRtRijithTRHHm t  whiBru  c «  m  u  n  u  u  L i  i  ti

R hU jH tftgtglppm m R gafnthG pn satnajRiwutuiatHtsIgafniMtiB 

ttnmtnaaJtRituuJImmm t  uiHtnswnm gtipatuitiili|jttsnifipiicidi 

traadatSi t  utatgisditmatasR iRHtRatRtnaiRicutaiiHHtiithsB tmiRu  i n  n  Li i ti vi t»

tmnraantitamiftnnjtftJcfigffmnuMRnuB mjgtusHtu^ (From the time
we wake up each morning, we are involved in and influenced by 
group interactions. A group consists o f two or more individuals, who 
are aware o f one another, interact with one another, and perceive 
themselves to be a group. Group members usually interact on a 
regular basis and have a shred desire to attain common goals. Groups 
take many forms and evolve from many sources. However, all groups 
have a common thread-the purpose of satisfying needs-be they

organizational needs or individuals needs) *1
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*  e * B R § © 8 e ^ S ^ 8 ^ i:W # 1 0 6 6 m sa f i? g S 6 § S S tt?
W hy are groups im portant to workplace?

- mratStitfiHislmgtitGfnjRtJit^GHfri t  tfiHifimnmgjfcitslincmScuHis

HBMjt|Gamms1tuHcu^m tium sastinrat^HragitgfinitslHfitjimfimiu'i 

umumncmais nmnsaaistusmciGcmyGamtirmtu stifnm an ttntmtlm•s« tJ O  V  u  «J

usfiinHfnnaGgi i  tfjumrtiufistigcinnaltnitfianutjftBl sawrttirnmii 

itJMOHnitnntBlantBttiGmi i  lURsisitiumHmnmtmtmiSmHfigmR1 FI «  n i c r  U V  Li i_n -VJ -o

gsm sffjtirajti sasfiBfiGtmsrmtni Shtiffifimn (The formation of
groups in the workplace is natural. Groups tend to form whenever 
people are located close together and see and talk to one another on a 
frequent basis. They are then able to share ideas, opinions, and 
feelings and to pursue similar activities. Work groups influence the 
overall behavior and performance of individuals in the workplace. The 
figure below illustrates the relation of behavior and morale to
performance and productivity) *1

Why are groups important to individuals?

BtifijffmterotfitnSfiittiH MnutciRnfnnflinnnnnmttm *i fmwnjnslga 

gs'mgsbftfrm Hums fmfljwfl'iriss BtimiMtimtnrotSI i fnitjCittHtfi
f i  r» w ti w

V

t!jHtnBftni:M8iaStm*MlUS BtilpuunromtiHM (The reasons that we
join groups vary depending on our needs and which needs are 
strongest at any given time. Studies in the area o f need satisfaction 
have identified the four most common reasons for joining groups as 
social connection, power, self-esteem, and goal accomplishment

Groups are important to both organizations and individuals) *1
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that individuals jo in  groups)

BBlfiBBfJWgS (nutjltrsine&ffl) Social Connection (Affiliation) :

tjanstfnrafjttBatiatSf i  mimrasBthsdmSfiHwtSTRHntiwhmGttSvi. Ol M u Lj  1 c* P) c»

HisSmfiJGcmHRsti stitfifjtnntims tGtHiratt3 aBnt3itt5 tiRtnmfmmhU tl tu tn o- x) c*

fdhtJ ttjiradBHmCUlUfiisSttSa *1 tBltncunRtfiGWlHRfcTRHttftmfiHTRBEifn ni u v u •=* L> i r> v* u  r>

HswjgitiHMriHbHiSHiJHofiMiHmyubtjibfrij ttininmfi$ftnstnfi?nfc

tHItUQnJjHR^UlHCimHtntSls (Groups can provide us with a sense of
belonging and reduce our feelings of aloneness. Being a member of a 
social group gives us an opportunity to share ideas or to exchange 
information, making us feel needed and increasing our sense of worth. 
People tend to feel a stronger sense o f affiliation when they join a
group on a voluntary basis when they are assigned to a group) *1
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IfflfllS Power (Security)

- mmsfnjnntfmtunjstmtHfri GssnGSsmStmtuHiSHtunmmsfiHStHStjiu u Li cr

m SfrattH tsisis i  fmtscumrRHjnti^cutinmnmma s f^ ^ sn B m tu ssa ij 

sRtraanmiiTistuHjMtuaHfi stiiraRMCuiBmH'ntfst!?) i  mmnmsHturrc
C l  n j  t - J  v ** v *

Btfwsfijstss RinatitutifiuittBtssfBT^SRGfitffiBsaasslRtifnnEJuTEintii
c i  l  n  y  u  i o  »i» «=* U

xj I

nGfmpjtnR9 tdimmmtnRttnfusfHiJHCui^tuRR^t5i3st3{ytmHH3sl3

RijffinSlSifiyifittti (The fact that there is power in number is no secret.
Groups may give us the confidence and courage to speak out and 
make certain requests. This sense of power and security can also 
provide us with the confidence to tackle difficult tasks by removing

the feeling o f facing the task the alone) ‘l

ngtfffiJglflhlB (tSIBBfmi) Self-Esteem (Ego)
3)

- ESMigtgItRatRGKmRtiTRmMRRmw sm SEtm nm tEigsfnrutiM ss i| tl u t) c* U | M n  u l - v j  M

fREiBRmntalQtHREamEtiunGmtffiatnsjfiiHnnRRtji tmamj'mseiyEiR

*1 tSSRtjlRIiriREtM (uSstUUlHiBlSRtil(REtdCUElSRRJlSfrmHtlI ( (REtfiHJ

(RftnsgscuMitiitjisislGtmsHtunG Bsinnticwjisni tfisrislRtJMtiB u 

RSRtnyilR stunmnsRiiBuinni) i  Rtmituisss RtnatJSfjjRGRGfiinM
I

ttjfllEStSlfUllLhHtUtnSS (People frequently join groups for self-esteem
or ego satisfaction. Member in some groups can raise our sense of 
being “somebody” . This is especially true if the group is a prestigious 
one (know for its power, unique skills, social status, or innovative and

profitable ideas. Few people want to be “outsider”) *1
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fn-J&TWfiffnAJtdl Goal Accomplishment (Strategy)

- mmtufHnatjiHKimGSHirajtuaHiscijgfnnfijtiGtmrastJlraHttaatnsOTa 

tnmffjcu t&itiifmmSajfiGMnji stiggnjwamcinsHtiutgitijtitgjfinHiim 

(OHiUHttSa i  MtnBRginDHiBHistmrottJl saimroucinatficussraw 

nmttffrcitfimtQjn unnmRifnatRmwiMmgifnHttnnitjnntiidjtitfituMHi-

SnStgigjfiRaLflHG^tnStfimarns (Joining a group may enable us to
accomplish goals more easily because we can learn skills and acquire 
knowledge from members o f the group. Individual members may 
either have their own goals and objectives or simply agree with the
goals desired by other members of the group) *l

< 3 3  J v »

What types of groups exist?
- tjiHCUdiaTRHtnsnnmfig i  TUHSHtu jHtnBNHi3mnHratmrSti§nifrnBflV R  U j  Lj Li 1 u u U]  Liu t l  Lin

m s mtuirm^Hgcii saujHfaaH *1 tslRi3{RHgnr

ttIi35GRtjinJ[RHtt4ji5igjfiR (RHBfmi sa{RHHSdfm! 1 tfiHgit3fil{UIfigtSS

tnsfinKMsiatunMmmsmsitftjmi t M rnHgiarinasrntgtfncutiJlm iuw«u o'  ^  Li I Li u

wifismditn nnjHfliijnftBsintithnnjnjJmnfijtiejmtnatai (Two basic
types o f groups exit. The primary group consists o f family members 
and close friends, whereas the secondary group is made up o f work 
groups and social groups. Within the second ary group category are 
two types o f groups, the formal group and the informal group. Both 
group types are important in the work place. Although .they may 
support similar organizational goals, they may also satisfy different

needs) *1
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(fifftiffiU The Form al Groups
1 V

- [nHtiffm t^QtslR^imSnt^tiiaitnfiriustStymcimntsfriJtjinnrin un
V

MtitstfncutjimaHHmiuMwius *1 HFiBRRarnysitJHMSfitsHisfisicn msu •=* U i -oI

39ClJ8MTRi satmnittfiS1R9t3?Slsa!{nCUU[Ult3JtIMEtntJSE3t3m *1 tflB:H8tniu 1 Lni v  •=* 1

tslRajRHgiRiimfntuiRyigfRi! njiffiynftjisHjum gjmM frRurrn stimi

njlfiJllfhsIfiilfrTlUS (The formal group is generally designated by the
organization to fulfill specific tasks or accomplish certain 
organizational objectives. Group members may have similar skill, 
responsibilities, or goals clearly related to the organizational purpose. 
Positions within the formal group are officially identified to 
individuals and meant to provide order and predictability in the

organization) 1

- {mfiggHUifi ffjHHSfrmdcutfis
v

fiJHiBntjiHRtpuLRb st3Hnts1tpH§figHtiiQsstt3n5^JtnsGifi?fimmm 

msdia:RSigt^RnjiRHmtg1?nuifims{RHmfdh5ius tBtytmtuHsJRRgmj 

ttofn *i {ptRggnnsuiHgffriJRUiHfTiJtTiJ tdnjiR ftiism Sm ^w rim tfiR - 

tinjtjincinnHtH tttejw nm m m

tnssfimcuutmtltjinfinfi (Two kinds of formal groups exist. The first is
the functional group, which is made up of managers and subordinates 
assigned to certain positions in the organizational hierarchy 
performing the same tasks. The second kind o f formal group is the 
task group, which is formed for a specific reason with members drawn 
from various parts o f the organization to accomplish a specific

purpose)

Inform al G roups

- uisEtgluutRHtjffni ynmyRltifmitnsisInttyRULunaMitJS *i ynmyrltii
V V I  *

mnRmgjatffimMtntjRsstiti itfiranntitji yREtHmiRyHstfmnmymmf
V * 1 tr
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mimflhjfirotmntJiunw t  WHiBngitjHfdtassnjjHttfiKjydsfptsiirinjtdEu 

MHiBmt4tuHi3t?nnju[uit3gt5mctuiHmtaitiJM{pnR i StSujHiurigimi 

HstnssslRajcsirjHSfintja nfitnangnnmhtisimgltdjmtinudiuMWHi-
«  f l  c> e> cu

Bn *1 UiHS[rr]tifmJH1Si3l{RUmUSSli3Hfj (In addition to formal
groups, informal groups may exist in the organizational setting. 
Informal groups are created by the group members themselves 
because the formal group seldom satisfies all o f their individuals 
needs. They form spontaneously when members with similar interest 
get together voluntarily. Although the informal group does not appear 
on the formal organization chart, it does have a powerful influence on

member’s behavior. Informal groups exist in all organization) *1

Who Leads a Group?

{nu{HtiinjMtnBR{RH£nt39ptD M isitu u m  i

- tsInatHjftfilHtiiMn" w S m tsh m in e m ts in y s iii' twin Bennis tnsuju 

nutjiucmmagnaittjfmtubnnatjurags RtnaMfnnwTRfirini Btintnmtfn-
in  v J  l  u  u  ** U  v* m

ffirmnSiffiURfutftmn uugSiatRHtiJtimw ^ ^fnRjinHtiifiinm raa mtiHiu
L i  i n  c «  m  o  u  u  L i u

' HaMjgibHfjBuiunfmus stifURRaimidnjBisiRinjuMtiiHtnHra *1 ciura

tmnjtScuHi3i33:8fijRi3mratcimmiiJU iBtlttHitiiggnitngsffugtiCucu 11 n  < s . n « = j  ~o tJ v v  o  n

- ttinn Bennis t^tjiRijiHnBRaiiauiHsiagiagptiiHialGfiripj shurwr

[unwmtjjaei^mitigtugtumi 1 HnBnsiHmBsstimnMnjfaini itfimnnEn

aiHtnnaatgjRfiiHm B m sHngiaiaistnuoiRafRaiggiagjiuiw n tticmsitnc
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MnmnH tBmggcutnssfttnnnSIgiaynjiumss i  HRtSfisiTRmtinjtns
L> | VJ v V tl ru <=* U|

ti

TtiSgRinsbtucunrjBifatnRraMTRH satliHfnmsmmtJ tt/iffisattotiEusi
L>  C  |  U  | V  C l  V

RijmijgfjtftftEtt i

- ltiHRHnmttjTitiffniR!^tiRcut!3w5Rts1gt3{RH tt/iujinsnjgfnnnafniqp 

fignwiuHSssg1traMtnfjRt3tgig!RSHlnmntf frmita:fncujitnwg meins Sa
e» w  U  c «  L i ) 1

fimmurcmgH tjSimwaH uRtuntumui: mjiHCiEUfntnwmgi i
M  W  M  P I  I  C l  e  -vs w

gRBrtmiptjtsniti n tpsuficu  

tsisatiw tgtttiJim RiafnnRtttnatjidffnj msjfitstTUTniMtlsnnJSitifiitiHR
| V J  Ri 1 O  U  U  c* (U «*

V

tiRsitiffm icu
tl

-  HRifcmtiffnj TRisRmscugfnnggcufJituHREnsitTnitifRii ttritiJHiswHti-«* cu Uu ci u m «=* U cu o*
ti v

mti RamjncuiRSftmcutt31 aaitnraurinamfjuRtu tultinfrismntijucm•=* v  i pi U in

gitiisis i uiSstuHR^nsitifRii saptfcsiturltiimimsRHffitifflin
tl tl 1 1

t sist3tnrisshin?iHistgjft *1

gR2 f5S16gdgSS?35

- Htjiitrlimmmtu
- tRftnsfatiintitmmmsusmnjiti
- msH[untia?\psRcufnn
- f̂tnsmfcfnathtjfrni
- maMHRRG tpHgntifniggnjsMigf
- insuirafifiHHtin

- thnnnagtnitiajmgigftnsggtuMicu
- Hŝ jftjisififcmatjidfmnsistg
- thuftniidtutifamniigjtnihrawinsiggcu 

tnssfmmnm thtfgnritiram̂ jtNnnm 
tnathnnnlti msMHRfnnmgmgw 
thwHiBfitnwntitjiH HismtuMHjmfe 
tri sttmsImgtimMtftlmmBfitftg *i

- Within any group there may be two leaders — a formal leader and an 
informal leader. The formal leader is the one who is officially given
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authority over other group members, such as a supervisor or a team 
captain.
- Dr. Warren Bennis writes in his book, The secrets o f  Great Groups, " 
the problems we face are to complex to be solved by any one person 
or any one discipline. Our only chance is to bring people together 
from a variety o f backgrounds and disciplines...in common purpose. 
The genius of Great Groups is that they get remarkable people -  
strong individual achievers -  to work together to get results”.
- Dr. Bennis believes that group leaders o f  the great groups vary 
widely in style and personality. Some are facilitators and some are 
doers, but all take on any role necessary for the group to achieve its 
overall goals. Effective group leaders will understand the chemistry of 
the group and the dynamics of the work and help provide direction 
and meaning.
- The informal leader is the person within the group who is able to 
influence other group members because of age, knowledge, technical 
skills, social skills, personality, or physical strength. This leader is 
also known as the emergent leader because he or she will emerge 
without formal appointment but can exert more influence than the 
formal leader.
- The formal leader must be able to recognize the informal leader, 
determine that person's purposes and goals, and deal with them. I f  the 
formal and informal leaders have different objectives, conflict will 
arise.

Types of Group Leaders

Formal Informal
Is th e  b o ss.

- Is  ap p o in ted  to  th e  p o s itio n .
- H as le g itim a te  p o w er.
-  Is  o ffic ia lly  d es ig n a ted .
- H as  au th o rity  w ith  resp o n sib ility .
- H as  a  m iss io n .

- Is  a  re c o g n iz a b le  fo rce .
- Is  u n o ff ic ia lly  d esig n a ted .
- E m erg es  b e c a u se  o f  b e in g  

R esp ec ted , lik eab le , k n o w led g eab le ,
tech n ica lly  co m p e ten t, a  sen io r team  
m em ber, s tro n g  p h y s ica lly , o lder.

How Do Groups Develop?
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- tRBHffitgiwsimrmsnUi tnsfnntnMstsItnnjtatufamBRgiasptinsIna
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IfjHtiragitffilmtBiHn ii/imTOiRMurmRsfncijunTigiasjiffi ttfcmiain 

uinxijpnjmiiJiiJUMss *i tiiuda MBiSnuiHsiaHMjnfaafnRumriRfnfij 

rmtiMia "Hrat^HjtGmiSnjitcjarafunmt5n3mfi?)|RfGfummfinR ttnEsjjRf 

tgfmgmRBBtigiuJirantijtifirm triHjmrrnrasmcinimitnitjiHmRi nms 

iafnstRHistjifjsfnntiiHtii sanG{uatgiaiufi5uiH ttBmmnnnmrnifcmaa 

mstRBismnnBtss ipHmatftmtMnsijipaammtglfriuiHmiaiiHmtufra 

?&itiiUjSgfnti8M i tiigtg1uiBHt0satR}fiafnR(Jfi[unfimraiamiHfif|}s 

UJH tmnjR3mnRfnciJtsmn;jtiHStunRrntutsrnifijstR|a SturmRinmjuG 

ugEjis sauamfifncuismiraRUR i
c i  u  n

£ fm rn n & 6 & $ n » 3 M e]g 8 ftH 9 tt 

9 . flcunRmculgfnmjuH: ^ScimnfnwttimuRnjsitJOTtntnutSHU^niHn 

tmcuu3lJUM[fiHfnjfcnj ttSmtmmcuttfliaisMHtftfmftHmuTOtnauhasti

i  timmSmiMuts ititRcimtiffifGmnrancutfcin tfrantu aaRBSRSTua
n  u  u  L r j  u  U

tUiauamBtmstRH tiBunlkjtHifflsmEURitftBmunmMHiBRutgtgjmalna 

Uj b i  uRcuipuiutriatEiuainisfifinfijRtuirMHiBj tuiajR^jsauainisffiini 

lafatsIgafitunnmcmastuTiM i
I

to. flrnnRfncucijitnja: BiJii3nmRRicuBratun3tRUM^ f> lf J ys;|aHfj ir|c 

tjiumRnstglsamciHstssfjiam satfrcinsmmnaEimcuu&ntfari uRcuma
0  1 | c* C j  B  ^  . i n

HMHimomntrigwsn&nJijrarBmgl BtigHttflniwimn URtuHtUBasHTB
^  v  B  l )  n  u )  i n  u  u

laHstuciitfiJustmifniRGsim ttSmtjauagiugiiafHamml&jggrotiiaaf 

m iignim  *• ufittfHmaaatgjfiHiBmjiniaf fnnHayatmRiMnjtjiHtiiaa 

wRBfnnaiaiitiMtRH *1 HmsaaigjRtLummtgltjimcisiamtiiaHa fnmm:
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miMiu sfcimitSnt&ntijgufiJH atiututeiaia'n [RtiMtnBfimiaHM ggcutna 

snGfmiMnbmnSisLRntu afncumnHgt3!fjiamsiuinutaira(uSgfrin 

ttjitnSsnsIgtagMtJJiHraqpMnnM atrniacuain tsItncmsnsttjimxatuStnjii

*1

cn. SiuniifntmifuGtigtJia: RtjiutimnfncuHajtawnrfiMtnBngiaHMtiiiim»J e» tl in -VI

affnfiggcu^J RSffimnniRiitttmngItRirotttfjuwum'i yjHmnniRiitJii 

t^imBtyttiiiififiraucrn nrjiaafitjamifjnHfnnaisi aasfisitgltcufnsEatiG 

miinj 1  URtuLRtiiuHfifiiaiBaitjGimj ttftsymmgSncufiintMnGfHntu 

faui[uBuBfni ati jptjGmgiRgtituRmtftuiuJcBgR'ici *1 

ts. fiiuntifmuiafniTtiBtin: RtftfinmRR-injHtiitJRCUTrrajtJ timtntmlsfiJnH
u  n  u  1 c i  U  t i  vi c* v*

ntsmiutfimmiinr atiR'URGgiijgjira i MHiBR(RH^jfHR^afBta}gRGR 

atisa: giaRtimRURcu aatRHt MtnBRTRHgiSHfjTRfggwfuicijgfRG
«  i n  u i  u i  7 u u  u  n  v  i »

wtnruRURRii atiRirotciniRUtm, ticumnjStijRijfiRntMauicu atiraiStu
L i  n  - o n  x J  my L»

tHCURRUfRaiai fjnUHB1RR*l lRHtnafi§:Dam rsSWRIRafRinG{tigR 

tacumGBR3itjn?iglRi8Bc5RfnnHti3§MraH 1  TRmRijgifciH&iHatHaMgtRn  u U  U| 1 0

cunaHRacuBniriRRicutastg 1

- TRHtRt3IRMRtalRt5fiD3R1fltTUrawmH9Hra 1 RR1tilfihmJtUG8aS3lRt3
L i |  ^  c t  « \  u  L n j  *u t i  n  a i  n  u  u  «*

1 V  I

. {tIM9fncit3{RH RMRtaitraRlffilUt3mfjraHlBR[RH. tilHRICl (synergy) : 

WRHRin U(tIRURRlIJH) T8(RB, mRtafnClfisUHR. UgtfiaaiBUmijfRH 

u3ni?f|jtgji3. gtma[RH. ^aRirnawtritjRjm aaG“mt3RiiRGtijcuat3 

tRimtiniiftitmfiH *1
Lru ~ o  L i  I

ê 5eSr3S553555ft5S5g5SX59 e«
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sftjsimij‘;n mjtjifaufmonutigiatssHiGtjsfisnnjltjtns suhI ijhishr
V  - o  v* ni  n  c »  o

xt

tSfRHt tRHHiGtGtHiffiufirauvntTiafrfiuntftj8M9En tsItnnitucunmfiSfiLi i Li j o  1 Pi in m  u I <=* «  «%

islRajfiHHun fitihtittotji HawiHfflGaaRaimaimtinutjtRGtinalRa
<=» L i i  w  u  v  I  O  w  w  in  -o  tl ti **

cmsfnnHmstuHm msBismutfiutjtjtmftfgTs tn^SrnsImsrmsmntfiTfitn
CN. U  W i n  <S< b  v J  «N  t l  I N  U |

it b  n  c* m  u  M i n

m ras iBHTUiStiafflsficuHtiituCutnarainfitJtiinHstjnjHis talwcumaRG
-a  U  ul n  v  o  u  i t

wuiUinuBmi i RiatRarayynjracmtiHigjmaisRtji RiitGRiiain^rayitSi 

tjiamiunumcumtsttiRSHra? tuTliMmR'in (Synergism) t  ujHjntsg'itT]

ranUJtuntjatipantjiHfnn iStumStiigjaafRaFipiwimai ttlitmgmtMiiG 

BfiSgEiH Enmra:mrismR3tiS9*i fnnsiRfiaEiSGmRciatglSnjfriititjMaS 

RB Ram tJratM nalR auiu tSiramamilaGffiicuMnHrrifitjiiSyaigjtii t  

umtiHR|jiHiGfnitiBfLitifaRaficy93i3i lonjuGt^aafttiam ifGnHfnn i 

tJistgltHGRfjjTGGfirmfistasiRatRtriaraSsfnntiia ttJiuirjuMinSRTRH
V n  n  b  Li e> Li I

tn8RBRca9tji?|Ra i  RiHRiiSRjtyLnfttjiftnauairjtii RiJfjnGGRtSmtG 

^atiJim uim RatnsgcuijiaafajfgcutuLm M i t  riiujrcuS aiRaRtGyjgR 

mMtRHUtSaaffiriMtsSttimitwitiiHaiGaa tJitiiRiJORRinmMtRHGiai
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afmnygiBfitiEjnmnftjHiBntnHSHtij? i  ngiutitpMB8Hisnjnan:pm ii 
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VI U

-  tturantss mimnnaiuMttSmglntimiMntiSnmmiuMTnH mSasfjniHiui

am frtfigRSEUiamcuifi sayisfnntjiRHM|mms[RH < ftiaiBnuja) i 

tasR^mi:ymtmtiataRinyuynMtRHislRtiinEut§mifi:t:tjHRmm i  mn 

WRiaRRtfinfiiHmnyatgjRttinjtjsfif nnjflnfrtiffiiatjm&jyiaatu i  mcifUR 

iHRRtjimfiHffiisitfinjttjnjMtfiBRtnHtnaRaR aasaytntuuRatin tiigtsl 

mcuiunuiHHUiRist£iaiafnnSRiHR tnnnmsyiaBaRiaiRHiatuMgfnn 
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V
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^  L i  | h  v
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lacutJimmtnMHiBRiRHHafRBatai i  ugfraiuMyiaHnfgjt^aTtfiuitSRs
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RMiaujHHtiJiStuHisGsaMtnBmJiBastfiJM *t .

-121-



- disrtSMHiSnLRyR^GtfsfignajtjrtujMsmnjuMLRHtftittjn trmislttinj 
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ggcutnaalBufiiSgcugcmraHtiiBaa tBtfjttBMfiMtfiBsnmstfiritij (A group
is considered mature when its members help each other and address 
problems that impede its work. Initially, group members go through a
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"feeling out" stage, learning what each has to contribute and how to 
interact with one another. As they continue to work together, they 
become more comfortable with group effort, performance improves, 
and eventually the group becomes a highly effective work team. 
Typically, a group will pass through four o f group development: 
forming, storming, norming, and performing.

Stages of G roup Development
1. Forming: individuals begin to identify what the group goals are and how 

their own goals may fit with the group. They decide how much time, 
energy, and effort they wish to commit to the group and become 
acquainted with other group members. Everyone behaves politely and 
seldom takes strong stands at this stage.

2. Storming: members may engage in constructive conflicts and 
disagreements. Individuals may question the group's direction and 
progress. Some will resist task assignments or attempt power plays to 
gain control. Some may display frustration with group's activities. Others 
become stronger through listening and handling challenges and 
complaints. Members earn how effectively deal with disagreements and 
settle in with better balance and clear direction. Real progress occurs.

3. Norming: group members pursue responsibilities and work toward group 
goals. The group works as a whole to resolve problems, establish action 
plans, and focus on getting things done. Individuals develop negotiation 
skills, deal with ambiguity, cooperate, and communicate effectively.

4. Perform ing: individuals actively help each other complete assignments 
and tasks. Group members develop a sense of trust and commitment at 
both individual and group levels. Members acknowledge cooperation and 
performance, value learning, and imaging future objectives. The group is 
willing to accept creativity that may lead toward greater productivity. Not 
all groups reach this stage.

Groups are in a constant state o f change. Some o f the changing factors in 
group effectiveness are behavior of members, synergy (combined action or 
operation) o f the group, its degree o f cohesiveness, group norms that evolve, 
size o f the group, status o f group members, and nature o f the task to be 
accomplished by the group.
BEHAVIOR OF INDIVIDUALS

- The behavior o f individuals is in a constant state o f fluctuation. As 
people begin to perceive things differently, they may alter their 
behavior within the group. Changes in behavior may occur for a 
number o f  reasons, such as the influence o f family, peers, continued
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education, or acquisition of new skills. These behavior changes may 
have a positive or negative effect on the group.
- The group can also cause individuals to behave differently while 
they are within the group setting. Some people, for instance, behave 
one way in a one-on-one situation and completely different in a group 
atmosphere.

SYNERGISM
- Synergism is the cooperative interaction o f two or more independent 
elements or individuals to create an effect, which is different from that 
which they would attain separately. More simply stated, it means that, 
with synergism, the whole is greater than the sum of its parts. Groups 
can take advantage o f synergism to develop better ideas and make 
superior decisions through the process o f brainstorming. - 
Brainstorming involves generating ideas freely in a group, without 
judging the action. These decisions are generally more effective 
because group members have a greater pool o f ideas from which to 
draw. Studies have shown that decisions made by groups generally 
produce better results. The collective creativity of the group increases 
the number of alternative solutions generated, and group consensus 
assures commitment from individual group members. The effort is 
more likely to become a self-fulfilling prophecy.
- Additionally, our involvement as group members in decision-making 
process enhances our feelings of worth (as contributor) and of 
belonging to the group (as members). These are but a few of the 
benefits o f using groups when making decisions. .

- Cohesiveness:
Another o f the factors influencing a group's behavior is cohesiveness.

Cohesiveness is the degree to which group members are o f one mind 
and act as one body. In general, the more cohesive a group is, the 
more effective it is and as the group becomes more successful, it 
becomes even more inseparable. This effect occurs because cohesive 
group members stick together, supporting and encouraging one 
another. Also, this support helps reduce stress for group members, 
leading to greater job satisfaction.
- Group cohesiveness develops through a number of factors, one of 
which is group size. Smaller groups tend to be more cohesive because
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they can readily communicate and exchange ideas, goals, and 
purposes.
- Similarity o f the individuals in a group is also a factor in 
cohesiveness. The more individuals have similar values, backgrounds, 
and ages, the more cohesive they tend to be. Sometimes groups 
become more cohesive because of outside pressures.

G roup Norms
- The development o f group norms is another o f the factors that 
influences group effectiveness. G roup norm s are shared values about 
the kinds o f behaviors that are acceptable or unacceptable to the 
group. These norms are standards o f  behavior that each member is 
expected to follow -  similar to rules that apply to team members. 
Group norms develop slowly over time and usually relate to those 
matters of most importance to the group as a whole. Expected 
conformity to these norms applies only to our behaviors and does not

* affect our private thoughts and feelings.
- Nonconformity, or deviance, from group norms may provoke 
obvious displays o f displeasure, ranging from rejection to physical 
violence or vicious harassment. Of course, if  the group in question is a 
business and the deviance involves breaking company rules, the signs 
of displeasure may be formal and might include poor reviews, docked 
pay, reprimands, and even getting fired. However, in smaller groups, 
displbasure is more likely to take the form o f more informal sanctions.
- The type o f sanction taken may depend on how important group 
members perceive the violated norm to be. Some norms are 
considered more important than others. Critical norms are considered 
essential to the survival and effectiveness of the group as a whole. The 
sanction for violating critical norms can be serve, with physical 
violence sometimes used in extreme cases. Personal safety and career 
success may depend on an individual's ability to operate within the 
established acceptable group norms.
- Other norms are considered peripheral norms because they are not 
perceived as damaging to the group and its members. The sanctions
for violating these norms are less severe than those for critical norms 
but can be just as meaningful.
- We learn about group norms in various ways. In formal groups, we 
learn norms through formal orientation programs, classroom training, 
and on-the-job training. In informal groups we grasp group norms
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through conversations with other group members and observation of 
their behavior.
- Often group norms enhance group effectiveness. For instance, the 
group may ostracize or criticize members who fail to do their fair 
share of the work or fail to behave in a way that is constructive on the 
job. These individuals are considered "social loafer" and will be 
punished if  they do not pull their weight within the group. The 
individuals may react to this unpleasant treatment by increasing their 
productivity or in some way changing their behavior.
- Unfortunately, group norms sometimes prevent members from 
working toward the goals of the organization. For instance, an 
assembly line worker may not work as fast as possible because the 
others at work would reject him. In this case, the sanctions and 
rewards o f the informal group are stronger than those o f the formal 
organization.
- If  you become the target of group sanctions, evaluate your situation 
carefully. Are the sanctions being applied because you have not 
followed group norms meant to increase organizational effectiveness? 
if  so, determine why you are behaving the way you are and how you 
can change your behavior so that you contribute to the effectiveness of 
the group.
- If  you determine that the sanctions being .applied are 
counterproductive to the organization and you career, you have 
several choices. You can conform to the group norms (which may 
jeopardize your career), attempt through persuasion and the use of 
effective communication skills to persuade group members to change 
the norms, tolerate the sanctions, or ask for a transfer to another area 
that would limit your interaction with the group. After all, norms are 
simply meant to keep a group functioning as a system instead of a

- collection o f individuals.

Group Size
- The size of a group will also influence its effectiveness. Studies have 

shown that the preferred group size for maximum effectiveness in 
problem solving and decision making is five or seven members. Groups 
o f any larger size begin to experience problems with communication and 
coordination. Groups with even numbers of members may have greater 
difficulty in obtaining a majority opinion if  members are equally divided 
in their opinions. Having no person to act as tiebreaker can cause
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increased tensions. The uneven-numbered group size offers an easy 
solution to this problem.

STATUS OF GROUP MEMBERS
- The status of group members can also influence group effectiveness. 
What gives a person status may vary from group to group. In some 
groups, higher social class and economic success may confer higher 
status. In these groups, members who are financially successful, come 
from "good" families, or have college degree may have more results. 
They may be given more respect, and other group members may pay 
more attention to them.
- Physical appearance is another factor that can influence perception 
of status. Some studies have suggested that people who are 
overweight maybe viewed negatively. Individuals who are tall are 
sometimes seen as being more competent and powerful.

NATURE OF THE TASK
- The last of the factors influencing group effectiveness is the nature 
of the task itself. When a decision is required on a subject that is 
simple and uncomplicated, a highly homogeneous group whose 
members have similar backgrounds and compatible beliefs may be 
best.
- When the task is complex and difficult, group members should be of 
dissimilar backgrounds and drawn from a variety of sources. This 
makeup will ensure diversity of ideas, foster creativity among the 
members, and result in a wider selection of alternatives from which to 
choose a solution)

What Are the Pitfalls o f Group Decision-Making?
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i3v3 (Three factors may negatively influence group decision-making. 
They are wasting time, groupthink, and role ambiguity.

WASTING TIME
- The group decision-making process is time consuming. If  it is not 
handled .correctly, it can waste time and cause costly delays, 
indecisiveness, and diluted answers. For this reason, groups must be 
handled with skill.
- Not all situations lend themselves to group decision making. For 
example, an emergency situation such as a fire is hardly the time to 
call the office staff together for ideas on how the fire should be 
extinguished. The fire chief, barking out orders; gets the job done 
effectively. For situation like this, making the decision yourself is 
certainly acceptable.
- However, if the situation lends itself to group decision making, using 
a group process is the preferred method. For example, if office policy 
is,ta.be. revised and enough time remains to seek office staff opinions, 
you would do well to apply the participative approach.

GROUPTHINK
- Irving Janis defined groupthink as "the process of deriving negative 
results from group decision making efforts as a result of in-group r- 
pressures." Through groupthink, a group may be led to a conclusion 
without fully exploring or even considering creative alternatives.
- For example, a supervisor call a meeting of subordinates to 
determine how a new office procedure is to be implemented and start 
the meeting with the statement that, "I believe the best way for us to' 
do this is to . . don't you agree?". The supervisor may even interpret 
the group's silence as a resounding and unanimous acceptance of the 
"proposed" approach rather than an attempt at retaining group 
cohesion.
- Our peers, especially those with more status or greater expertise, 
influence all of us. We should, however, try to avoid falling victim to 
groupthink.
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ROLE AMBIGUITY

- Roles of individual members are readily apparent when the group is 
a formal one with certain positions identified. This formal 
identification helps to define the role an individual is expected to play. 
However, in informal groups, these roles may not be as clearly 
designated. Role ambiguity occurs when individuals are uncertain 
about what role they are to fill. All of us experience some initial 
feelings of role ambiguity when we join new groups. Several roles 
most frequently expected in-group situations such as: information 
seeker, information giver, coordinator, gatekeeper, harmonizer, 
observer, follower, blocker, avoider, and dominator.
- You may recognize some of these roles from groups in which you 
have been involved. You may recognize roles that you have played in­
group interactions. Many of the roles are important in making the 
group highly effective and productive. Some, however, can be 
destructive and should be managed by the group leader, a facilitator, 
or the other members themselves)

Will Groups Remain Important in the Future?
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ttllv3 (In the world that is faster, harder, leaner, and merged than ever
before, you might expect the demands of the work environment to 
curb the appetite for groups and team interactions. In reality, the 
opposite is true. People will naturally band together to increase their 
effectiveness. Group interaction will become more important and the 
ability to work well in-groups will be a vital part of your career 
success. Indeed, competing in the "knowledge era" environment will 
require continual shifts from traditional thinking about the way we 
work.
- One of the expected trends will be an increase shift in the types of 
groups toward a new approach called Communities of Practice 
(COPS). COPS are small groups of peers who have worked together 
over a period of time, have a common sense of purpose, and a strong 
need to know what each other group member knows. They are not 
team, and probably not identified as an official or authorized group.
- Although the systems, methods, and tools used in-group interactions 
may be different, groups will remain a vital part of our environment.)

(Summary)

fttufifnn siiinstpwgmnntimnGfnifdtitiQg *1 ugwcmiHnl3uiHntLm§nfi
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WlSmiHroMttSti (We all interact with a variety of groups on a day-to-
day basis. Organizations encourage groups because they increase 
productivity and effective decision making. Individuals join groups 
because they fulfill needs such as power, affiliation, self-esteem, and 
goal accomplishment.
- Secondary groups can be formal group, which the organization 
creates for certain purposes, or informal ones, which spontaneously 
develop because individuals work close to one another. Each group 
may have two leaders, a formal and an informal one. Groups go 
through various stages on their way to maturity, and many groups 
never reach the fully mature stage.
- Groups are influenced by many factors that can affect then- 
productivity, such as behavior of individuals, synergism, group 
cohesiveness, group norms, group size, status of members, and nature
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of the task. Although groups do, in general, make better decisions than 
individuals, pitfalls occur. Groups can be time wasters, give in to 
groupthink, and produce role ambiguity. Small decisions and 
emergency decisions are best left to individuals. Groups will continue 
to be a vital part of our collective environment)

X X
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Teamwork: Becoming a Team Player
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What is a Team?
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tfnnWimatnJfltBHigJtnafnnagm (Throughout your life, you will be *
member of many different teams, some limited to a business environment, 
some related to other areas of your life. Webster defines a team as a number 
of persons associated together in work or activity. This could mean anything 
from a product development team at work to the group of people with whom 
you plan a charity fund-raiser, as well as less formal teams.

We commonly think of a team as a group of individuals doing the 
same thing, such as playing basketball or hockey. In today’s work 
environment, however, teams may include representatives from a variety of 
disciplines, departments, or even different lines of business, who come 
together to achieve common goals and objectives that will enhance all their 
varied areas. An example is the cooperation and combined efforts in the 
Amish community when a family needs a new home. Carpenters, painters, 
bricklayers, roofers, and finishers come together to achieve a common goal, 
and the house is raised in just one day.

Teamwork, the combined effort of several disciplines for maximum 
effectiveness in achieving common goals, is important to individuals and 
organizations because it can increase productivity. For example, companies 
are increasingly using teams to speed up the cycle time in product
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development and get a better product out to the customers faster. This is 
done by assembling a team of marketing, design engineering, quality, and 
manufacturing people to attack the problem from the begining. The old 
process involved having one group do the design, hand it off to the 
manufacturing team, and then forward the work to the quality crew. The 
final step was to have marketing people to decide how to sell or market the 
final product. This process is slow and costly. With the team concept, 
product designs and quality are increased, and total product cycle time is 
reduced)

What is Teambuilding?
- i iitnmojtomHra:

truwiufl ati mi8R8pti!iptiiufliMih3nii^nttmmtnnjrnitiin3^[n^ttitnoi 

unntiiuMtijHfnrtJix i

8TUv3nUi3OTi3tIJRQ?i9Rwlfi tByTUtt3RSf TRHfflJi3inwfUHlS£i5HRmnt9Tt3fnHItIJIu  u  n  1 «J n  v  u i  -  vJ

mimmatnufniaii *1

^tritjmtJniifiHfnitnintifniuJiiffiiitaucmmsi ^niutrirmmtmtflrnia'U aa miu J v L»i e» U in - o '

utnniHstiiitKitnmaifiHiauiMimcittiytsjfi 1 mififmatfjHltifumB{prantj8BiH 

misimigsnmiRSftmcmSi aa ngfmuwmHmiaiKiwnmnfjmtjfiaBtiis ttntii
V  t l  V  ** 1\  U |  u

9awtsiriaffnm3iHiMmcn8[ijgtjcuaimtt3cus9tiJtna 1 mHitaitasmmafnciBtiMg
W V  V -  e* u  « *  o

iRRHiasMtalnaTnymittir tmratfitmBtonfitnitiraflitTinnnfnntBfilJtSiMMitnn  «=* Li j  «s u i - 0 1  u

ucrn aamiHiiGHR t  tsramctfljH Synergism (gBtflwttmngntnBnSnnglgatjnn 

§3) Rmnnst9laaMRHmfiMtnrtiRtifimn3mggtutn39JmM9fTin8fjmaGaaiJn
'  &  U n  i~l w v  L» cs» n  U 1»

umnjgitsMnyfnmijcm|i^aimtmiRnng1igj£n
V

9M}a:iBtjiHmiaiii!j[umnnaig1aamiHaf|iatamiRfiria)numrtrii sami

GamumnatiiHtBHjggwtnaaftR9miaiitacumatuM|fTin mftmtulflnjtgJtnatti 

ttut^gi9ltByjcifituiaiHcimiaiimMinHSarriI^ ut31JnuJti19 aJttnnitUl aantrtti
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JH*1 9fiys:tS§UStHS^19fiyS:SQtm§inwiSfnJvnnSlStS (Effective teamwork
doesn't just happen. It evolves through the deliberate efforts of team 
members working to strengthen the group's purposes. For this reason many 
organizations have begun a conscientious effort to develop competent teams 
through teambuilding. Teambuilding is a series of activities designed to 
help workgroup solves problems, accomplish work goals, and function more 
effectively through teamwork. Constructive teambuilding requires that each 
team participant accept the team goals and objectives and take ownership of 
the results. In this way, a high degree of cohesion develops within the group, 
and the open environment improves the quality of problem solving and 
decision making. Synergism (as you will remember from chapter 6) 
involves cooperative action to achieve an effect that is greater than the sum 
of individual effects.

The team concept, which involves the application of teambuilding and 
teams bonding together for effective teamwork, is a generic term used to 
describe the workings of teams in achieving common goals and objectives, 
with all their human relations complexities. The concept is not new to the 
work environment).

How Has the Team Concept Grown?

Rfmfcnnmn tnHtJisfmSfnHfrittpgtgIntiwthJdmtHiRttismmSHfTiJmrmtss

g>£1qo ati ujh

ttJisymtuunritssî gtsImtnaHRMLRQRn tgl ®b mnlflnjtmnfijmtJjlwipiB 
mtrmfris tiiiujtdfiJHngimmgirisrnjtjufitnRgsum u matintremratntnttiHf 
tgmirififijilsmHtGptntDgarnmiSasf̂ iinfnn juMfmci urofjsnnrmttin 
ttoatgjra
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rtfu m m sig i ts isu tjim iaam m S iu i fTiniyipw pnst?iscu9cinti5sigftija:istRH  

R iitu ta s  tnatG im m gftja tiasR iasR lR S sS in itg jta igw fR jg i e>^n)o *1

UjHRlItlltSnJHlBtRimuiUltCttMW (Special-purpose team) tnatRRtgjt

mt̂ HgMî jgi sdcfo i rhrj at HRRtimaiuMMtnBcitnsMuifriimmSsRnnfnci 
at! tituRRH *1 ’[RHfniiiiitSotnsitinsiiHitiiiRaiTUiRgivifnitni at tngRlgiS ttntu 
tiû LwratjimMttjiHUJHRtiRtiti at HRTjtia yRHgitfmuamRnattljtsigjRtji
tfpa *1 ^^RnittuiH(titngias(Ritna!R!tupHialRiHO[iJnfmuajmHtiii|G33i
mtuuGuja *1

tRHR1It1!tt3n3(R}WatR!t5unfjtjigtg1l{G3UtjRt3lRtuifiJ13R1It1!WHtlI- 

gtatIRlRH(RU(Rtt6ira8Sat (Self-managing team )1! JRH(tJlfi3538JHtfl8

aitiriBncaan tt igl ©aalmtIciJtriaRaigijtuRaStliSRticugitugtHraRtiRusaa 

Mtri(Ra'i tjiHra^alGfiR|£tiastn3tGRiififjmiiujmaRimjuGRiitii a t tjcuStu 

attinBRaf M|RtRii(RRri3RjicuitJiRfiMaiiuH831  diaiatRmafiJiuaiRftnanitJ 

ut4iRRiHra:RiiutnRtGinjafRii(RtjtRt§iRRwp[u atnii(RU(Rtfiicii i  mitttrunw 

(RHlRii(Rt8ant IRtlRUttaBtURtitU atRiUlRimatlCURIjCU UiMflRH 1

tfitniui yiing atHstiiraMtRHRiitiiinaRinRat^ttficutfiin (Rt 

Riitiitnammig1t^tgRitnj§amGRiR^t3tnaiayuRURRiiiuHU[iirifiJiuaG9aiai 

ttJrataliRtnaRinf^tjiRRtRiiyjRRyjttjtTaltwgypiUGUja t ttfiungjRialtnra 

itmiRtattaliRtnafanuiuRRiuimB? at yRcuitrotnasgmRifjcuj fitnxiimi at
ysBanitSmHianiRWitLmtnfumtnatiuujgiaiRinMRMimtjitiaumtj i  firesRirctu

iHmnflRnwmririyREumai ttiwtnaHsBmnitjGSRtnsttfinHSiai^tnmM mens

wiiiagitgpttaiicicuuGujaiai i
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mnpttnfaLnHmjairmR^I!^aGstnsatmSR^ja9mmsmntfit4ictunfj 

mmsMtnfgmtHntBHjjnjimJttinfiLmtimsIttugdjirHnwtcuiR i ujunyitiijismsi 

RtittiRtGRiitRsi^i y lG£m|MntiRinpammHira:miiGtnButT!cijafRG3R8(5a 

j{uamfj[RHRiitrn Rajmnjtiiinatt^sfMimafrinimimnjraiasriuitfiHmmialRa 

tnwiatMuRG t umaRiHRiiMRjimaRfmjpRti tynauiHRiitnitacuHamimHitD 

t^amjstuiHffiiariRLtnRi3nMiuriRHRiGRiiRaRin|tMGRMtmBR aaaiHRaftiSR 

tjtuitjCutnaRtumiciciJtjiaHa tuituuiSaitjSgfnmiffiRRH l a  aitffitiiattinlRtna 

Rincin]GRt{G8 i  attinBR[ur)tacutJitgRta{RHRifairiunHtinmsiRatRRRtrtRiiai!

lUftinRiRtnaRiigcuiaia l a  jwRgRGmiGSRij^ijScmutitGRtftttjRGHm u 

RiiairtalRaisjGaiRecuRRH t maHcitas IttinBRUGujaRciatRgiHgiimigw 

ttinucutsltcu ngjRiiMnnGRgiagjiKituntanjtjsflgnfutgItcumMiaRiiaiimMnR 

jr juiujnRtRGStnasJRifggcuswtRfGtjiajas n SJGsRiiRfmtiyRHmrnijfjyisjT^

ytn RRcjamratg1^Hia£OT}:fij8i8ijicuiJiijGtcriiu[yrifijiuaRiiaiiaitJBujaRicu
(Teams have been used since people began to perform complex tasks. The 
early Egyptians, for instance, used large teams to construct the pyramids. 
Major corporations ,in the United States began experimenting with team 
concepts on a small scale as early as the 1920s and 1930s with the 
introduction of problem-solving teams. Problem-solving teams generally 
consisted of 5 to 12 volunteers from different areas of department who met 
once or twice a week to discuss ways o f improving quality, efficiency, or 
work conditions. Initially they had no ppwer to implement ideas, which 
limited their effectiveness. However, more widespread use of this team 
concept blossomed in the late 1970s based on Japanese quality. circles, 
discussed in Chapter 4.

Special-purpose teams evolved in the early to mid 1980s. Workers 
and union representatives collaborated to improve quality and productivity. 
These teams introduced work reforms and new technology and actually met 
with suppliers and customers, linking various disciplines and separate 
functions. Special-purpose teams are frequently used today in unionized 
organizations.
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The most common team in the modem work environment is the self- 
managing team. These teams usually consist of 5 to 15 employees who 
produce an entire product in a truly entrepreneurial sense. This approach 
fundamentally changes how work is organized and gives employees control 
over their own destinies. Organizational hierarchies are flattened by 
eliminating tiers of middle management and supervision. The use of self- 
managing teams usually increases productivity and substantially improves 
quality in the end product or service.

The number, types, and function of teams have steadily grown. Teams 
have become an integral part of the operation of any large organizational that 
hopes to remain competitive in today's marketplace. While there is still room 
for innovation and individual genius, process and business alike have 
become increasingly complex, so input from individuals from a wide range 
of expertise is vital for organizations today.

The use of teams involving diverse employee resources is necessary 
for the United States to remain competitive in a global market place. 
Companies have to revamp ways of doing business to include more team 
efforts in order to cope with the rapidly changing economic environment. 
Studies indicate that work-team systems that allow workers real participation 
in decision-making produce better quality products, improve efficiency, 
increase productivity, and yield more satisfied employees. Workers who are 
a part of a team find their job more rewarding and stimulating that the usual 
fragmented and production line job. Additionally, Today's workers are 
demanding say in decisions that affect their work environment and want 
greater responsibility. Building productive teams is, therefore, becoming 
increasingly important in today's organizations).

How Do You Build an Effective Team?

tfinnnrmttf tmgshsgwtjissftugdtumihmuLmMi i  tnsfinnwtntj?i|§gm Qss 

tdoithtnntntiiGtStymmsfthgfnntfiH (Synergism) ttirofunmgldfumjnfmh 

tgjh sfyiHfnJlTindcutriswggfrinHtu *i 

w num m fm ht^hsftnH m ihindw tnaiuM lfnciH m 1!
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u mHmjttu iwmtHnitwnjafnnnmroiaamftrfawdrttinmnmRtnaQwiHfcn 

KnmsfRSR sa Gtnn?MacunmRtn3tsisi3lifimnR3t9jai3{yRtiHmisisi i mi 

tiiSssifntiBStusM^fiuMsttinBfitrissmtiitjimfinritiiRbmTmcinifmtTii sa
I

mimnnimimit^cuR[in:[f)tjmitrii3iH3iisfirajumuLE'ULfit3i y tIIs§s '1
tssHStHstnsstumHnSnsiHStacuBRsimifcnnsmg i  HRSRsiwHtinjGtJjstRSiEi

I

fGsswaracij 3mHiHSfmmHimHRSt9fnH33wtnssJR3i9tiiHRsii4fts1mHtcicui *3  «=* v  v  v  «* cuti

tfcrnwHytiycunym i mnggrosMgnfiuwHRSRmtRHmiaimjms:

9. mRmtiHSfiyttinjmsSmmRjiHmHtStymnmmirnictmHtiJSfrim

tnsrjtns 1

to. RcmRmiiciagRgiagjiffitHitMtnsRjifjnrifj 

cn. tSR3RGmfnti3msmiscuitjmtntu:mitiun{tiimuja Sa mitfraRti 

tglSafjsismticmnjRfgja 

d. fi3RjiHtugSmcitintiitjisgcijgciiim 

tt tnsmnttBjiMnnM

S. tpmRgsatjiHKJStunBRgiagjuinsIgbuiHmmmBHjgtusflG 

finTM ti mis:1mo3§hui|_,n - a  O  v* u  .

f t  ticumnwRgnBfl sa miirn  n  **

d  njummffimsmiBraimstcuRgRGRmmsmimcimmimTcu Sami

GwiHGiiuiRRamiaii
V  V

d. gcusntuguMRBiagjimiuntticufGtHiajnaHstJcumiaiirawtRH 

so . mjajs tirnttpinttBa Sa iGtnfiUGitrisMgimm
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9 9 . sti usshcuijmslHs1
(When people cooperate in a true team effort, powerful results are 

achieved. Several key ingredients are necessary to assure the kind of 
synergism that a competent team can produce. The box on the next page 
labeled "Elements Needed to Build an Effective Team" lists those 
ingredients.

Studies have shown that employees like participating in group or team 
activities and appreciate opportunities to contribute their ideas and 
knowledge towards improving operations. Increasing an employee’s sense of 
responsibility translates directly into greater job satisfaction and loyalty. 
Working as a team requires new management methods. It does not mean that 
the formal leader never leads. Today’s formal leader must learn to allow 
others to assume a guiding role when appropriate. These responsibilities are 
listed below:

1. Assign the right people to the right task
2. Make expectations clear
3. Encourage participation by nudging, assisting, helping, and 

answering questions
4. See the big picture
5. Plan
6. Involve "rookie" employees in the team to bring a fresh .outlook or 

approach
7. Provide encouragement, motivation, and spirit
8. Administer rewards for performance, including positive 
, reinforcement and acknowledgement of contributions

9. Remove road blocks and obstacles that keep the team from 
performing

10. Teach, assist, and answer questions
11 .Keep things on track and moving forward).
6nMraM^RBnsit9lHi3utHrri!irint3nitristtjS|rnfinEittnnaHraRimgja 

fnnlviutJ i  nwmjMtiGGRmtimglTOmcifinfnn samtmnjtPttCTfjtirrmHtnBfi

i

ftiti namjggromtuafMHRmntsmjBnmraMHnBnaiBtgtgJfimjiMmtinBtHts 

gfiBfiai§H19|tIM|fnn (The choice o f leaders in a truly effective team is
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made by consensus, and the team will usually select the' leader based on 
strengths. Decision are based on logic and agreed to by team members rather 
than dictated by authority or position power. The ability to acknowledge 
others’ leadership ability and let go is a sign o f  an effective formal leader)

Elements Needed to Build an Effective Team

ukjfiftiitiaiLnHmiirintiromsLUMgmnHW tutmsutfttslgmsmffns u 
tsIgwnmtJuu tmngfiyiiHistmroHafiBjiHnjiHHmmcummmaMynHmitri!
SntjitiiifigtuntacutcinnHntjiiitgl? tHmucmcmfmnysfsG? tfituHi tuRGtm?ntu 

yRHmittfmGGEummnannbmitfEtiafm a» nmimtntujtJlGjiMtmfji tRifutulm 

iRtnafnnBjiHtmM iuiffiRtuimalnmfqjftfrimfjnyHmtBtytHitiiMHiSfiuiHm! 

^jmWGJl&imtRinnttf mwyiHR'IIiJlI *i

Vision
To build an effective team, whether at work or elsewhere, you must 

have a clear idea of the team's purpose, where you want to go, and what you 
must do. Allowing the team to contribute to the planning and setting of 
specific goals promotes teamwork. Goals should be specific and result in a 
mission statement through which team members can clearly understand their 
purpose.

ffgntfijjuimi

g&Riifiimjamaftfrnns aa mnymfiyuteiHhjtna <i ialwnntfroyRnjyiR'JBia

mnLwnnRLMfutfiHtaa&Rmg tufannyiuM satt/ita tmsHfiwtmnmiRpRtita

LRHfntinfatitnfitna'i yiUMtnSngiaHHaaHiaKiiyiiniritiiygjHynH ttnujHRJH 

yRHaamafnnLManniMcuRarnitGmttuR ttfitiiaaiGrninamRpgfiniiglHRuyM
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tfti5mit§mjiCTitfirofi[ui:Hi3tmnijt i  mciraiHmtsittmrassaHsuaicmHimtiSnici
e  p i  u  u  u  c* u  ni  i n  *\> ">j

sb ncmtitnBsfrpBtnHmrtiu i

Interdependence
Clearly identifying each person's role is essential in reducing conflict 

and negative competitiveness. Once individuals are comfortable with their 
role and mission, true team identity can arise. Members will feel like 
teammates. Teammates will feel comfortable sharing and will come to rely 
on one another rather than operate as independent entities. This togetherness 
reflects a sense of ownership in what the team is doing and builds team 
spirit.

fiimiigniTnin

RmgtammftHfiBnmnaLRHmiiJiJHffiRHistiEultnn stt u in u itf i r a ip s  

S in i nfipntinm fihuiujtji utsftSaisaffmteffinjtR

tnaHm!fiait4?mj u putsjiutjitfnutaistg *1 igJwBmittinKninnmStafnnfilgri

HHtuiraMUjHmilTU *1 g n B n a ig fm m su jay iftM tim tu  a a  H Btrnm tntijgnStg 

tgfniBnm i  tJirmcifuimfj HRBnaigfmi(Gftn8fnnggcu8M^?HjiMcmfiimcns
tl

tljH im ttit *1

Leadership
The leadership role in a team is critical and a difficult one. Certainly, a 

leader is needed, but it need not always be the formal, legitimate leader. 
Sharing the leadership role with other team members when appropriate 
serves to strengthen the team feeling. Today's formal leader must learn when 
to let go and allows others to lead. Of course, the formal leader has very real 
responsibilities to the group.
fflw nw jfir
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mjMraMjwlsnfimsRHiSfmirMsisgitiruTifij i  ntiifjgiBRgitiHMynftR 

tnHEJistJDtutna îtjctntjsftfiHfrmi/iS*) u mimnitsgHtSlmsrt mrotSnsiisj 

u[ynnigmRgatit6cumsyiS|fnnyuiRtn3£im:M8iBtiattin

mns5nitcuntiRHigntrisfmj:M8is[uriM i yfiUMm§nynHsiHMyjfm{Ritns 

tinjsfSnJi«MHn|nSrnian§sisi ymigiMyittntuattintjitu samracirtMuiurenlfi 

§ 9 1 LOTMHiBnyjHfniiriimtRftnatcuRgRSmHiaitGBHBsiiisstJtjiHaiMtnBms 

yiHuts y yjRfisiatyrittijatgjRtjbitji i

Coordination
Given the dynamic conditions of the team approach, coordination of 

information is critical. All members need to keep up with new facts or 
changes in direction. Establishing effective communication lines is essential. 
Something as simple as notification of meeting times and places can play a 
key part in the process.

Sharing information is also vital. All team members should be 
informed of important events, from policy changes to new technologies to 
priority modifications. Team members should be encouraged to-establish 
networks with other team members and other external sources. Maximum 
cooperation occurs when people know they will have to deal with each other 
again.

fnnldflT îs îTjgflrtns

RinRjiBtmaOTitgiystslyURisatGRiiiSnjHisRiifiMmjnmtnMtmigiH

giisfmmtJcufrmfijyjusstns sti mmtJcujrrcmnustna i  RiJwtflRiJtmgRiiiJinsI
U

n^ijiHfnTtiiiHiijgsnjtnssfnjgticuwttps shsriuitnratjiiJugnjtRgifitg *1 unmmi 

tntj{pgsst3mmjwHiQtitu6jmtmmtnsmn§turitjmstnfiJtfcirinLRHfnjtny sb

timn{pbSftj1HfnninE (Synergism) tibttf i i 

Adaptability
Keeping pace in the rapidly changing workplace requires adaptability 

and flexibility. People working shoulder-to-shoulder in teams can get things
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done much faster than individuals out to protect their own turf, or those who 
may be required to obtain dozens of approvals of higher-ups before they can 
proceed. Meeting the challenge of change can serve to inspire team 
responsiveness and heighten synergism.

V  < 5 5  < 5  o r

Identifying Effective Team Members
mntSM«WHtfiBmRHmiinritiroromtaRm3fmi:MsnaRamiriRnaaifRHfiL i  L i  i  M l  «=* V  U |

iJtftjumsTuSsfnnHtu *1 RtimnTSfanfdfdmSmfittmjtnj tnnnHnmttSfimN
U  c * W  «  u  L i  i c « u L i

HtnBmatutnsMHRfnfi sa mnmEatnjJfSrattya^frn tgisutfttihanmmtJitmsI

Rt3mmftiGTRHmj4nj tnriRHRHiGsaTRfciattimgliSiinriatftHnojtsufiWGnfa
c* U  U i  a  U u  m  I  p i  w

c* w  n  «  \ J  u
V

tuHlmSaataiisltimfjnmR t inmHRRmggnjfmfugfmwssmnmBaaisituCu

uRtuHifiotna ttatmwngRGfinmmmmticinsRafi sa  mn/uEagiaists *1
i n  a  n  ti  r

tcufjntas ftoMsamHnafmm^stajfamHmtmifmnciJja 313 RtnMi

siatTmtJiaiRtji [URCui:lsGtiit^HjmtiitjiRHatt3tunit3lnaniHfriilTii:
L i  e  . H  U « i  t i n  «  a  L i  1

.  t^HBMjtacutRatRRRfi^muriiiaiHraMuiH HatHaBmticiununtjatiRnj 

ta i.tg  " We /  us /  our " terms versus "I / me / mine "

.  ^luaMjlacuHiGumuawa

.  t^H8MjtanjHiaH8?2 afnitGnitcijnciRyi8 asst sa  mjggnjftfim

.  t^H3fjjit3tutrisfnipLMtiigiRgaciitJiHtaHfi§tg

.  t^HaMitScuuainiimmtmniafGarritjHiitJtin sa  tHGnwmitiijfinm
I  O  i n  M i l  v* n  t-J

(Selecting the best team members possible is crucial to building an 
effective team. If  you are selecting team members, a cross-section of talents 
with each member representing expertise in a separate discipline is desirable. 
However, when drawing a team from an existing group, you may need to 
rely on the strengths of certain individuals and develop abilities in others.
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You may choose to cross-train or rotate employees to enhance ,their 
knowledge of operations. You should recognize valuable traits in individuals 
and encourage them to flourish. Additionally, the freedom to make mistakes 
allows growth through trial and error. The following box identifies 
characteristic of good team players that you should enlist or develop.

- Characteristics o f  a Good Team Player 
A good team member generally:
• Thinks in "we / us / our " terms versus "I / me / mine"
• Is flexible
• Is willing to share information, ideas, and recognition
• Gets along well with others
• Exhibits interest and enthusiasm
• Remains loyal to team purpose and team members).

Importane o f Communication, Networking, and Human Relations ̂ Skills
isItcirattiwMwBRtaLRHmitnitnsmwHjiMnfimg sis uiwRRHmiunmR

itfim tmstjSinusRiisiRsti Rircatfratunnj aa gmRgaaifiyyawjaafptiJtgltj] 
HiamciMsia *i RasHuinamnmHRfstftttBatgjRHnmrcsRsiyaiLuamHijitjR'ii 
trmaisRRiimRGuiiafgaiRgaa *1 RiituRGtniafRggaiRgatitiramSaafRiitGUJlR 

aa frifnjiHRRtiGttunHMtnBRtRHRinnri lEJirafmnRtjiRinuRGimafgaiRgaaai 
HRafmnBRfig aa |RHRiJinitatumaitiS|RiR tgufimnuagmRgaaciJjfiaHswj
tgftjiatRttptPMOTtimusa *1 tBHjmrotmtiiGjiMngSRicitas tntnmciRRHRRitR

w ca c a  u

ttngMiafM8i«tuGaaHfitRgRiitnf la MtnSRtfiHmMgRfimjifiitRHtnBR 
HiR^RajRHtnaRURitggiiaimg? tmujatflstBRttcijRafntiyta aa RatiBim 

tmtupgfltmgltjRtiftmg? tRttSaRtiigRwiti§tnauiw|fiimyamg? tmtSa 

ti ŝ[MitiiRii{ucuiijy3uiRRi u unpaimtjiBMHiHtitflimg? Rimfif ĵaaftiaini
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mnGEKltm^gtCU^aimasftugtiraMimaTnHfniaiimfaHRfOnce team members** U U vJ v  e» i Li i c* v

understand their roles and mission, communication, networking, and other 
human relations skills become important. One of the key ingredients for any 
team effort is open communication. It enhances creativity and camaraderie 
among team members and adds to the bottom line of improved productivity.

Because an effective team is able to communicate openly is highly 
cohesive, good human relations skills are in constant use. To examine some 
of these aspects, you need only ask the following questions about your team 
and its members. Are we supportive of one another? Do we share 
information and ideas? Are we effective listeners? Do we handle 
confrontation or problems within the team fairly, resolving issues well? 
Developing these basic human relations skill can go a long way toward
improving your team's overall output) *1

How Does a Team affect its Members?

t Giuimasmiraai

tHimwmSRtnHmjtnimnsHincmstglmamfiSHHratsmimnmmjtiiitjtistin

ih atimitiTOmRgapglRtitfiHrnitm i tnaHawjPipatnamjHciMtimfitim! 
ujntjnmmmstRSiuMnmfiGtmiHiuaraMinmti talwcutticuinmfiEmtjififnEu 
mfjnmRHiaRGRGUtjmalRijwiuamiaiimMnfitfi *1 ntimHtftwtfitSfiuiHfmtiiJ 

nmmfititnaRafinamjBmmPrafiEU amtJ'itncifiUfifitiutn *i taltnmttimwtntjfi 
tnn^HiammoriijicimfirnaifitriamramtrisMitJamMfifismsis fitimfocTirmragi 

BRiuMnritRnarniMtiGtifiuitiiaafnHfn ammcmtflraMLRHfnitm atsyiuai tfi 
igisutjitmanmmjJiujunTintiMs tigsiMmmfaaimrmHiatalstifltnJiirnimrtra

in  *  m  • ■ *y
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niMtfjH11 9BiM^nT3arfma8tuimtanjfiiHwiuinBfiijntDl5ftn|Mlsfnn5fnmiei 

UiHHS^^tRftnsfinRHStmgtg i ugcuyujGssmtjuBtfauSsQnjJH umcutTini

t*mranmtff1tnJ|UM0niClISlI}HfnitnJtljHt8jnati (Being on a team has
advantages. Teamwork creates a cycle of positive dynamics, with each part 
reinforcing the others. This enables individual team members to reach high 
levels of performance. Teams are an effective way to stimulate participation 
and involvement. Most people have difficulty feeling a strong sense of 
identity with or loyalty to an organization when they think that their impact 
is minimal. As team members, they have a sense of making real, direct, and 
appreciated contributions. This increased feeling of worth improves their 
commitment to the goals and objectives of the team and the organization. 
However, drawbacks do exist in the work process. Because of the personal 
drawbacks, the team approach is not always welcome. Some individuals 
may refuse to participate or may even sabotage the team's effectiveness.).

Benefits and Drawbacks of Teamwork
eaaw qjf?  (Benefits)

® tn&BBfsat ah mntiitnMtattncmtil m«ni
r t v  »

(Increased commitment and ownership of 
goals)

•  mBmiraanuhsMimstglmamiMtiBu  L# n n

tmmtnBBftmtUttilfnrtJll (Higher sustained 
effort toward goal accomplishment)

•  mSssfmnmagsfiQmnjsarnj ahmiturnfin  v  i n  m u  U n

rotaWH'ltjfitfiHfnittlJ (Improved self-
confidence and sense of well-being for team 
members)

® tJinjraotinriBmifihiGBfi ahfrmtfis{firiffi

ucrn (Improved decision-making and problem 
solving results)

•  ggratnasfrntsntglgfigfGgtpatBlohraai

WHajfJHtTlJfttt (Greater emotional support

tf&SSOg (Drawbacks)

•  tnam ifiDJSiQaffnaiH m nnufinj (Fear of 
individual anonymity)

•  nhMstJnjmnhaffifnnlafnn^atn^8̂ 0
fnitnnUMUfitU (Restricted opportunity for 
personal career advancement)

• tnmflaaf nam e ah w urgg  (loss of power 
and authority)

•  giHmiGitnGaffnnthuGcugigItBifihfni
mcimmitm uatHs^iufiiumMMtawgi n

(Need to be generalists versus specialists in 
career field)

IMGf1Uh|tn6lJUMUynj (Team commitments 
overshadow personal desires)

•  fnn^HfiBnaiuGtyaHaSmtgiahgMja:ta
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within team structure)

tUTlfifJHlBfiffiHfnJvnJ (Greater endurance 
and energy levels from team members)

•  99tUtnSSfRSR Si3
(Greater reservoir of ideas and information)

i nmi m  i n

(Increased sharing of individual skills)

•  tjJHlSftitUfifTin (Increased productivity)

focus ffinjimn sa rntnnmsgsticui i «*

(Improved quality and quantity output)

• tjimmntfiris^mmsRHfR sfci uncmfrl

JUMUfHmrtlM (Improved loyalty to goals 
and objectives)

• tnSaBfmntBfnnwnShSn fniiMBWiiMin  v n  v

tifUMHiBnuiHfnJtTii stitMtimncjBRmmj

ffllvJlI (Increased levels of team member 
motivation, enthusiasm, and job satisfaction)

U}HfnftrmBl«9  (Current leadership not 
geared to team concepts)

•  mSfnntjlSmtSnG3R8[pt3I{Ua (Duplication 
of effort)

•  3imnfuiforiRt3frin§HsmHnt3[RHfniirij 
(Time wasted in team interaction)

•  HlsfociTlS Btimifitntijp (Conflict and 
infighting)

• njuutnfisffnntcuBttn sti fruggtutnssf
fffiCUfi9fiGfi (Diminished opportunity to stand 

out /  obtain rewards *1

*  6S5R8mjeu5«GS«ssgsj$355i5i5©mstf:68§i5:!d5sa?
Does Teams Fit A11 Occasions?

fjntirnimcitjfniUiitiicuniinruiHrnitr)} utejggcutnaniifiSm Hfrature 

^fra^ajE JcuH m Stutsl^tjssifnm tiisM unttjitiS tii tuiaiMHiBnHin5ai3{Ri 

ggwsfJtRf^icussQtmsnigdcuttJcuggrotna t mitnfLmastnamnciftnnfintoRni 

HtiiGaac *i TtinsstaucrmnsitnatglatSitiJMiniiEinuaaimMmaintsfinxnnmro 

Haimroi iGaiMHamaituninnauiB tuiraaanujmumamiHafRBSaGiaSgi 
mH t̂glaarnittSpfjtjiMRtutauiHrniamaissg *1 tmgisutfiffi'iacimmtJira tal 
gam am ntt3tugM ja:M nuiHrniaiifnGtiuttnM tn3 taistitugntinfiatam iHaiRa
i
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sbfmssnjmn stimsmcu *i rringmjiTiJt^ijiyStmnsnSRtmmfiinstslutumR

nnwgtimrifrnnimrtiu ttfim Hsm im m tiJm sm jstfijs Btifrujunniutfitt i

HnpM^tt!@nip6tpt3Hmimngi8dl Douglas McGregor tj)SUfriniS?fi£l 

Maia9HmcaaHnijiima1tnnjmn!aroifjHmittiiHiGfltniiifnitnB u 5stns? m  

rogjm:lagraM8ia9H88tflnjmtjnmtnaDjHmiiiiiHm!flnitnapMgmn?
(For a teamwork approach to work, participants must buy into the 

premise that, in order to succeed, they must commit to helping those around 
them succeed and that all the team members will be held personally 
responsible for the outcome. This adjustment is difficult for most 
individuals. Part of the problem occurs because organizations are in 
transition. Current structures and operating styles do not lend themselves 
readily to the universal use of teamwork. However, in situations where team 
concepts can be used, the benefits are well worth the effort of 
implementation and adaptation. Teams inspire peak performance and confer 
a critical, competitive edge.

Douglas McGregor, a management theorist, identified key factors of 
what works and what doesn't in teams. McGregor described the most 
common characteristics of effective and ineffective teams).

Doglas McGregor 
(McGregor's Team Effectiveness)

(Characteristics of Effective Teams)

•  mtmmwfithmonmMmrtmHtmtinj
u

witliigittunjRiuirGHm HisfnnwsTWtu stiO V* I Uu

Gifftnw *1 usMjffiummsmnnsm sti

HiaClUnmniHnfi (The "atmosphere"is a
working atmosphere that tends to be formal, 
comfortable, and relaxed. People are involved 
and interested)

5|5$i5gS53ft (Characteristics of Ineffective 
Teams)

•  HisfnnLub?Lut3fnimigwjs:mw3s sh
v

tnSfnnfiWmG (There is a climate of 
defensiveness or fear)

•  HsmafnnifimRUmiGtuiH ttnoiHsmsmi« V “
ttypMNHLMUgiBBtnSIUMtflH (There is
unequal participation and uneven use o f group 

. resources) ______ _____________ ______
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uiaRiiGfuiunyiusRi tuitmRjitnssffiin

MHtUlRMUtiCUGtmsRIlttll (There is a lot of
discussion in which virtually everyone 
participates, but it remains pertinent to the task)

•  frmnRG yRHfRls[RHfnitni[gftjistunj

tHiUGjiw st3ggcutnssfmi?n[9nM HiBR

RtiyiUfnitTU (The task or objectives of the
group is well understood and accepted by the 
members)

•  Hn^Rm[RHHSt§mnfijuwamg1tffitRHfni

ttii tin tuyiH fnitniR H Stfnin u jm u  ^ h h r

BR81[RHftjfUyiMtnRt81Stt3l (The leader of
the group does not dominate it nor does the 
group defer unduly to her)

•  tufnfuiunGisfnnHSGsMilitjiHcutJistifnHtii
I I  V  p  u

ttfMHsmGttfi§[Mitutna ts is g iu g u tm u j 

GiRfGisRiitfiGitnG faltnsfnnms^ftG 
sti igfggcuw ifutji 

I tn s fn itm s  m s t^ u m s u g ls m in tn if im

ftTingjtilni (Where there basic disagreements
that cannot be resolved and action is necessary, 
it will be taken but with open caution and 
recognition that the action may be subject to 
later reconsideration)

•  MGiBnyimutRfMiugitgilmtg1.HR
(Members listen to each others)

•  nwRiJMtiuugmmiusmSt^tittiimHR

gtg l uisstuthM uiBRgiHM tnstufUGjiM

Si3yiUttpJi1R1fi1UR1JMtlGtl3tUtjigtG (most
decisions are reached by a kind of consensus in 
which it is clear that everybody is in general 
agreement and willing to go along)

• fnigtgJstRRuiatujtitiimRtipu ttfimuia
MRfimMium tMiiyiia ati tiigtHijuRu

• ' HRBRS1[RUR1JtrinGR1iyiUulUlUtg1tMtRU
(The group is dominated by the leader)

•  msRiitGfMtfttisffnnsMRi uwRisntutdtu

SltHltUUIsBttinsRUIStjigtgl (Avoidance of 
differences or potential conflicts is common)

•  RiitGgsiRgstiRitRftjisnna
(Communication is restricted)

•  TRURiitm utSntHituuissfBtiM sim ttJitiiO i n  v

uauiB yulR nnM G tm sucrngitsgjitii (The
team produces uncreative alternatives to 
prblems)

•  u i8riirriv1rirv3[r h  tm w uiafnn ltiijti U

u g g is  Sti 8R?GIUMtRUR1ItniHSU18

thflJlJRIJ (There are warring cliques or
subgroups and rigid or dysfunctional group 
norms and procedures)
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(Criticism is frequent, frank, 
constructive, and relatively comfortable)

Htiri saRSRiuwssgitJHnumrimsi sti

Hn3lWlIfTinUWU}HfmlTU (People are free
in expressing their feeling as well as ideas both 
on the problem and the group's operation)

•  ta1inrcitiw?m sm j[Rftnstw m gjfci tms

nGmimagnaimfiiismSfi atiggcutufi»  vl Uu n  u

(When action is taken, clear assignments are 
made and accepted)

. ujHfnTtniHisHSMfnidirasBvilimmsnGmi 

thCUIUWSS (The group is self-conscious about
v

its own operation)

• mnGSGsMifcmHS$fmsifijuwtiR u uB 

tMGttnwiî rafdfiHfririyiHrriitJii?t3cuHis

fflffifitiStBIStg (Disagreements are not
suppressed or overridden by premature group 
action).

How Can You Be an Effective Team Member?
tsiicicuttiroHnmtiJtJifatnBfiHaiJUQtiijiHfminjHtii anH'rafitBtmmujH

m itnitm stnaitiSgfnntjia fu5at%RtalGatriHRiumcuHUJGssSGSiat|jnH:

©. {gfffinjBaHciRmg sa  tRiEm^RiiaiiraMiRy'' iRSmticraiuiGsia aa

GonmsjiraraM sa {pHmamacutfmRHfiaiGtinimmnnriRafnHfTiiaii| Rj o- a  v  v  a  i

to. {RftRtri3a3sgaRimtcin]RiiirmjitRH*i tnm pHiG[RitnstRtwfjtHimmRni 

miRGtSEmnnRHRHatnniGR URiiaiitimtSnnnriRHRtjatiRRipn tnnRHR{Rf 

iMarawtKiuitnsGjiMtjitRRiimnmRiitriigiatais fiaaGtuiHmtuiRgtu^m
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TostmSsHsstJtusstjtmuMTRH tuitmnrmHmflftfltfrcinifTiitonmsTumjU oj c» U | c% Lry -o  U

m. MinmifiiHtUMtnBfigit39pffit3{RH§tg i  frmfJSi3HmsisRmsmstm{ps 

igjti tnmm:miraRBtnsffriJ|tnjMffiginga aafisitjgsifigsaifitiH SH j^tu 

latfiHto tV

d. t4pjfmfiiTgE3cuMtnBmsmH§sgmHira:fnJtlcu3ffrmraRgRGfi ttnmtjtufnin  U Li i o  v  n  v

ttinumnmmsItnnjtumriTjre i

ti. ffiitBstBmtEURsfmnmfifanHn BsififgiHgiiffifinBwftfwnmfissammsLn; v Uu n  m

tg *t

e). tsItntUHisgsiMtnnHistgja ^fnjitirim tym m gm ratm sim tntgltiiugm fm

-GS?tiHlSHtU (When you are a member of a team you can help make the
team effective and the experience pleasant if you remember certain 
suggestions:

1. Know your role and the team's goals. Be aware of your strengths and 
weaknesses and what you can contribute to the team.

2. Be a willing team player. At times you may be asked to perform tasks 
that you dislike or with which you disagree. Realize how performing 
these assignments will contribute to the group productivity and perform 
them willingly (unless you disagree on ethical or moral grounds.)

3. Cooperate with other team members. Harmony is enhanced by using 
open communication and solid human relations skills.

4. Support other team members by giving them encouragement and 
assisting them when necessary with their tasks.

5. Share praise. Do not claim credit for yourself if  a team effort was 
involved.

6. When conflict occurs, attempt to turn it into a positive experience.)
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*  6K&a5«£'JS«38S5a5i«Jf5fii?
Is Conflict Bad?

mHtuimtHitaEismjtfiHujRfrminwmtftmstsSscms i  iGsgisutittkcmstficu nv

rnnfflmtjifmsifitnRsntiifriguwfiHtHmmsLRHmjinrmfrm IntSitilMtififingfi

HtiJ§MsiatsSttuiifriifnitnnuMTRH t thmsffiftnstRticusffiysffitiitjiinciHstssu L»I L»U O I

Mit3g ijf ii3tigcu y  ujHHntmcuttJlmjtni i  fitftnfattinjHsmGttywfititna t 

tuMBtjims&imstRRtnsigj^slRtiyRHmiinumfts taisyRHRij^jytnRStfiSaHiG 

mfinifnfiTiiyiRmtjitii{UM|frintsisj9 mpstjiwinBRsiagpraHasimstijntug 

t3tu utjtusfRSRionunjmmimsig *1 tRtgittfatihijiimmfrimBtflflsatiRitHtgltji
O  V  CU

ucrnyiM3t5fltnrisgisi{payjtuyiM tuiuifitgtm tiitnaRiinaM s y  aitm tuyiH 

Rinrincua^tnjiiRiittiHtgjRtitJ t  •

RiiraRRmitjaRtjiRirnsmiSsriyaHGitjnsigiRiaRiiMnGtmmtnaaftRira
L i  u  U  1 u  w  n  V

tttfR'iramtfimfiiaRiinna MHjtfitmtuttJlRiitnigimBislMHRgimtJiun Ruyinn 

ra!tjtiKiGfiiniHtnBRtRHtHiaiHiaR3RtyyilR aatnafmuritja ymgiaRjasiR
1 -v* I U a

aiaitititBi t ttJiratgjRRiiHiaBtttni^gaifiR RiuiRafRicitGyjqR t

BtcmsHiGlaHi aaltiHiayuMaiutramsiiymujfitnaMHyau'i fJtnBfiyiH 

RiittiiHiGatiyjfwatiBRgRGmfnmttiisymmacm rmtutunstgnstsiRiammaRni 

tG yilR |*t tutgisut3iR iiH i3Btanst{G3tnR3iHRaJmtint3fas y  Satriafnn&rraai 

iRRuGRilSiRtjiRinjiunaiaBicinsRGRG tjiaigliriGaiifnffitnaRinriimMfH attMRv  «=* ti t) t-' w J  n

IMnai mtBcuitsfitmig^mwHtrauHtntanjtSRnsRjmmturmgmgwmmtsfnj

sbftftfiBnsittgpmtsuiHmiiTir

ttlitnflldHml3tnmsi|uSgfnn3Mg^mmtnn]fnittll6t3tai (Introducing change
sets the stage for conflict. Although conflict is often regarded as a barrier to 
teamwork, it is actually an essential part of the process. Conflict is defined
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as disagreement between individuals or groups about goals. It is inevitable. 
If no conflict occurs in a group, the group may actually be ineffective 
because members do not care about outcomes or make suggestions. Conflict 
does become a problem, however, when it is excessive, becomes disruptive, 
or causes a team to become dysfunctional.

Competition is a healthy struggle toward goal accomplishment 
without interference, even when the goals are incompatible. Competition can 
stimulate beneficial and creative ideas and methods by team members, 
whereas excessive conflict typically limits creativity.

Conflict can be healthy and positive if handled properly. Team 
members may be inspired or stimulated to resolve issues and reach new 
heights of creativity. Although too much conflict may be disruptive or 
destructive, too little conflict generally results in apathy and stagnation. A 
moderate amount of conflict controlled through resolution techniques can be 
of benefit to both the organization and the team members and can assure 
peak performance.)

What Causes Conflict?

v i n

wtnBntjittfnmii t sitatunmasRtjiHcmuisiGsa

Gnnmficumtmmflimstfititnsisfa:

(Incompatibility)

fomiuRCUfnGtRRtnatsIntifRHmi&ii. yifiauiHm iiiufintijagitjtiiSi i

ts1ga{pw8Bfl(^nmitni BtigmtfnH
I

ubiti y  ifiawHiBrinj y i p s  *1
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ttJimHnitifimtijtieJtiitpai gsitmcin: frTnn^LnjnGHSwuptijBgijiHm ariJwm 

tgfnntjgifawnsm atiHafgaltjnnMgjmti^ujnmttJwunmnjtHimfnitiima 

fitcuiifmcu i ifjHlMmaiQtSnigmnraimiiRHmnniJBin i t3tcui§{uinsts§mS?i

TH7tIJtriSUnpiuninJtH1tnRR£i5?finJtns (Personality conflicts may arise within
the team or even between two teams. Within the team, a conflict may occur 
between a supervisor and a subordinate or between any two or more team 
members. ' -

Between teams, ill feelings may exist for a variety of reasons. For 
example, plant operators may resent corporate engineers who design and 
implement changes that do not work well. The engineers may look down on 
the plant operators. Such conflict may create considerable trouble.)

(Organizational Reliance)

lIjHrniiTiimm^amMftiiuamaitntifnntilflnipt^ftnjtfllHn i qaiumui: 

UjHfmm^a!lnrfgm^iwQjB!gn!fiOT!flnn5mj0nna«u!iS0iauninfiffii0jti0in 

mumtuRtuiR i

mitSrtsJmmmigfnfiracimnHBStjstSmiRnsftsitiiJifitjWRRmHiaifltiixiitnsnj*!r> v o  v  w u  «  O  v* h

fitnnsmmnRtnstfffaiMutiHfrmjii pM stm gm tjm m gm itgw tytm ftf umi 

unprantifltHiratgntjffinnmmratGrnfinfjiHititBtygscutnssfrnnitnragttSmHS

HlSfnnpnfltptil (In most organizations teams rely upon one another. For
example, machine operators depend on the maintenance crews to perform 
periodic maintenance on equipment. A production team may rely on the 
sales team to provide orders from customers to keep the production line in 
full operation. Conflict may arise between the teams if maintenance is 
slipshod or if sales orders force production into overtime to meet unrealistic 
schedules)

(Goal Ambiguity)
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ion ^SsmijHisuani3tiis|suinjiifnitit5EiRH (pamtitGtmtGtpsfrRSrfmanfTin 

tiffifitinisBHjsgcutjisaiuJinmf i  ujHmit^JiriHHisutinmGrriiRiHMiciJtBtQtnm

siRtuifticiiituR^nn tssunpn t^ tm w ^m itnnsu iH g ian itn srnn tim m  (Team
goals may differ from the goals of the organization. For example, the 
organization may want to hurry the processes and jeopardize quality of 
product in order to get the job out and turn a profit. The work teams may 
want to take time to assure quality. The goals o f the two groups clearly 
conflict)

(Labor-M anagem ent Disputes)

tfirmnniMHmtnm nnnntiiJtRHSHiarnJtiswimsItcucuRstirifniiTiJ uhfcV V* 1 1 8  8

iftni Btipnngnn tmsisu^maamm^rntjmifit(pslmRRtrist9ja^fi1tjimss
XI

tsItsjR'i uiutihr

RnmaigRfRUfpafnmt^tfiRtiimiLUEmHHBEfrnCTtiiHmHnRomawtnSnHsmitjft

RBiciiciRGMSjiRHisfnntritnGRaRiiRaiiRsffiuTia t  ^sm noim sim fititm R R

GlStjlGHmtaliCiraiatURIRMtriSn sagR(RUfRtiH1S9ftp:titIJ|n (Labor and*
management have long had disagreements over work conditions, hours., and 
wages. However, the trouble often goes deeper. Conflicts may be based on 
roles that each feels necessary to portray. Management representatives may 
believe that "squaring off' with union representatives just prior to contract 
negotiation is necessary to set stage. These situations are normal when the 
union and management have opposing views)

5^SfCfW «5n»innqjSft5anft5 (Unclear Roles)

mnSapnflip^tflwtRtjImfininaiftmftJiiOTraiwffiHeitBgmB sm uwn 

-RHmSmHiuitnstgtnn? *t mniugjrommBmiinieititBiuimraimmmsHtMf- 

mnifitiMtfitjRiRHR'irtm tnwtmstwm!firo&tmstnut^mnnmstffjtn m ip -
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uncertainty brought on by constant changes in roles and missions breeds 
conflict. These environmental changes cause instability among team 
members, and conflict will occur. Good communication among team 
members helps control this type o f conflict.)

*  6Ss«5SeSS6S^S5fi«eS56sSOTJS^e555G»5©SJ5n?
How Is Conflict Resolved?

mnUisipnmflinn: R^rniijiUL^^iywRHts^tcirisfnHitijrmjnnjifi aami

/

iuiramjtMaracucitjitRR!{pujtiaiuiti5ittiju 

[unRtnsfinirMsisutjti t siattmHfitfraremgfij gmatt3nitRitjistmtSpnMtjimn

njiti aa tna ^uSffnnutlfiRarrinSisuiriffifltciris:

©6^f56afi5gSfr356S^S5|©je5Sd53'3f>5 

Techniques for Handling Conflict 

sn$&g<£6?8 (Avoidance)

mgRtsMissmnR9si(MatJiHtiirnigyMiRmi{uciiiiJt5s'tsfiicir)s *t m itty w 

fia^srnistMnitnmtfnnHtBGSstBHjHistugfTiciMnjiiwatiJcumaynfafricirniafi 

ttinjfumaliftmtjtnys utinjatwiamnEmiftfifi i  fiHatjtySmmntJisTfmtiitjifijmais
•N  1 -V> M  Cl t l  « /  « /  U  L )

tg Ui8tjimnnitIJfl6lfl3tIiy3iamH9Baidf (This technique involves totally
refraining from confronting the conflict. Avoiding the situation can buy 
some time to learn additional facts surrounding the conflict or provide a 
"cooling off' period. It does not resolve the conflict but is often of 
immediate help)

Sn*6§e^e55^8**W«B8 (Smoothing)
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namiMmMicuaJfncisMfn'tafnfi to mnGiHitDtnsrnfiicustjtiifjinititrn'  <=» v  v  i <=* «=• v  v  u in

tmtiiFismstsiRG i  un jiH lg tnssisian i

(Accommodating the differences between
the two parties, smoothing plays down strong issues and concentrates on 
mutual interests. Negative issues are seldom even discussed)

^3&5$SSj5!J&5 (Compromising)

mcmgwtssEHum'mritjrTTi tnamaatfiGttiisihrimumitmsttimutticTi
i*. v  o  in  i n  L i  Ln w  m

utuialafnifitcmsgiafaasiajmsciaamEu i  fiH au^m H iraranitipfjtjiaiiirntJi

Hfiflgs U HRGItjtmstg (This technique does address the issue but seldom
resolves it to the complete satisfaction of both parties. There is no clear 
winner or loser)

fn5S5eS5559 (Forcing)

miuSfmS RthcugtitutElcutnRHiat^ataltcicutanjfnRgiarinafitcmsnina 

SmwiafnngtuynnHtu tuiraHarmRiHiffitiatnaHiimHaniyimySrdnfdaJulHitui 

HmLmMitiiamngmnyiiigltRnGynmynjatSStiimsymmiHHm i  Im asyiftna

tnagnt^t^fiJiafrimanitrianiRCmi l a  Cltj (Forcing results when two groups
reach an impasse and allow an authoritative figure to choose one preference 
rather than work toward a mutually agreeable solution. This is considered a 
win-lose situation)

ST355|5ft55S52|S (Confrontation)

ratgisutiilGtasunnufiGtftltngHiaHmmtftmtfimrnfilG&RfMtBmiuJEiDH

HstJintnRHiaiTinltjtnautiti *1 iGtaifnGmHnaffmafnucihs-tffi? i  fmtftwtiinfi-| c* t *  1 V ^  «* «• w n

m sfntjisui [pHgiafnngmjtni^M nHmHrarGanQSfdmgibgjitiJHititrimtns
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(Although it sounds
like a negative approach, confrontation is actually the most positive. It can 
create a win-win situation. Openly exchanging information and actively 
working through the differences assures that some agreeable resolution is 
reached.)

mGmswgitigpmsihtmtssdritistcmnHfiaffinwHtMGSSMnmfiisiMim

than ; t  tsltcicuttlnjtiuujgssamitijtuitjgj ymn5st3swjhminaMtnSfi(fiHfniirii 

(Rftnsfmyjragyjtujif shggcutlhtjitnstkcmstRfugjti tuitu^ftHtunsiHCuttmi 

ttjtumtsfiratnsfittinstms ynHsiatMhcucumuinticutsfltfmstmstmmtnatipsfnH

tutumGtGtg1tnSiBHj:slRt1t[irns[fiTltTi (These techniques give you some
choices for dealing with conflict. The critical message when confronted with 
confusion or disagreements among team members is to be alert and aware 
that the conflict exists, look for the causes, understand the reasons as much 
as possible, and then meet the conflict head on to bring it to resolution.)

6Si5$5?|li5$855 (Summary)

tmftjtmiHtJfnn fmusgihgneiitrattnMTnHrnrttiifitTmsfitluifijni aamasLi n  n  ^  w  u  u  U i Lj  u i *\j n

sftlcufifnci t tnfitfjtfmnjtfisBss a  TRliRHiatfitficsiR ttStmGtjnmtRHR'ijaifHtii
V  | O  v  CJ u  L a i U  ^  L i ]  u

tnsruwgfnci i  TfiHmitniinrtmnagMiatltijtii , tnamjnacrifitntgfJfmglHR,’ ’ Lj  c* Li | U i U  d  M,

HismnSnmciJ, shtnamei

tamcmmussfan

iutgisutJiHR^RaiyfRiraatnafRtnatalRauiHRifaiifnRt(Ga mgfnntjiHR 

uRaifRftiiatRtGRiftuRijigtgiiuitfjmsRirntiisiGtnRtJviHafnmaistg *i whiBrirh 

Riiai5ttjfiici3SfiG(Rftnas(BfdfifiJ m diffp aatiSRtBtyreRnnjRaSfnnggti38W(Rf 

RaRiiEuumfnuitnssfttiwRRH aatRituttliiuMLRHRiitni *i
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{mipnmcmtirotfisfuwgiTiri sarnnSnBtnjmjptMffisiRgaRtjiMtriM- 

tri?itjimGfjntigJHgmn3fjmfj{nHrnitni t  ticuLUfRntiajnJGtGninRinptw 

n^t3uyiRfj3is5)rafi3ffiH tuiffiuyinnafTustinRataTRBRiitiinsItnMtticmjraRRiciL» U n  Li j  Ul -o  u O Li |

sRRonfnmnss^RRtjitjfuiaujigi 1  Ha«imlSfm|fgrafi3[RHfriiWiiHsiHstiilGHtii 

tacucufjnuramglHsfRimsjg tjts^fTiHgimmsnnaktimtjsti^rafinitjiHtjiaaim 

rcir twtiiRmGjiGimmsiiSHjHaipsitncuHsimi t

rmtuRfiuI^ t3If1t3fiIU1̂ ris!|t!^ r rat^ S a LnHrnrtn5if1GUtlfls^ ^ fî SLu 5fi

aalGMiTMaimtBtltMnGiRinittJl *t i^msttimiftGiRtfjMRHyffitslRbthtuuR'inRH 

RijainriGuisniR[ui:latri ab lR m at fitcaisRmGtJiRunaMs straBcutiifTititistine  u> &  ri ni \)

Riut3ro«i3fi?nRntGsinfJtuHi[uiHiGRniiRpt3s'*SfT1I*SLu^ R aamG^ftna^Ru

LRRiEJitiiMHyiiti “t LURRmmtP3i3^ m \!HR13?™s3I!'ni5'1 RiinvJttimtuwtUB

mri5aBjtfatirifjtsiRicu?E3i IfigiaRiftRULRaRtuiancuRH atimnSaBjifjnrifma

R m gi tRigisutjitmatimmuitR iGfmtMgia ti lauttimsTfmrammsfrnnsttinjm
u  L o  u  V

tn s : mmyeafib m ngtjn tijm sfnnjq js fniraisrainj fruu|fiuSsl3rmtugmuH8

mGSiyfiaffUgtiCuJtjtns (Organizations use teamwork because it increases
productivity;' Five basic ingredients must be present for a team to be 
effective. The team must have a vision, feel interdependence, have a good 
leadership, use effective means o f coordination, and have a high degree of 
adaptability.

Although a formal leader will be present in most teams, leadership is 
commonly shared without fear o f loss power. Good team members can be 
selected or developed and can be coached 4o share responsibility- in • 
achieving the team's goal and mission.

Effective networking systems and open communication are both 
required for maximum team effectiveness. The benefits derived from the use 
o f  teams outweigh when increased productivity and improved quality are 
desirable. Occasionally, the team approach is not the best method to use, but
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these occasions are dwindling as companies seek new ways to meet the 
challenge o f the future.

Competition among teams and team members can stimulate creative 
ideas and methods for accomplishing goals. Conflict, an active ingredient in 
the team process, can be healthy and positive. Conflict may also be 
disruptive and destructive. Excessive conflict typically limits creativity and 
should be properly managed. Major sources o f conflict include 
incompatibility, organizational reliance, goal ambiguity, labor-management 
disputes, and unclear roles. However, the five common techniques of 
conflict resolution (avoidance, smoothing, compromising, forcing, and 
confrontation) can bring positive results)

x x
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?«$5$a3fSes5snfisse : £ s« g 2 f£ a 5 sn 8 fi5 tt:s i5 © i©  

Communication: The Essential Skill

6 £ s ^ & s ^ S § g s 6 ^ g e %  s$n£d8ej^e©$!&53?
W hat is Communication? And W hat Is Its  Role in Human 
Relations?
m ipkM m m n8hRtji3tfi?ijm nsm i^M nm Sinsgitgf!cjt9lHn?nm uj:tp

V

nsissHEtfacm tr^arjtn cu  atiffmrmd •» Sinjfrmnasmftfriiumafirmg'ftrmglo r> m LuJ w -s»

HnnHSMjHintsIrnsHSfiJjHiRtsjfi t  BHfifJcrnjriGfrifniftin&J} tjtfimnjfjB

unnJiti|jti9 twffirfitmutiHiBtftnmmjgmRgatittfiffi

HstLumnjHBgatjirnjtgocumnafntii ufnrotmnigfms *1

miftrm m istintu miHUMi samiinsRtjiflsinitjitJfuSisgiadtafTiitGfni*1 >» v  w «”

Itn^wmsiRg^ *i InmiM iu st3mjaunm^fimnitc395Tmtummjpat^mRmiuti tn

tiinaipM0«lClt^titnHIUi:tignthnU8 ummcuisucuncu ( Com m unication is
the process by which we exchange information through a common system of 
symbols, signs, or behavior. This process sends messages from one person to 
another. Symbols can be written or spoken words; signs can be shapes and 
colors; and behavior can be any nonverbal communication, such as body 
movements or facial expressions.

Listening, speaking, writing, and reading are the four basic skills that 
we use in communicating. O f these skills, the first two are the most 
frequently used, but unfortunately, they are the two in which we receive the 
least training. However, any communication skill can be sharpened, either
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through experience (which can sometimes be a tough teacher) or through 
training.)

W hy Is Com munication Im portant?

nmtnt3RcibiRfMt3lftt3MbHnRHi3Hm t  fnm ^sinjJglautgR lfrtm R Sss

^mttSbcuriaisIfnamnpffiiisabfJiHtiiHgfiymatRtjpg i  ?t5bt§m isgingabgi

m Hiuirsiwn wu(R HtHtu 8b3iRgbtSitiitiitutJiHtiiH3fiyta1triHtis Rtabtf

rij gb{RugR5gbgitiHfij i  SmmtaRiipijumgiRgbjbHiRtiamtiitJitgnjfiiHjn 

HuisaB^RrMtalMnsd i  RiJ^jjStngiRgbRtjitriRHtiiuHiafiitJrHsiaiagaiRgaa 

ifibHBEiy *i RiftGgaiRgaaSHispSgmnfiiHraHgMjjacutal^nigajratiaiRiab
u

tGRijabtiffimSaugntfinGaRUtmmEijHR RuHtjitigntwiGaRisbirmfjciRtRttji t
** xi n  • d  u

RituiunHRHigRmnni3bRiaim^sHfiRiiuji{MtiigiRgb taisfiainigaiRgabjfib

HSWJJUWHfifnS tfitUfl (We are rapidly becoming an information society.
Every technological advance seems to bring us into contact with more 
people. We communicate by phone, letter, e-mail, and in person with people 
at home, at work, and every where in between. We spend 70 to 80 per cent 
o f our working hours communicating in one way or another -  10 to 11 hours 
o f each day. Strong communication skills are becoming an asset in all 
aspects o f life.

Communication is the most important element o f human relations. 
Being able to interact effectively with people around you at work will 
enhance your work experience -  and theirs. The more sensitive and 
knowledge you are about communication, the stronger your human relations 
skills will be.)

What Is the Communication Process? And Why Is Feedback 
Important?
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(Communication Flow)

nmmitpiLMmoinstJtslRtiHaninmmRmsmjmRgtimiStglifrnH ntyrm 

tgltcu yifibgisami ntmupptugiRgasHm^tnstriR mm HRumafint hr 

ggniwii si3fJint3nit^|HriJinsRiiLtnyijtiigiRgt3tani3Htvriitm8jnGeiRiiatiTitiJ y

MIIMJRffiiasiGtji: MSI sactcutu UH'retflR'imlRIima'lStitjl : RlfCTltTm Rirea%i V V M  v  “O  *VJ

Gima RlIfTTlRHSHIR yi3RRJit\51 tltSHRiStS? RiippmgiRgaHimmgjti 

iRRiRyiti RiHitutRinfrasiRtii y in tjty fn  R ijpptiigiRgttRH iG tSi^tituiuj 

RTOfllPtSl R1Him:R1!fJSSl URIltHffiHt! 1
*  M  R J  fU

tBHjiHiraRiJptMtDgiRgtiinsyjSgRin mRttimggratRftRmwaisH&ru 

tstmitScuumaHR *t HatjiuinRHRtfiHRumafirii utjiHRggcufirinaistg icitirhr£> c* c* *vl c* * j c*
V  XI

HiagatuswrRfRaRiiRmiRijifLnnuCUTRmRJHtuTRftnaggfu *t BiuimasHiGmnmt i | U u c «  U Ltj U Lrj  VI I M

tnamHitiirStriniRiiytintnltiiujRRyRu t

pRRHRUR^tMGRtiaficuiaiacudcuyiratjHRHRumafirijlcT]
I I

mnj|Hfmnsftru s^umifinmScuHRgscutjistiiflj1!

ngntm tSm m tjpftnm jpB um gingtt , tgrnjciaRjmcunmjmnj sfcnsmmcu 

qufaggittgjimt^njHisRttmjptfSmging^ crriJswnfrifi^H sa mrcntiitami) *1 
t^HjtHituHisLuSgfnn m ngtuR npuR jm tgtH im tnsgistntutftinm nnpti sb

GtUlQ (As discussed in chapter 5, in any organization communication will
flow upwards, downwards or horizontally (sideways). In each instance, the 
communication process includes three elements: the Sender, who transmits 
(sends) the message; the receiver, to whom the message is sent; and the 
message, the content o f the communication, which may be verbal (either 
spoken or written), such as questions and responses, or nonverbal, such as 
nodding, smiling, or frowning. In addition, communication can be one-way 
(such as a speech or bulletin) or two-way (such as a conversation or 
correspondence).
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To be effective, a message must be understood by the receiver. 
Whether you are the sender or receiver, you are responsible for determining 
that the correct message has been received. This is accomplished by using 
process known as feedback.

Feedback is information given back to a sender that evaluates the 
message and states that the receiver understood. Because o f role feedback 
plays in clarifying communication, verifying understanding, and overcoming 
communication barriers (distortions and blockages), it is an extremely 
important part o f the communication process. TO be effective, feedback 
should be timely, often, and precise {TOP).

(The Important of Feedback)

mn{tnMitgja, Hsjfmmntmfcin {RHgibmRuswsfcugmmsmmtSRtH'imtris 

mnw sttmmmmntigmngstiJfiiJHSM] i mfUjifjumgiRgtigfUHegifriGggw 

tnssfrafinHRUJsitiitiiMttftffliTffigiam HRfinu staHRstintuusdcusfruRnHRtJv U v* «  n  , , c« . n  e-» w U ■ >

tirijjHsftmtglHfttntmmfnni unnojtufijiuiHRjt *1 HismnjitnffitjU|psnarrmG

tuRRHRWtfrtji: fnaaoimH frutiRnpcu tjHsmcu

tsuu mmngtjiMSi fnngtMtsmtitifrunii BtiRistsitfijjH c mnalis^Hfrratfiltit! 

maRgcicuHUJtsfnitGpjRRHRti, HnmctgmJipyuujg'iRgti. ffinHBtjpwram

fTUtfJfUfWU yfTUHSdfifnn) (Effective feedback can improve communication,
save time, and reduce the possibility o f errors and human relations problems. 
In face to face communication feedback can be fast, with both the listener 
and speaker continuously giving feedback to each other verbally and 
nonverbally. Examples o f ways in which we do that include frowns, nods, 
verbal expressions of agreement or disagreement, questions, statements, and 
silence (Silence can be a surprisingly powerful form of feedback, 
communicating power, uncertainty, agreement, or disapproval.)

nammhHfmms&m t^m?ihtfit56tnsaf{uBRHfiunTOnjtt3njicuinHR«is

uuntiumstgl t2tutimaciitnnRHRgi3RiilagmthtRftrinuMtfmRgR(Rftjiaggw
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l a  tif)[finujtns{RHU)fmg *1 ^^LfaHiasBtJim GptntiiRarnim tjtiifiafuiBRpu• 1
(As the sender o f messages, you will want feedback from the person or 
persons for whom your messages are intended to help you determine 
whether your message has been received and interpret correctly. Some 
possible ways for obtaining feedback are shown on the next page).

c> <ty u a1 <2 \*>

Ways of Obtaining Feedback

9 .

la.

m.

(When face to face with the receiver) 

hriRMiMSJSimiB̂ uqTiRthtRHRg9CUfirii
luwttSbtnsmfljrilHfiriiJUMPJinsistilfj

19 (Ask questions that determine whether the 
receiver has understood). 

twtmmHfiggrofmnmmtttotgTblrnsfH
«* C* V  «  V4 M V  ^

ttirottSbtgUtnaStintlJ (Ask the receiver to 
restate what you have said.) 

M iRmHnJM cmismimfugGtjimihfifuicu

u  w m i[intam im nj|tigjgQ thfniG tjm m H
(Watch for signs for understanding (such as 
nods) or confusion (such as frowns).

(When not face to face with the receiver)

9 . f^BfutflnnffntnBiSicuqtff uHswjmmtflHj 
tMMmwmthwimmRjtuiHRjimmsHaMjiiin: 

xsis ym i& sfm sthtmm mnjn/iHRjTHaiHn^i

tRtSitClfUiUmgmnSGtCUtlJ (If you have sent a
memo or letter, request either a written answer to 
the memo or a written estimate of when the 
answer will be available.)

la. {UMBrinhromgiro ythrmmroRjiuiHRjmBtns 

ggnngtm s {gfmHffis BhnsRjiRtHcufni 

m roifou < tR fstm m tgjhlm nw tiuinjw H R  

yrisRjtHRit^itRMituiiuwifiriRHRtRftjiaggra

tURUtg (If a written or oral answer is not
received, follow up and check for compliance. 
(Repeat your request or see whether the action you 
requested has been taken.)- ________________
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*  SS§SS€'3g55S15gfiSfr335P5|^S55S'3RSe?

6S^SSfSSSge62©jSSgS365©g*n«@}eK33SgJS5l5
W hat a re  B arriers in Communication?
And How Can Listening skills be improved?

<3©&5|| (B arriers)

mnSm ip(M ram R3i33HHiEm Sm Hiffltnsum gsgnslRm !?m nim  sa  

S^Rfrmni *i HtiiSmnitgnmrgiigutHmfisatnsnfdtjainisiRmHtiJGSsfriHsiifriui 

HisfniaicusMtitnRtifi saquwsnymJtpfwtiiginga-i qtiwfigimsis hujgss 

SmsitwssitSa wmsIntiHfistalsmm satslnamsimnn tnHgibmnmmtiri
V ^  I ^  *» **

juriHRtiqisfiTU stiHngscurinj i  i3HtuGSstgjRfims1tffifnnnl3sn urcurw

jtmtt tmthflim uulsGtu RtwitutsRinjjuQtRiniRSR mMitnlsfriiMiu shRii

99CUClRHlSt{GSUlfi5 (Miscommunication can create serious problems in our
personal lives and at work. Communication experts have identified a number 
o f factors that can cause distortions and blocks in communication. Some of 
them lie in our senses, in word meaning, and in the emotions and attitudes o f 
the sender and receiver. Others are role expectations, personality, 
appearance, prejudice, changes, poor organization o f ideas, poor listening, 
and information overload.)

5^5^55 (Listening)

tuitntpttnraiftR|nfflnj

insfmirMsisiJtiRtslRtifimniisgmRgshlhtnifihHSfiytmsRWHRfnnRhRiiMiu 

i  R ii^uSm sfm i:M 8iata1pjm m BM RHfnn msfiRigtRtnsrmyrrdmsttpsttjy 

tgjst tsItntutdnJitShHsfRtslRhHhfnn *i tnsguwRGss rttslRtiR'iJMiu:u  i ^  «  • n  n  u cj • n

©. m issGtum jfnm anisIttuttnnaus uHmdtmgugqtgMsiH

to. wtrotiisiansitiitfii .
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cn. mnnntjSHisntinRmMHnumsfmj UHfiggnjfiTU usittnmmh
u  c« w  m  u  - a  n

(s. memtinsfnrornsw'tft»
ck mjBfigntjiHsmnigmnSmsiumfaraa uTficumglmmtinmmtsugqtgfdS'i'B| ]  IU V U  c< «  «» *

tnaatintiiuatss. fnjgimQnmuHiiHtuitgl^unTiStgtsjR i

s . hrmiu uHnstintD§8tnsGtnjig2t3rRUTPns
ck  n  m  ** U  U

ri. milsGtu miGljfinmfiHcimuCUHRtstiin iI h  n  ■ » a  m

(One of the most important elements-perhaps the most important-in strong 
human relations skills is the ability to listen. Listening skill is vital at all 
levels of activity, but becomes more important as we move up in an 
organization. Authorities have identified seven barriers to listening:
1. Lack of interest in the subject or the speaker.
2. Outside noises, distractions, or fatigue.
3. Limited vocabulary of the sender or receiver or both.
4. Poor delivery o f  the message.
5. Thinking ahead to our responses or back to what the speaker said earlier; 

turning attention to other matters.
6. Lack of knowledge in the speaker or listener.
7. Prejudices; listening for what we want to hear)

tStffuhmHitiiBiadtultjmgtgi ahgm ngshtuntnnuhtgrhtditnRtfm m ts
i J  n  i v  n  vJ

fniwimsis t miemmSnJtnanjntuuMriHR

tiints(utilpatgnrim?! tBtytpaLmuwosfHHiMtnrjgiagjimttjCusjammnntib

saHst[ufitnniftm5stGmfisGmgntftHa *t

8ititjjntna»nfiifitiTiaHtiiBSBt2tynjSaafMHRninfimnjrjafTiiMiu:

9. ysjRfRRgmjiHS ufjsaasffnnatnigis i  HSTRftfiisfnetgljmMGH
U u  I  I m  v  |  \ j  L» u u  OJ cu f l

Matfisimstgi Tfi?mngfdis:m«HmmtDHisfRtfiatjistn
C* cv y~A) VJ \_J c* C l U-

to. ttyfafihtgrnjIsG tiignttiustgltw H m ufutSusgtgfasiu1! {RfBhHrifnn

rinHjti atimiiufnsntiwiMaiuMHn i
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m. flinmnjsfnnjmnsisjnjHCi/ifnHjajrfTiidfiisfgmb antisHtmticumsi v  n  u u

mm^HEjTiEisSHjjGfriiLtntfauisifisa i ^fstinuiGHSHSMjiticufinb 

atinraHnfnssfmnHmuHjtfrtuitcmngninGiuHfu^HijHfintns'f 

6. [RifinRMitSHjfnfiGjiHtiJiM. srnimMiugjaltjsfncuiGH8is9sit3gjitxj 

fnmm.-mmnLmunfirawHmGuggtgMmH i tfngt^MaitgjmtSHjtJrim 

mstntnsfnnMfitrltgja tfisgistJt^uhamgntijimtciriRHntRfiRitjjMfib 

slfniiGigHJtji "umm" ntpimnjiasfnGtGtmtxiHmGugqigfamH

ItimssffitmfnmiafmtitusatjiatcumgjtJ i  S iG s[R fujR iasiuafH nji- 

gnKfnci amnjiafnaEifHMHmticutgugqtgfa-aiHtsis *1 
ti. TRfifGiHsatjitTHBtuHjScuafraBnHtiu 1Uu Lf U cu Li «j O U Li

c). TRtousfmjraTwtuginsa^ULiHsnufitni nms?nHJtn:tssmmmtijUu n  V U U L_i Li

tffitiBatnanHtsiiHtinsaHmScinGtJsgtgMaiHtais i

ri. ^f?tijmfiaafmf!GniinR(fnflmtSnjHatnamnGit4it3 *1

tf. ^RiMlUtfiiPntUR8fiGtJt591 H3^RfClJlfU1HG53GiH^fitjtihbl31Sig 1

d. HaTfifsnatGtiitnaGiunusniHtimaistg iIj u m  •>> •»

(To prevent the common difficulties and damaged relations caused by poor 
listening, we must want to improve and must engage in active listening. 
Active listening is a conscious effort to listen to both the verbal and 
nonverbal components o f  what someone is saying, without prejudging. Here 
are some steps to help you improve your listening skills.

1. Don’t anticipate or plan rebuttals. Don't jump to conclusions. Keep 
your thoughts in the present.

2. Avoid prejudging the speaker. Be aware o f  your biases and
prejudices.

3. Eliminate distractions by providing a quiet, private location for 
communication. Face the person speaking to you so that you can 
concentrate.

4. Ask for clarifications, restate important points by paraphrasing the 
speaker. However, you should avoid the use o f  word why. This
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word puts some people on the defensive. Remain neutral and 
restate the person's viewpoint.

5. Be ready to give feedback.
6. "Listen" to the nonverbal communication. It is through nonverbal 

communication that we can pick up the emotional message.
7. Avoid unnecessary note taking.
8. Listen for major ideas; don't try to remember everything.
9. Don't fake attention. )

How Can You Improve Y our Spoken Communication?
RtjifinimtigptijcunttScuttSiauqjs yggcu

V

?nmm:fnn|yytnfamRjtnt5S. fditn§inhn?i ytjiciBmcuncirmnjj *1 m iyaySm  

mrisbtwUimufitni tdcutBsmwgfnnymgiHgiJsfmnntRsihmjfiriu Tfingiti
U  L i  &  V  V  V  O  L i

MHgmnnafrin{uujifjmRjMu sam jftjnw n 8im[mms§Rt4ifisifj8is5HtiJGss
I

ttJcumtRGaGi tBtumfLtniM tiisinsanj: 

R am m utim m M num E am Jim ijijm m figtitffim tiufi& ii

9. fsfftmmnuimmnjsciGs aa tuiraHiiHci/i

to. Hs^tofunujiHiraRsamfjHRi[tjjaGtutnaim?i9 1  

refmtjsRmanjHnulgnria suntu *i
L iu  n  «* «=* i

cn. TRfBatatsiincutUTitutiimtafLnu,i dsmcuuticuHtiJGSsmGumjUi stntaHmf)L»u u n  u l ci u u  =*

tjiGTGfiasiammRGfi aamyg aasiaGrtathfuris i
U u  L »  I  rv n

ĉ . frufjsfisn^m ssffdsn mmlmJsimTrrimtymsirnt^mmnmnTiFn utcsnn
«* i i v  v  Li L. V  *4 v  *=* >-*

TnfGbCTt^utjisGt^HnnnbtGfnntjirramsirigbdiHmuPitij^iLiymtglfi *i
Liu t*  I «»■ L* C i u  i  o  O  U

tL ^ftfnsstrnajyjiurninfi  ̂ m Jsm im nthnm tiutunwtm m tnsfnm s[Ggj sbfru 

HiRHsyanaGR ^
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S. {RftGsnfiHssbstintu iHRinftGSMigsaiaeitfiHjaniHRG^sGfniptmKjmrisa 

i  GnjiGfiasiaRiJtCTLMmmRQaRRiiranjtfriuitnaGpEijfiHttinJttStiiRitGRiiun 

jjtfuisiRgmmt i

tl. scitutfcmjacaituaiinatnaRtjncinitJfintacuciiutjRj^tlTtGmitRRif tI H | t l  cr V

(Verbal Com munication is any message that we send or receive through 
the use of words, oral or written. Effective verbal communication requires 
good listening skills and an ability to use the written and spoken word. W e 
should remember other keys to good communication as shown here: 

Suggestions for improving spoken com m unication
1. Listen to the message in the words and in the feelings.
2. Don't let your own ideas get in the way. Listen to what others are saying.
3. Know when to ju s t listen. Sometimes one person may withdraw, and you 

will need to be patient and supportive and just wait.
4. Question assumptions. Appearance can be deceiving. Keep in mind that 

you are communicating with another distinctly individual human being 
that feels the need to like and be liked.

5. Tell the truth. Telling a lie can create hurt, confusion, and resentment.
6. Think before speaking. Ask yourself, "What do I want to communicate". 

The key to communication truly understands what must be 
communicated.

7. Now is the best time to get it correct)

How Can You Im prove Your W ritten  Com munication?

i3mrntsmifdnfdndfUfURtnsfmr.wsistSmgiiristgifnattji?iSti5ts1tjiSf: *i*VJ H U t>

miwnwndmtfigimsmittnLwmmRgtitticuHiatjiraiiimHHRttJitatsisRiRftjistfi

trutfiniRCTiaj tjim fa tu tsIm H m nsM gtsH am n  tiw raa tu n H u n  tjGfnsglatimi

stitifasiRtfisiji tm cuutuim am iHitfi5iRtGi^m 3iyRii[tn{rjtiisiRGv3'i hrscis 

tuCumsugrufjiGSHtiJGss CsmroRRtfinmRjRfjfifriMumRcufTinmMnntRgiti
"V

[wa tt/iuj[Riwit«i!slRtifURan:HRfnti stssMGHmtgfini t  GnjiagiatasRHSHia
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fnntntnn ttxitnn5stHStjiuantipgitt3cutfit5tlitnstsi§is‘i nnhrn{jfl[{tiffi9ifigitt^ * 

cmmwnftnHmmutrinisJmfnnsittRSfiTtnijiiuwHntSjfmn tmnnnHmsfitjnme O m - o w u  U - v >  «=*

fmrmfiitcmnHntSnsItnftiistmHtutmnit^i rniMnMnuMtnnRHfiHisfnninHR 

[R9H t{tkrmjtntsst{ps5stfsmj ugianojunjuira BtiHBHnmtmtjJtfmtng

Hismm?i(unmuimtmwucini3GjiMnrifi5? 8ii3t{fnm98Rt4iRsmtinucu389t2t5

timtitumifiinwnufattirinHfitHiQjnsunfi^nfnnltjinsmfaHn : (Good writing
skills are essential to career success. Writing, the most durable form o f  
communication, is used frequently, particularly at higher levels o f an 
organization. The purpose o f writing, like speech, is to communicate, not 
impress. Inexperienced writers sometimes think that they must change their 
personalities completely and write in a showy, unnatural manner. This is 
neither necessary nor desirable. Every written communication creates a 
mental image o f the sender. Will your writing style cause you to be viewed 
as pompous and wordy, as disorganized and possibly unreliable, or as an 
intelligent, clear thinker with a sense of purpose? Here are some suggestions 
to help you make your writing a positive reflection o f  you:)

fiam tm uw m m cjnum Sam iiw itu tnm fia ti& innm ium riji

(Suggestions for improving written communication)

9. t y h a t s u n g n t in f i  (Sentence Length) 9 . imiuitinRtjiHGjHmtriHiatRHtR ©rimnj
(Your average sentence length should be 17 
words.)

lQ. m iq u [tn fd m n j (Wordiness) to. ttijwhhmjwnwmjunut{GS"i {gf{pmB8i 

ItnsHtmtirutii " injiimgjtarimmmtnsl

tuitllfiTlHtT) (Avoid thinking aloud on the
paper. Follow  the K IS S  rule: "Keep It Short and 
Simple")

cn. mnijUG (Organization) m. [GlRRhmdnjHnGtitGmipLwtiigifish Sfc

t n s f n n w u g s h  *i m jm §m w G n{m hutG H iG

d tm nnnH ntna  (Think about what you want to
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(s. fijSS'lRWHIUj (Appropriate style or tone for 
the intended audience)

UnjinntfnfUUtlflbGpfafinW  (Clearly stated 

purpose)

communicate and the logical progression. 
Outlining and creating a rough draft can help  
you).

TuimtficufijnTfifMnfintjifUfituirfinHm
e  m

(Know when writing should be formal and when  
informal writing would be effective)

ts s  IUim[RfLtIlUHRHlStHiaJtnStIJfU (Ask
yourself, "Why am I writing this message" and 
then tell the reader)___________________________

IIow  Can You Use Nonverbal Communication?

mnjfju *i m!{W|juuiginga{titfi9tai(gJtiiattunuifiHfiuain]tjittpautJitiHniuitii 

tsinufinmas *i mijptftJtuginsbtaitiiHBttufiBiifincijHRatiJsiagjimiuntutu 

?wat^afnmtn:fnfinmuftfm mHirarnttjmsmittpipMHttua abfnmtimtujtj 

tElcuH3ftyugin]3ffitnnufjnmri!3l5ficutna9singai3tjiHffiHn§ig *1 wjfmcua m? 

m m m gnas ffitinuta ufnntynpuptpcumgswuniinfiirajutututratitifiumm 

afmnjtciaagimais nStHptuiwtiituuiSHRamismnjgititajititiRma'i tJistsi 

uRcutuCUHiafimfflmnnalMragainsaajfilaHaM} tRatRntnnummitiirifnfin 

mtulfni aamipLMffigingtittfiffiHBiLufitri} i

mimwSbHnrnjjjjiLMffigingastlimHatiufitriiRtriafirii.-fjsiatunfj m p s

t{p3iJiamn{uujifamRjfij31 simpmasHtiiggitmiuiss^amipiwtM gingti 

iuim H at{5fnm :
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9 . fmRcySiHimamtnnfjpro ytibsaiUMsib 
itjraiBlinnjtawgninuiRttHtnjuttimffltni 

mb iBujnsjfuntmmnHm i 
t o .  sttmBfiHmiuiticustmmHsmsGutslincu

V  V

TUtaHtU *1U  1 u

m. sitmBnumjmunji{U[tnwGnjmui3ss xti 

tSiHuWHsmsmntfitnG i 
d. sumSfittifunamisIfinromsfiMSMs itrim

n  «j  i  i  «* «»

GfUJHnhmmfrmn i
v  u  «• vJ

9 . fniiilfnnssmGHisstij^imhHStnsfnn 

TMiumM8 TMfumcnsfnciBfiMm9«g i
u  1 |  O  u  “

t o .  mmlmnasmGumiRijimfiinsHiiHtintjiEnao  v* ^

wswsi
Cl |

cn. 9iSia?HiGutnninMnTitintafnciHaGSMjt5
»  HI -N» r o  I I

umnsnaRti *i
V

d. mmlmnasmGunriRijifnRria^^tt^diR 

ahmacnmuHiiHiifi *1

(Nonverbal communication-communication without words-has been 
mentioned several times in this chapter. Nonverbal communication is any 
meaning conveyed through body language, through the way the voices is 
used, and through the way people position themselves in relation *to others. 
Tone of voice, facial expression, gestures, or haste m ay determine how we 
interpret the words used and may even overshadow them. People with strong 
human relation skills are usually good at reading others' body language and 
in using nonverbal communication.

Understanding nonverbal communication is important, because people 
often show their feelings and attitudes by their actions rather than their 
words. Here are some examples o f nonverbal communication:)

Examples of nonverbal communication

B ehavior a t  W ork Possible Message
1. The computer operator who averts 

her head or turns her body away 
when the supervisor leans over to 
explain a graph.

2. The employee who in a meeting 
rambles on in long, involved, 
unfinished sentences.

1. May m ean she is uncomfortable 
with the closeness.

2. He may feel insecure.

3. Can signal tension.
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3. The employee who engages in 
much unnecessary bodies, hands,
or foots movement. 4. May be signaling confidence and

4. The employee who sits at the head interest,
o f the conference table and 
participates.______.________________

What Else Makes Communication Work? 

HiantnttjitiigifiHtiiHastStuaiGmtfntiJHigfnnaMtmalnbstjifiStii uun-o O U t l t J  | «* Ct -VII

fitiitsfnrpyijujginsaiufjH RtiG tji: tnafH’an r mn{5LtnrjtcicutinnRtnafnn

Msiaomw i  fnntnjitOTftjimRnitaHiHtGtfntmmHciJtjmcinnHRfiitjitJSMntjCU-0 - 0  c*  | VJ

HSHisRimfuntu saR ism itR iicn tsiRtsasGRis RititBRtmJjnGUfuncutjfim 

tcinRHRsgcuiasfRuaiRJstu ytfifmnflnuBmnRiiairitiHtgjRda i  RiinptirtH 

usSRgonuigjagimnciJifcin mGtirafiingSmnigBiRgaajfiaHafjjJufijtciriRHR

yiHgiaggCUtnaaffUmntjlHRHialfilBi: (Time: the way you use time is
important. Frequent tardiness will make you be viewed as disorganized and 
disrespectful. Using tardiness as a manipulative ploy to put yourself in a 
higher status position will simply cause frustration and anger and will cost 
you respect. At work, tardiness may result in your being disciplined or even 
fired. Developing the habit o f  punctuality can enhance your human relations 
skills and professional image)

nmesmfflmstiafsffln : {ufi9tutnrinHntititmmHis[uwgfnnRhfnji
(tjiLsumg'iRgit JtuiRHR(RfGaGitiitncu§sHSfiyHiRt)!nG[RJmnsitRGRGt3 utrna 

ttmGwnfitnsR'irisisss *i HRtRtitRamrjHRjnGtnsRim^tmnR tiiuifcu tnsRh 

urns t(fnG8t3 tJtrtsmJHSMujituGR i ytGsjjjwssuttiriRHRtimHimnRRiRatirim 

tjiHumRtsItcicmms tmsHRHSRttRSRiimmBcutsiijg (UMatURiRHatRSGwnu 

ffllHtui GTCTloRIItjttjRtjIHtliHR *1
V * t J  «=*
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J  •

mRgatjiHtiiHntpuLRajufunmm^ra t  HfijptipiUsaHg^fliunratnsfnittn-

ipm ginsatsing  titgstnjiRHngftRSBst^pfjmrllaffi samjffluimii&jgsiji
V

tHfnfsmrofij^mrm itnmxsitcinjom i  Qjiratunwt^itcmnHnmtngmnSyns 

tisgfipuipijjuwHnHfiuqnmm^mSmsiRbgsmswtgfmM mR {cmmami

ftnanm’flfmifligtl (Timing: If you are to be effective in your communication,
you must remember that at times everyone needs to be left alone or at least 
have fewer interruptions, your supervisors may be tired, preoccupied, 
rushed, angry, or frustrated. If you force them to talk with you at those 
times, you should not be surprised or hurt if  they seem disinterested.

Most employees feel that they do not have enough communication 
with their supervisors.-- -Supervisors will not necessarily ask for 
communication, so you must use your own judgement in determining what 
to tell them and when. You should definitely keep your supervisor informed 
about matters for which your supervisors is held accountable and about 
upcoming proposals from you)

tfhrg : mugwtdltgltffiiURsansiaildcuHHaimfiHis^h sbmdtuds- 

dgntingltiSH^stumfijfi t mndpjfgfnistmLfijfitmmunyuyiSamSmHitntns 

mnSmmnilfti&aj mSstuttSbtwnmmTmstftri th&mntirattSfcHigtimi

t SrasmugtssmraffijfiitfitnsmRHnritntiuritftHffisii 

ftiairatnmafnnpLtnMcrmjEau uiBipjtrmjmS ttlff[ggcutgsaiTniajm{RH{fif

gtU (Context: Context refers to the conditions in which something occurs,
which can throw light on its meaning. Being yelled at to "stop that machine" 
creates a different response if we are about to be injured than if we are in 
trouble or our boss is having a bad day. Hence, the context of a message 
must be considered along with its verbal and nonverbal components for 
accurate understanding)
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sssjitntimflfnflT :

(pi[wtuginst3 *i tuSsmtcmnHRggtusfpmntiWQJumGfimtnlHifi funtsm

tmmtnsfnnntinittps^mn^cuggnjmHjmrtunstSjMtjuiGHm (Medium: the
medium is the form in which a message is communicated. If you received a 
registered letter from an attorney, it may create more anxiety than one 
through regular mail)

nunfcfi : fnnuCutcsinsfnntn5t3tSt5SmSfisftMGmnntiJtinmhho# n  v  n  v  *

min HSMjttiiJtRtiniGfitsItjiHtnHfmmiiJnjHitstGtffitmmMQi tmeisutfitinsu i u  u n ti «

[unntuitii HSfU!tJitfGSTfiftnsiGifritDsiMGtiEnHira:mtiatatufnsifiitjiR sbssi O  u  l>y o  o« *+  ^

mitminmmssinjnHimtirotaltnjns'istjiijJuj'n

mjtGstcuatMBnHiBtjtmnrmHficadfiBtinB(ijtiinmmHfijBssi3lfitiS?f) t
•J «=* «U | | U  u  «

sbHSuinsstcmriHfnH'itmsnjtsIfiiii/l c* O  u u  ni  ct  v a* u t

^smnGjiwnnMtnmmsmGtitntHimtfmnt^tu(wtunt3rnimnn]mJiTinsi§ i  m  

fimcTittjRwsfnnHtiJGsatiiadtuttiriucutjimjtGsmutatnjbtSGjriGmtjntintShGisv  «  | u  u n  «u o'

MSfnnntimtiitnsfmwi sammtiiHntt^8[fiiitDUtrn§uitMidats3n MnlaSta^i 

tRtjiHfisitifmfiitcinnHn i  SraitcmnHntRfBatjitRtalinnjnmtatumimyaiwti 

twcHSHiafncifiiayMU msmuiatjysis uRRyntintis? imtiiinnituriiucumimya

itumMHjnGtiujfiitiaiitgfnyiniuHsiirinHriifntutnafncutjsMn^a? (Humor:
A healthy sense of humor can create a favorable long-term impression. 
People usually like people with whom they can share a laugh. However, 
most people are offended by distasteful jokes and lose respect for someone 
who is constantly downing around.

A sense o f humor can also help you get over some of the rough spots 
in life. Putting matters in proper prospective and not taking yourself too 
seriously becomes easier to accomplish. Some health experts have even 
suggested that humor can make us physically healthier and better problem 
solvers. Common sense must be your guide. When does humor become silly, 
sick, inappropriate, or counterproductive? When does it save the day?)
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Electronic Communication
tihgtsItslRtiHgugtastgiriRHPitnstitJtpggsfGciijGHmGSstanjujunun^fiJu

i

smrt!UHmBnltiitg1?curn!{tniMtnsiR9t3'i sHfRjRaaHRtss smnagjGffiSG E- 

maii RinawRinRfH satun msunujgfimunsItjit^atsHm wiumaMj[mjjutns 

tutuciHgstiimfjfi i  mi9mssnimHiw:HSGtMfimsmnR3tgjatjTOtfiunHtinti

tglHtmtj i  t^njgtjmRi^fiiinH^GtgsGt^stiymtuisItjigjviJHHtijlsmJuliyum 

singam Htunsm ^ gtgsg tLi c* vJ  Lry

miLWIMmgingamHyjnstH^G^RSG aapm aim H iaR aggnjafgasuj 

?nHmi:{unsnmgj sautGfngisdja^igjGnHGumsfiriiHimglfnsHnggtuRTiJHine> i t j  v -  cy

yt^Gsain i yuMsimEmnan&sgiatjisttyunfdsJmigmngsamHyunssHgjGyiiG 

talsgjtmg taistcirmHnaatnat{ypwfigianaH!RyRcu aat^RR'iiirmusmcinR 

an u/itnftfmagjGffiaG aarmjtjifjttuapuiciJtjiLutagfiitmatucutcinnanla

tpp«h!{G3UtjR *1

wuijiMitua G^ranaatiJitJcunTaRaitusfnmaraciagifijnjufijinnnaR i
u  c> u Li k  a  Li  c» D *=•

Ta1?ncut!3turana?SjfLnitiifj!tuatituaf5nfJttGat3iaaiM3tnuiriUGHfnRmcifTirmL i c » - o .  n  V  Li  1 HI - o

aiitjGHiMaiHUJGmSi ttnuifiggnj sajfinafmiaimiuWwaumaHRMnmnriR
V  1 «U tl O  V <£

aRttiHtgjRtia *i tsspmmtjiRiiaafRataLunatBjfinifriMiwagtglHmitiimRtp 

Ttnwi fiRHiafiJHfifnnRaRiaHtiifimglaafimaiai uumafirugiatmsfnHmj:
L l  ^  OJ MI *i

gjwmglRiaranatSifiniijmwarafiHfiSsgtiatui *i ranatSfmajifjtcuaaiaV  <> U  c 3 -O  C t C3 ^

funtinrsfam stimijBtDigliWHntinhfjfn

tH^QtRSQ s^pnsiSjfiRj^faitubRHsmmmtnHisrnjgsfu yurasfirm sim ss 

msfcsim tuimHisnjniin:Uimyu^Rt3fnnLULtjiw ynHgitiHsmuginmtriHRums

firiJtRfTi3tnafmiumririiti fmn^tutnsumstsItmstRftnsgstutmstg*! tmsutjifmi
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tiiMitubtnscugtuiiuitHJtjitt mpsiRtfinfinnHinMiunMicuatSHmanitgifiJii

Hnmtiitn tR phssssip tJiu ipnaB fw ntsH m  tuiraicuinHRtRftRGtunrap^sl 

tS m n p p fu tm s  t

fmnH9jHiRSGRt^9jaHm!timgg[utii3sfpt^(5rafnnfijnurriJLtnLWffl9in 

ga raffituiRtimwttSjatgjatmsRfiaiffiffijnjfianinttJLtjiM HissnnHftmjpuLms 

tStyftjnMjfiiuijiuiuiM saHiG?|ng1fnsHSRj]||immusgistjitriHsSmsimsa 

tgrrmuM tantuitu t  H jia ln itg jn ftm tH ^ G ^ iS E ^ M p m tjs s fp s  yresms 

GtimtUtIGatSlsSmigjMngfmmn{RftilSfriRUSmdattJ! (Throughout this text
XJ

you are confronted with the impact that technology is having on 
communication. A decade ago e-mail was exotic. Today it is so 
commonplace and everyone understood the meaning. Shopping on the 
Internet increases daily. The result is that e-mail has become a common form 
of electronic communication.

Electronic communication allows data to be communicated by 
computers and other technology from one sender to one or more receivers. If 
you are not already using electronic communication, it's likely that you will 
be before too long -  in both your personal and professional life -  with e-mail 
and voice mail probably being the two you will use most.

Voice mail is a system that extends the capabilities o f  your telephone. 
While voice mail offers more options than the traditional answering 
machine, it also does the job  o f an answering machine, receiving, and storing 
incoming messages, or transmitting messages by telephone to the voice 
mails o f others. Voice mail capabilities differ and depend on the service 
provider. However, all allow messages to be received, to be sent to several 
locations, are easy to use, and do not require the sender to wait for the 
receipt. However, though the voice message received is nice, because you 
can hear the voice of the sender, voice mail utilizes conventional phone 
lines, and you m u s t  therefore p a y  phone c o s t s .

Electronic mail o r email is  a  v e r y  p o p u l a r  fo rm  o f  c o m m u n ic a t io n  
and for good reasons: it is easy to use, allows time to compose, is very fast, 
and can be sent to people who are not in their office. E-mail takes advantage 
of the Internet, so long distance phone charges are not incurred.)
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miij^MffisinQtiRtjiainfijtsmJtjiwyjnRHismHsmrLunsgtslHUJ tjtstfi 

fnitIcuMcmsHEim uffitm uti suwttiGnxiGfjsigminrauGmanttcnnraaiiriasti
f l  «TJ n i l  - a  1 1* w t *  L i  |

iMisinaHgHnfitrislgjntTJiratt3t3(0ii|ssirisst3tji5|BstJiHraHn§iS'ifriJttniMtI1
I

mngtimmGfhtmsInfriH unummslttu umm3imamtmsi?nHHi3fnnmm 'i
c* Lj - o i L j m  VJ  n  Ft

finfnmgnfnmfitna unifrm ttntmHH'istrmtfi m r: HRumswi? hrs3euwii
e» e - ^ i  t l  |  v J  c *  u -  e* u

sawn “i lySnHtiUHigtitiitfriffiHfigggjEmitnsracuriHnstiJtsfiJistacuHRums 

HRR^atiruu i

RiiU4i(wtiigiRgbHiG[RStns!G!HimsGtg^[giu3 ynnattJitiiRniguwRSisi 

*i RinmTMmgiRgytuimnuiitnjHiGmSRSittifiuiatnHmtsfimmggiRgsajfua
u  u  u  n  V  « • u  “vJ

HSftyiufjstSa )UMStu?uimHRf|]ssffimni8iaRiJMiutnscy samsMHRmciRb

Rinppfjfisicjsantu aannffituRnJiHRji i

RiJUjitMtiigiRgatuCUHst^ufitnsRtiiHRstijgiagjitimmiSciiumsHRmHjra
V

:mit(ymfinRimlRij. H!Gfitnaiiu[ufattua(Ritna!Rity stilGtuEUHSfiyRWiRtkm

lUMnRiRialRaRRgaiRgaadiHtiiHREJig i miraffijaigiRgasumastnaRgcicutcu
u «=* 1* t l « = *  ■ L» Li e»

RnijjjiyMUigiRsamMstnauJtrttui ^cnRiRitu i

tcrnicm  miRtuimncmfm hrriutieu stiRincsnuRmumimramwin
a  n  i u  oj  V  ti

m sH igi^fm njfnm sH R sm jufaw nj stiH m ggsirigsti1 g jtitsm jp fw tij

ging^uum gjG^sQRntitRm tu^utGjitntiJHUJGSS^njra^nnaHSfg1!
( C o m m u n i c a t i o n ,  t h e  p r o c e s s  b y  w h i c h  w e  e x c h a n g e  information t h r o u g h  a  
c o m m o n  s y s t e m  o f  s y m b o l s ,  s ig n s ,  o r  b e h a v i o r s ,  is  v e r y  im p o r t a n t  to d a y  
b e c a u s e  w e  l iv e  in  a n  i n f o r m a t io n  s o c i e t y  a n d  w e  m u s t  i n t e r a c t  w i t h  a  

v a r i e t y  of people. Communication can flow up, down, horizontally in an 
organization. I t  can also be one-way or two-way and include three elements 
-  the sender, the receiver, and the message. Feedback helps the receiver 
understand the message as the sender intended it.

*  6£i555|5!i56Si5 ( S u m m a r y )
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Communication can be distorted or blocked because of barriers. O ur 
verbal communication can be made a strong part o f our human relations 
skills if we develop good listening skill and an ability to use the written and 
the spoken word.

Nonverbal communication is any meaning conveyed through body 
language, the way the voice is used, and the way people position themselves 
in relation to others. It accounts for at least 93 per cent o f the impact o f  our 
communication.

Time, timing, context, medium, and humor contribute additional 
dimensions of meaning to messages and communicators. Electronic forms o f  
communication are altering some o f the ways we interact)

x x
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sr>:5S5js5$3e?na56£1 :

Goal Setting : Steps to the Future

- tBHjgswtnsstHttfcuHfitiiitns tRsmaGvjtGHtfma t  tu S s

tftHRHsStitiiaijtglgturngtsis HRgmtnwtftSaHiGfglticugiaistnajg t

What is planning and why is it important?

*=* v  u  ti i n

ttHaHssScuwaifiHnfltmasScutRftg^Hjfgiretmmtnstsistg i  mimtn 

ssgntjiam ticutns^ciSti] ?Mtfi5snattimtuj{fiatiMmgitutmfiJis i
V

ttS b^ftftn jum tism j sB^utSasigm M iufatfSantifnim tiisafiiHn
I  u

wastfifiSun unSfflRtiRimjUGttiaRinftnJui^ftnannnfiaitji tiim i

fnGimtiJHRtjiasgiacutmcutEji utagjMmglucmhms HR[tmjmitji{fjS 

ifutcicutfnntuntRuiciuritiiHwt^a UHRaiGHatsiuCugitutRifins *i ms 

n!umt3aRiJHiafmf:M8ia[UTifUMnufRUfiriu3 brurcu ct^Rtficuss ati
U  U  « \  i n  «  aj

XJ

HltjCl) *t R1IH13tRlW!uit^RnriRGJlEUCirifjiriGtGtH1tIJtt5t5H13§RlMta1

Ri3Riii§Rgm5HHra ati wuGGiaaittjiRfiraaianiGatjiaRintjfuitSts 
1

g R ia jm & n w ^b m rau m isR m ^m tfim saim  gcutti iRHiaHtnaiRmgjt)
V

ym rRSttstnniG gafm dfutjistnm ^m m n tmtmttftnsticumimtif ati
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fimsrams1nbrnn^fjfiwmsfJijM unnant5mi[piM tnsmngat3 stifira 

m tuiufigfnn i  ttism rafrm i{um pjm ijui3H s sa  SMjsgituHn 

HsiRfi'i tt4smiginga$s1sa?fncmu1 hhIS tmwsuintntirejiu sa 

15fin|M tutusslRatmsmmmmts1iuiujmifijnt5%3iagptijamti3nimfi 

nstgisaGgtnstacutRftLWipifjwriufLinHfnasitncuHsiEisi i  nstnasia 

tsismcfii tncutfcm tpm .rmtifitiij wmi: sancurmi tttemrmitf] 

fanHfnaHUis!3cu[Rfusnjifi turamsmJumuatnsiuiujsuiRiji tmtmal 

saHiamitjifjunuitijfiJiifirtus sa urcu SalncuRtmfj tt/iratjumgs
t u r j  i t n  v  u  u

WlSfnnStjlSg (We might want to accomplish certain thing, but we
do not think about the steps we mush take. Being successful is 
almost never a matter o f luck or fate; we must plan to increase our 
chances of being successful." Failure to plan is frequently described 
as taking an automobile trip to a strange place without a roadmap. 
You may reach your destination, but getting there will probably 
take longer and cost more. And you may never arrive. Planning is 
important for organization and individuals (in both our personal 
and professional lives). Having specific goals gives us a better 
chance of making things happen and achieving success than if we 
ju s t wait, watch things happen, wonder what happened, or criticize 
w hat happened. Goals provide direction and assist us in selecting 
strategies, communicating intentions, and evaluating effectiveness. 
Planning is an attempt to prepare for and predict the future. It 
involves goals, programs, policies, rules and procedures. Included 
are the decisions about what resources to commit to future action. 
These resources can include time, money, supplies, material, and 
labor. Planning should be ongoing and flexible because goals will 
change as organizations and individuals grow or face new 
situations) i

sibtLtnmss RthgmiTJtuitsunptsinbH5eifigij3stt5bttltu{nfrnnjjUG

XtiSfTtf (Example o f  things that require planning in our personal 
lives)
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- Himifinmtfi stipgpruonsisi (Weddings and events)

- (Daily schedules) •

- fmcmufarui BtimnSthriJil (Vacations and trips)

- jRSnjltdtU{Rfnj3tSl53Hlfaumu (Classes to be taken next 
semester)

- mJWSjLtflnwnumiGCUSfRS (Saving for retirement)

- mifdSjttnmStygcjJtams (Saving to buy a car)

- 8itiT{rnHtBs Rt4iqmthjaritsufiTitslRR^ustuCU[Rfmjfnnjju mttemi
(Examples of things that require planning in organizations)

- mnfUfpic&SnfBtitgrm BtitifDtiingiwnmtnBMHiHj
(Appropriate use o f facilities and equipment)

- fnittSlftpMfni: Sfcmitf fitjS (Care o f  materials and supplies)

- fnntsJflflTjlHntU StiHgWS (Conservation of energy and
power)

- fny^RU|Rt3{plR StlRlingiS (Cash and credit management)

- fnJ^tItpt3URCUR

- fruTUHCufi shStnJSjfnynRHisu  v ' n
processing)

- mxM*gtnraifnn

- mitGRylS

- mi{RutRtifjiininci

(W ork force management) 

(Information collection and

(Time conservation) 

(Schedules)

(Quality management)

- ffurrmustn ShIR?inSRJfmGamtU(Cost reduction and control)

- titUfiffin (Productivity)

- ftismif mom88i)i3 (Self-improvement planning)
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- HRGnfmjMfrittBBtaimgjtJfri missidsfnjRtjiRLtngiusiutssjiBHjutSfi 

ifnuiHisluRmmmBHjunBtumaLfiJtii tslRaS^sitiicuss m ieseim tis
I  u

mimmGTHiraitSayismiHnBftritrnu sti fMnlRttfiuiwinEimjHfuins 

Rty]icufUJ:tfini|tanitnfitGmriRiiLm}M|tifirj tS^ttJisyvnuiG^ms 

|JiBRiituituCUHatnsimagR *1 ?slRtiwusHffiHR{RU{RtiHraGSSLmuinj 

tjimsmTHnfitri : nRRiRHnatHissiirintmagiiJtSiujttnntj) ciRRiRiRf
~+ U  CU | tJ Lru

HiaRiiMtiGGRtjiumattSratRftG *1 RifissisajutRgtas ^iftnstfntmcuns 

tjitji’RiftiaRiRmsjsttn" 1  ^asRtJitjturattindafjnuimrincus tticugutaR
O J O l u  L j  CXI 1

RltUtjULtnsgin (Psychologists suggest that lack o f  planning is a
subconscious desire to create crises or even to fail. In our personal 
lives, lack o f  planning may make us feel more spontaneous and 
alive because o f the temporary heightened emotion that results 
from scrambling to deal with unplanned events.
In an organization, managers may feel more important because 
they have immediate decisions to make. This kind of busyness is 
called “putting out brushfires” . These are short-term “benefits” and
ultimately are harmful *1

Why M ust Organization Plan?

tuitiintnstdami wiussihHfaabmsgMiui tuitm^guttaaamsrogfnn
I  ^  I  o

tBHjiputRbG9{ns{tiRmSim{UMgRin *1 mimsvtiSRii u ttismnsjitu 

amHffi snGuauntuHiaJunLRijjti.a (Riinsm Rm ssspjiSnto stiRi? 

GratiumswuRtuRisisig i  HR[RU{HtisnmmtnrojfnnraMnmmg1 inj 

Rinu3iaRt3incutanjuRffiR{RfuaGRyjnmftiifHtiJigiRGmiHtii?gjR tsl 

tciwtanjfnciumatnmgja i  sum acs mifijmgstglmH^sRimmrifjm
u  ^  W  U

HiscuRiui:nRtnRiunM5UHstnst6sRii i t^sRURtjimnsftifnifiaRiie i «=•
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sti m jpiipaustnnjnrmfriJiuKnfi 

ts ja  i  igttnannMmninSratji

t^rniistiifiattifUHRiHnjrnssMiRltjiuffia Hamswgmn{jifinsfijms1 

tcicustjcuufrmn?nsla tuitiiBtinirinciojtfnniuMtimRtJiMmnJuRHffi
i n  v J  u  i u  n  n  v

tsfluBHtusgjfi ( m!LmjLRanuj utas^ ! ] ra9 l]jJwsun1tji

tftm jp jjK tilu fb  i  ms{?iULfia HstncmtnRfnmntRRt^agingaislaa 

miwgjamtusslHmRR glaiMucmsantmR^nmiLWituHstrtwatTn 

tnmgja i giaHMsssmBtRffrijmjRnnmEnmt^rifj(urintiR(U|pum
(Without planning organizations have no sense o f direction, and 
ultimately are not able to effectively manage resources. No 
planning or poor planning can result in crisis management 
(constantly putting out brushfires) and employee frustration. 
Managers spend their time on emergencies while employees are 
forced to move from one task to another as emergencies arise. 
Then, too, coping with change is more difficult without planning. 
Planning is the difference between reactive management and 
proactive management. Reactive management is characterized by 
supervisors being caught off guard when problems arise and 
spending their time moving from one crisis to the next. (It is often 
called crisis management) Proactive management involves looking 
ahead, anticipating problems, and determining solutions to 
potential problems before they develop. It may require goals

setting by individuals) *1

H o w  D o People D iffe r In  Planning?

- tsItnnjnjuGttiam j

S tty tign  guintii tnausfajumfinnmful3ttujbtdn[fit3med§ti 8ibt[mH 

tas IhfiHttJwnmfiStitg mMsdinfitRMmalnhunngaHtu*) ts{utfi9
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GUbSItiU (People generally fall into three broad categories when
planning. Imagine three people playing a game of horseshoes.-Here 
is how each would act if  each were in a different category) i

- gnM tltS ipm tJam i (Underachiever) SlafymslSfiStitfncmffl 1

mnmnfi i  ttfimmifitsi imsutjinmtismafimisaQatmaiunnnR
( 1  I  V  U  I  V W  u

IRUSH1ti9SCUt4fUtnst[tjStuJ (The Underachiever will stand close
to the target. Underachievers tend to set goals that are lower than 
their abilities. This is their way of protecting themselves from 
risk and anxiety. Because they seldom if  ever push themselves,

they do not achiever much) 1

- gnM umnjM ttismi (Overachiever) tfihtfitm nslm m w ncm ul

ttiimmjwnmmgutthtnatmsfitStfiHsmmsljQ i HnwnmcuMttis
U  c*

m i (Overachiever) thntmnjtultdmsfjfrifiJHfifnniuMnnm *i nmw
v  y  n  « \  u  tj

HSBisfhnnfiLtnnuGtmssshb uisnmfiHSHiGfmimnHnmngssifi
u

(Inadequacy) ItJMCimmjlS *1 nmRB;SlRths^9ffl5mfUSSuia tfllUm
v 1 '  W t i e r  U  i n  cu I

u

tSiHiranmtimnuamfitniHnfiraMnmR
u  ^  n  u  u  c«

uiMnmdtutimfimGiStna i  iSunfiimtrmitairaMnmfifnamciiiin\ j ** \ i ** U

sraa finramaafjtimmcmiJImatmitnatunfd umsmcimSnmms
n  u  m o

tugtiCUtflniMntjtna (The overachiever will stand so far back from
the target that hitting it is almost impossible. Overachievers take 
on goals beyond their abilities. They are uncertain o f what they 
can expect of themselves but cannot admit inadequacy. They 
lack self-confidence and reduce their anxiety by aiming beyond 
what they can achieve. Because their goals are unrealistic, they
seldom achieve them or feel satisfied) 1
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- HRMtlGttSamitjimMa (Realistic achievers) tRtitfiEUmslRhRtR 

cugmntuCUHTCUJCffiHHSsftmscutnntns t  HR&htmtisRitfrmwb 

B iam m gigsisiiiifntiititnam m ssstit! *i tfigtglnmmRhyimtfifi
t> cu V  uw

SmtslRhRifSRsraatraarawriRm ttJitafmmmmjfumfncmtfltuCiJCt U U u u LJI
tnafnnnnm matjittntutSltatufnGwuGtiia i tuiRtStsstimtiRijii n  I v  «=* u

HmdnJWnt3ttntUt£3ltnS8riJljli3t?i (The realistic achiever will stand
just far enough back to be challenged. Realistic achievers tend to 
have a positive self-image. They are usually successful in their 
endeavors because they set challenging but attainable goals.
They, therefore, become high achievers) *1

W h at Kind of Goals Exist?
- mumtfi SthfugdniGm[fnm^tu[Rfggcutnst(mmnmmmuRQmj 

w ntm in u n u lS su tu s 'i tsInhRJfuhnjssmwHn tmcutdlmwHRjnti
v *  M  U  c *  «  CU  c l c t

I x*

jHumcumimrasstiiHntnamcmtJtR HRtjsnnSnjTURmtfiuittiifiStij
u  V -  c u n j c *  «t j U  «=* u  -\j  L *

URtjlHRuRaiHthRHSttjfUmtfigtfTlifl (A goal is the objective, target
or end result expected from the completion of tasks, activities, or 
programs. In your personal life, your goals may include becoming 
a college graduate, a successful business person, or a respected 
community leader) t

- Hthtpstutut^SMnwjHnmnjjuGtmfi5tu1tsinhwius3ytiJ9 higojr 

HmLU^WMnumnjjuGtfficuttJl^injg^mpijHntns i HfiMnMiiwJftfri 

nnUMOrminUlfiti mCUIfi Ramon Aldag Sh Timothy Stearns tns

npjinipinsraMimrotaiBaguttJwcutiiaifitiMiuagitiQptiJ : rtnmiff

tffmr (Official goals) tmnjttflfiniMSfg (Operative goals) Stiffflflf
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fuiJJJfflffJ (Operational goals) (Much of what is written about goal
setting in organizations can be applied to your personal goal 
setting. Two management authors, Ramon Aldag and Timothy 
Steams, have identified three broad categories o f goals in 
organizations: official goals, operative goals, and operational
goals) *1

«\j Uu n  vJ « U u  n v* Uu

tusstitiLtnu saH iB^fttjiscim ^Rajtnajrnitinujtnai m slgbtftrem js 

flnfia t  tmcmSlgimnss tftgtglmftjmnstmtmjJljdroftHtimjimfiutjR

tmffiHlSCUnnJi:^StnCUIu1tjt35|fnratUfiQUlI (Open-ended goal) 1 Rtjl 

MHnmmtuttji3sfit4icuRHSHianfunun?iHisfi5Hnujtncui Ranmn uv w w * u n  i -vi

uicuRurm i  tmmtultiffnjtjiusinstitglsvJtmcuutuibgitiHfumwfmua(U II «-v
ti

1 ggunjonSfmHmHtinsInidHiSffiHUBUialttji" midnjtMfmHtScucuu

' (Official goals are developed by upper management, are
formally stated, and may be published in annual reports or 
newsletters. They tend to be open-ended. That is, the goal itself 
may not include information about quantity, quality, or deadline. 
Official goals pertain to the overall mission o f the organization. A 
common example in business today is “to provide excellent
service. ”) 1

giRLRutpttnwnro ^ tm rottfltssgingtitglatim i Hsfgsmicusttintnm 

mwHtifnn i tmtuitfltastnafamuirtiinnnnfiititmnnffldffniMUJU ie  n j  o

iJiGHm tmroTuinntiHsfmHHis mimraurncumtatmmEJltstit(mra 

lUfflSUlJ (Open ended goals) StiSfflfmu1nm[fTimUG2fi (Close-ended 

goals) i  tencintfitas qsitmoJi

tjintMmatrntutiJlfintiHaJRtsintifnSlnHUGuja Rtfi " miciiSrmtaH
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fn?iuismrij[|iHUisfanu9djij " sfc ticumsHSlgimns tuCumsmFi

tggntsdlti £0 mmtmstnsWJU ” (These goals tend to be more
specific than the abstract official goals. Operative goals usually 
include a mix o f open-ended and close-ended goals. They are 
usually redefined on a yearly basis. Common examples of 
operative goals in business today are “to increase the company’s

share o f the market” and “to hire more minorities”) *1

tencutifirafrafi sa  s tu n B rn  ttncuu n c* I Lit/ u 1

ttJitssitjifnitifunuHricustin} tScuBfignHStsfiGHSffis tsw isim si«J C> I I  I n

m fjfinus i tmcmiJlias m um njsiuguism stftrtm stfjtinuti tumuir^  i i  »  tl u  e

IsSmmJlTiJsmcitutfcirilafriJuqiu i  tmnntfltsstipfjtuiw Btitfntnwifil

tjttVjjntuSsB?! (Operational goals are the responsibility o f  first-line
supervisors and employees. They are statements o f the expected 
results of the efforts o f the various, performance criteria, and
completion time. They are concrete and close-ended) *1

W hat characteristics

V

TfifiRtnaGJfituntiJi.-uHsimTfnH:
Ul/ a V Li

elf3RSS£lS3:5eSi3SgnSX5S52-J
_____________________C------------------------------------------------------------------------------------------------

W h at Characteristics Should Goals Posses?
9 . tm tutdlm igftnsfanfdinR psR  'i m iM nM ngtm m tnstgjfcsifm

racij^a sa  m nutflSh (Goals should be written. Writhing 
increases understanding and commitment) ■>
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to.tRicatiJlm tfim GftfjHijtna'i qgitmiui " scliitnattftRSffltiGstfihi
tsstslntiw innnjs" tasRt^tfntUT^iCjtuSstijifiifirifii mjms nmtwtu

i  nsfrmGjH
i

jtir tguHiGfiMHJjtjiatinRtitGs lGfin[futE3cucusBlnamiutiimHn 

trncmtJItss r " gsutnmmtatnsnatjiHGjHfnR cn.o nnatnni ci.o" 

{UMStutmcmtjlHSGjifjctnrj tintHHstgjtisimsims fiahtacusfmi

uRSitiJfiGRGClJrifG (Goals should be measurable. For example, “I
want to be more successful in school” is a vague goal because 
what constitutes success is not specified. Grade point average 
can be measured; th e re fo re  a better way o f expressing this goal 
would be “I will earn a GPA of 3.0 out o f  a possible 4.0” If 
goals are vague and uncertain, they will provide little
guidance) *1

m. tmratfflmtnBmnflintmiTOtmHnwtfnn nrastfnnsisfisbHStGtl V «=* o-

immttStilRSHMfifGHRfnrug i talfihtcicmicmntinfiftficirirmtii
^  V

tmniifflaatgltnsfiaRji^tnmMntimnnMinjgfriinjaHifljijJrn *1 

ttinhtglshtfnratEJIsihtcu ttahHiGtijuGtfrmittjlRtuisifnmfmjtfnn 

-■ins xSiramBHitituntuin " parammmtnsngtjiHGjHfnR cn.o

ncistcin] G.O ta1lHMRJlgit(fnra " (Goals should be specific as to
time. Otherwise, they are not challenging. At the time specified, 
they can then be reviewed for correction or revision. 
Considering the goal above, we can make it time-specific by 
adding a deadline: “I will earn a GPA of 3.0 out of a possible 4.0
during the next academic year.” 3

ti. tmnntflmttiHiamirotnn msHiGMtiGtna tutyScumnnniGfi shmci

uatnfniqniritn tmcutiflmtntnammftntMtinHLtnnfi nSmSmal

RhmihJ^HSRHtHtElcufdHiHjGtmsHtilni^fggcutjia talRhccicmfcin* i
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nftfmHttttjinCinri (Goals should be challenging but attainable, to
provide satisfaction and reduce frustration. Goals should be 
realistic, not wish list7~and should be reasonable expectations of

what can be achieved over a given period of time) *1

tsInhfiriusHtu tmwtiJlT?ifsifigt3t3cijfnJticiJmmtuiR‘i mmcumo
C* o .  11 U u  t i t )  V  V

I

tiuinmEmdrtJsfmmafEia aamigmga ttitutjistnfisitfntiimsfrun  vi v  i n  I

tufUuti aa mujirngfisfi t mremmmnximSnjtnritmaiTinfmatjiam1 -o n Jl tl w M M

RthfflJGCUmmannjfltiURCUR Stt tu tn s tg n  (In an organization,
goals should involve participation. Participation increases 
commitment and communication and, hence, understanding and 
motivation. The most frequent participation is between the
employee and supervisor) *1

tfntuttJlSstHstjicutrnmsfriJwnfijj ttjitijgmGinjjtnRtitutnnjtdcuTRf
1 V  Lru

wnftmfrmJttJlBfijnuiyffnfijStmstg t  tmsmtflgiataismtRtjiftnatijj 

UUMtficufiiimtjicusstSti aa mustiatBsyosnjfriijnnristsiRaiaffricu 
SHUI91 {SlRafintJSStJtII9 fTUTRfiflSEiTtUUtastnSCURtintEiTIHmGHfnII rw u L»U u  e  n j X

tit;#! mJHtamacmGtgjaiiJiffiufiiuR aatuGiattlri u  finm ctna 

curmmtjfmi aG^itnmrnsiififiinftiJMHfifrinnGnatiatan trufrmtfia
e  ai v  nv

mnnGnmastiffijmmm nSnisff'njtfifjm  ttfcmfifmiGitiiGfiasiui:v  ->j v «u n  *-n» «*
V  1

tStutaltnattinn mjmH^amnnGustfitnGtRftijuGgRHa tuimupcij 

BimRjgscusfjTfiimmsrnifnHtfiatas1 ttuamunaimitnHaiafnnR«=* Liy U 1 Lnj v

GnatatmnnEjIiasijnratnanifinTiu islRaSfmmM talratnidrawtffiti 

tiatumSffifRfggnjMicutii nmwatiiHmuraggcusfqjsi Gtcnsmijfjfi

FlSfij aamfjnHUataimEmtflGlElisa JUfjstSa (Goals are not just a
writing exercise to be put aside until the time comes to  write goals 
for another period. They should be used personally and 
organizationally to  monitor progress throughout the period. In
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organizations this monitoring may be as simple as observation by 
the employee and the supervisor or as formal as written progress 
reports. Such progress checks help identify change needed while 
time still remains. Progress checks must be planned for, and 
someone must be responsible for them. We should make frequent 
progress checks of goals in our personal lives as well, recognizing
that we are responsible for our own checks and our own progress) 1 

How Are G oals Set and Prioritized?

- tmmcuttMtuutimttimtRftgHs? wius sh  ureu mtiHfiffntifatns 

ttnroitfl shm sfnntfufps *i ttuhnjshHisQfnhJtdcumGgciJtugfnn

tw in  Aidag stiSteams

iBttnnntflHtnwn ttifa{Rft^Rfniujn2nsR^iRtslRhnsjmncu^njHis
i i

mnstifisfifri i  ttuaHimLuu^^SfuifM siaysiastsintitm cijtai S a t tig

m jtiicusgrafjtm atiatuj i  lnfiii[HgiaystgsiH tns Satisficing, 

sequential attention, preference ordering and goal changes *1

(Both organization arid individuals have multiple goals and
priorities. We seldom the luxury of pursuing one goal at a time. 
Aidag and Steams have identified four techniques that managers in 
an organization can use to decide which goals to emphasize during 
periods o f  conflict. We can apply them to our personal goals and 
plans, also. They include satisficing, sequential attention,
preference ordering, and goal changes. ) *1

- RiimcimSgtna (Satisficing) : StftmrutflwKifmBmSmajti xBhj

riiumgfftngfnrratiJGgg ttitunatmsflttunjTMira^mtnHffifiEuticutngV  V  t l  L i m  U

RHgfnngstBtnntjig * 1 gifigat9lg»Gt^Htgt3tfwis[wim iticumG
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ticuslcustltucij ss1tffnHfntiJ:T9fij:HtnBSS'i tsIscinJtiJtuitflbtjurass
C l V  C* «  ^  U U  u U

sft?ncutuiuGS itut3Hitjfnsustufnnfi5T?ifiTiniiuwttiJ.i3^uitiJpnjRtiiin
V  L»  L i  v* -oi

sHiraBnfjsfifncutuliuCutjiQsnniGfi tMitimnTmwutifnsmEiwfiH-
i-J V  - o  f i  L i  I

fnntBHjfanmmtmtJitms fruinmtiiGsstritnGtn^S 

fik^t?iyismGntnti5fUflm8i§t^nSsfGnumnnimjtTinsis
U  H  U> U  M

(Saisficing is a term created to define situations where one 
perfect and unique solution' may not be possible. Satisficing 
refers to any group of solutions which offer good results under 
the circumstances.) When we are faced with numerous goals, we 
can reduce our stress by identifying a satisfactory rather than 
optimum level o f  performance for some of them. Some tasks 
just need to be done, and often there are several perfectly
acceptable ways in which they might be performed) *1 

tsIfihftnsmnBmGSsmnwhmgismGHsmsfinnfdsistsists ttntu
^  U  U  M U>I

^HSihHiGtHimBisfnjGtuntiitiSs i  utwfc

Ttnt3iGStnafnncufifU8ismGmS?nmmBistMGHJsifd laintimifthra
u  «  h u  n  n  «=*

tmcutul saSltiHSfiytuMaussGJtiinfitutia'i jnjinm am M H fifjrra

u u  ^  H  J U

many situations, perfection, or even excellence, may not be that 
important, and as a matter of fact can be costly or stressful. The 
desire for perfection can create havoc with goal accomplishment 
and people's lives if carried too far. Save your energy for the

things that do need to be as close to perfect as possible.) *1 

mimnBRGntflRtjIUgUmtj (Sequential Attention) : tsluinnflnj 

ftRtimsmsfnnntiS*-» Lru ru rj 1

tfntutulumtgltmtutuiumutgffi nmttfttncuHmtftncirifn HSfnnmj
\J €a U  C* U

tiiifismcutRuannustUMfiHfncirfifinitfitjsmraninBdtntnsiSi iu u n  Uu u «s*
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ciuigmsis R{RfiRjma/)fnnfrutragtgits1nasgn SHUionnmtns
I

CyMHIHJ *1
(When we have multiple priorities, we may need to shift our 
attention from one goal to the next over periods o f time. Work 
priorities sometimes take precedence over family activities, and 
at other times the reverse is true. The main point is to keep the
overall quality o f  performance in each area acceptable) 1

- fnitljtJtUtJlUfnHGClhmCg (Preference Ordering) :

HistmwttfitiGsttitutRfwntstjntiitjis tmhHiGnjucpjtiimcusnjti

mrattnfuttJioiatsistsIfriHmjGcuSfimfdttSh i qsitmnn tfjHtnsHtiJ

^RmGMUGGRrdsjtpmSHpniJdmsSHtiJ fiswtmtumnfStnjiihfms

tslnhgitss i
i

(If we have several goals toward which we wish to work, we may 
need to rank them according to preference. For example, a 
company may decide to maximize profit over expansion for a 
period of time. Individuals may decide to save for a new car rather
than take a trip this year) *1

- mjgiMynuMtmcmtfl (goals change) : uGiuPJtnsGfcfuuj^cjns'ita

tcuiGHmtiitu ttSaHiGthriiunmpjtuImfdttShnnmstmnjtulsihtsis• v cu n U
v

WSmffliSltjltPttWHm ShHSfdnfdH ( As pointed out earlier, we 
may change goals because they become outdated or 
inappropriate) 1

W h a t Is M anagem ent by Objective (MBO)?
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- samH3M mtstuuttjsm}i^itnftnst{5ujtfjnt3rnnijuG

tmnntfltslRbfiJiuaaHUJt)1 lGftri|Mitituvnn]StaHtiiamRfniLRU{pa 

tSlffinattimgltStmcmtfi ItJCUUtSRtSjatSltmnnR George Odiome 1

iGHifMtastisfnnitRftnaMitMitjiHiijifriRtJi .m b o  tasitj]lGftfi0j sa

8His:ltjitsmiTRuma5dcuHariGS!c5mnutjiGR3saa i  sfntmjtuiaGuaO t> Li U n  t/ o*v> ncu
v

ra&ifi mffiniicifijtftfUHffnjfiinignGmuM UKajmtJmtnfnmtriafrii
i - o  n  j  p i  *»•

BnnHnftjnmRUflwmalraumfi tslnhfnnjftitstfnituti^ttinjssjufdrifiXJ ti J Pi Li c« ij & «u v

tR (A variety of approaches and different degrees of formality are
used in setting goals in organizations. One popular technique is 
Management by Objective, originated by George Odiome. This 
technique, sometimes abbreviated to MBO, is a method and 
philosophy of management that emphasizes self-determination. Its 
chief purpose is to improve employee motivation by having
employees at all levels participate in setting their own goals) *1

m b o

- gfimipipM m b o  icum ĵtitsi: mY{nutntitditnnl3tdmcSt?nnnAl tas 
tjmmSarnj^iniinGRtBitiifirufrutsnnH BtimntnhcmuNHBMf !aw
u  n  i  - o  *n v  v  ( i M  t i  l  ' i J

Gcuims1nt3fitnxijmjfnJtfiU{pi3tthmnl3tdRtc5t?nnJtB1tas igltnafituiR

gantlh:t^mi5anGfij81SUgti81l3tLfnH : (Proponents of MBO say that
it helps increase motivation because o f  the involvement and 
commitment of the people participating in the process. It is 
characterized by three features):

9-URc5ntitiJiHta1fitimiRnumttnnn8l afcwniwrlaSmtiraufitufigiti
i e i  d u  <=j *>■ _ e  +> i d

tsisSt3{Rftnsfiti5mcumHJUi:mnijuGiss i Sunarnitiiitastjisislgifi 
gmglsaminfnnjitfmcjriifitigiiitiiu sa treSn *1 ujnnjngitiHMtjifuti 

HntfnnjtSliHiuMMiuasasiHinSig 1  nm m ntsm ^m tnnnflliS itn^n  

tflEUSB tutU^StgafmimroitJimMlUa (Employees participate in
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establishing the objectives and the criteria by which they will be 
judged. This step usually involves discussions between the 
supervisor and the employee. Employees should be aware of 
overall organizational and departmental goals. Then they can set

individual goals that are valued by the organization.) 1 

l9-9l43Hf){RUjt)t3 iatJgtUR ^utiHnHttiWURWnH'IBfmiGtJlS 1 Ufiffin

StiHmmfumntiiufUHnLfiULfitinatns tfinngtmraunfSmnanigmci 

iffn i *t tismsssttJiHnffluymfiHisttui

^StuuRSnRaniiijiHigfTiJtiyiycusMtfnnitiJltRm^a (Both the
supervisor and the employee know what the employee is to 
accomplish. The employee knows what the supervisor expects 
and can work toward the correct goal. The supervisor, in turn, can 
guide the employee correctly if  deviation should start occurring) i

m-mwstjitmfuttlltgftnaMnwntinitfntiitnaLRHtRf fiahtnamr

rincifimthntinnHmHfi^stlfUGmkmmtdcuGl3tns < usia  ah uuwun> 

GtuiQfijgia rowattintta

tnam n h im jm in  tnamcmas untunah ggcutuntnamms mifitu 

m m as t^tiiwiinjRontlagtiigihtasinJtnatiBM nM  stitnrotpH thya

JBttntD (If the goal has-been correctly written, it will contain
specific descriptions of the end result desired (how much and by 
when). This feature eill make evaluation of the employee’s 
performance easier. Additionally, the employee will be more 
likely to agree with the appraisal, because the criteria were
selected and agreed upon in advance) 1

Benefits of MBO

- fcRftimUfiiiCinn George Odiome WlhUdnjpntintjaHtllGaa tutUjtif

ggcutjianftfiua mHra:miiRULRi3tthtijnhitimcutpnnjt£J1:
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mfdnmRtuWUfhSfnrutjlFiStil (Communicating job objectives
helps people understand the purpose of their job, which increases 
the likelihood of success) i

to-UGUtstss HSwnnbtRGbGcuimslRbncuteaGnfdntjsibHfdtdtutjgu  i J  c* I u  v  u «=* ni *

fignnnwnmR i issRtdimhrinRmTmtJfRtattJimnbtdntStfnnjttJI
Kp U  Li  L i  m

(MBO) Hi3fnTtjiugingt3tjiHtu[tJtns sh gmaltimHUjim tsinbrni

nfnRjiHnmjgscu3fd[g3’ sbcugtlcmtituGStns ttjimuRcBnHisrm

tyglGRSfiJtjlb (People today want to participate in decisions-
affecting them. Because MBO involves superior and subordinate 
in discussions about responsibilities and expected results,' 
employees develop greater commitment)

m-mnRUTRbt^mnbidntcutmnjtdlHiafinnrmtiritjgtjigfifmTfd \u\mu  u  h U  n  I n

HitstjtUunjmjfiinigRHti *i miwnntjinnstnautiimKiffltiSfTitiiHn
x i  i m  n  O  u  in  \j  -0  =*

g9tutssn5gti[U8{j}Tim|p3RtjiHafiJ}ti3tiitijuGtfncutu1 fenntnnntil 

gitismsfiti^itisfigntutuitisitJtgliiiuEfmnuti uRtumtjtumstfncmtJl
&  ' «u I PI

tjnHcinfjjfitiwntitnanjgticusfjtjiaHmanitnatEncatuI itnmHswstJ tP  n  e* V* 1

tdratnafniSirngrrasiSH RtiiHaMituraratiGwaafimrasulgiagnmamI m  n n  i O  v  vJ

ttJtunmRtnstyfiiGfi i  ttinn Odiome tnauum qjtitji. hssgjiuCij 

ramRKUttJieiBHtiRtiiHgMnfitmna ruamntmiiicufiiiiHaftitfecmmtI O  I n  1 O

inmtglitJitmwGRRUjmtu rnifirmmuia gnnrm  um m n (MBO
makes sense psychologically and may help motivation. Various 
s t u d i e s  have shown t h a t  high achievers are those who set goals, 
that goals have a p o w e r f u l  effect on behavior, that employees 
with clear goals achieve more than those without them, and that 
highly motivated people are those who achieve, especially goals 
to which they are committed. Odiome points out that goal-

9 - t m n n t f 1 m r t n J s s i R 9 S i 3  t i m t H i m H S W j m n j H n t m n j u a n r n s f n j t r i j
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centered people are more likely to be mentally healthy than are 
people driven by fear, intimidation, punishment, or hostility) *1

fiiuHSMtShtti Htiints'fnnuMnnw sti mtJnjnmRsscuswTRf (MBO 
can save time and money because people know .for- what .tasks 
they are responsible and accountable) *1

VJ

tdmtmmcmtfl nmfimnfiMM^HnmnmhlsmmnmR tjiHraaatmtu
H  U  &  U  11

tSItflninmHtnatiratn^mfffti ttjitijfjraHrtinutjmfjnmmjntaHH

ytiUtglSTltJtSlS (Because individuals are exercising self-control 
under MBO, they can measure their own progress against the 

goals they helped create and adapt their behavior appropriately) *1

a-rnitRumtitBitijntittlmnitfnniiai HscmnaTHBftntnn!)twm®tiAn 

RsmtimlRiufjnnimStUHatfiftnssgEijfirirofnnjnHs tsltcicinttorm«  U  ti  LfU U  1 tl

tmjjummcmiflwninm:mnjf! i  f^rnwramss flimtfnratnamti 

tgLulfitalnafiJiua tatuiRftnaBitigmji tjURiiattjiRStuaitnniuGuja
> I

(MBO allows people to present again their past creative ideas not 
previously accepted when they set their goals for a new’period. 
This opportunity fosters creativity in organizations, considered
vital for success today) *1

ri-m iipuiptitaiajntittim witnnjtai 

innmRMHUfiRWHtinittjHigjR ttrimipnalsfniusyfMtifliHttnR

wudtudhtdj 'i tthmfmjHSwjtnftnsi|friifitumHtjiHtiism?ncut^ 

aa ogtfis ttinjgmfitnamSmgjti miftmmHtnamninaiiiMBjfiiti

hjnutilfittu Si3 URCUR (MBO makes performance appraisal more
reasonable and compensation systems more rational. Because 
people are evaluateda abainst goals and standards that they helped
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establish, appraisal becomes easier for both the supervisors and 
the employees) *1

6S^S6ggng6^gfe5g6««ft€S5S8ggn?

Why Are Performance Appraisals Important and How Do They 
Work?

- m jfim m tfm m sfim tim m ij hthJhirjtsmmmimHitnBbtsiURChnHin
IU «  «* W  I  n  «

RntiummmJtrarafimRtjiscumfinm i RiJfimmHmmsftfnuRiitnjfrra
I  - o  M  DJ <=*

ttit9Ti3tuitiiTutnsttififitufnHUfifUfutJ£ijnfu?i ufirofifitnmmutns
v J  U  c «  u  i n  u  i n  ni  L i

tgm uM 89 MHiBnntiujHtomcummsmtfffJnntglHR HRSiaifnl 

tticufitummiRtuR URSRtunjfiramHthmssstivi URgivmws'imS
r i  i n  i n  <u cu *u

mumtURl 1 liJlffifiJIJRinREJstJlCingjatSRlIMUIRlI IklRUtlJRtiRSRtflR 

GtmsRinncuRumeiiHRtitjS ratR9tSRiifmjmHMisE3RiHJinanjRfU3
cu U  m  ca I

‘jRGnstti5stfiaiR HRiifitnmHtgitflRiittinanitnnratnnMiriBnfjainti1

abHmijTiwius *i p i«9 tam jfim H trfaw au |U 0*tpadftittt t te ip in s  

lam ifiram H

{fifttalCU (The performance appraisal is a measurement o f how  well
an employee is doing on the job. Performance appraisals can 
performed by supervisors rating their employees, employees rating 
their supervisors, team members who rate each other, outsiders 
who rate employees, employees who rate themselves, or a 
combination of all these techniques. Because o f the growing use of 
teams and a concern about customer feedback, the fastest growing 
types o f  appraisals are those that involve team members and 
sources outside the organization. The m ost common type of 
appraisal, however, are those done at least annually by an

immediate supervisor) *1
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- miframHmrtniRtftStiifijmjtSwuRWfi sattunstiimncTnutnarmfitii 

siBtjiatR i nasiHtJiHswj ijitnasiaiffitsinuitnJHtiiHRtsItpHuaitj 

itiMSSHsnttJHRSs iuimtififfiRst3tnutSHt|m!ntJUJHatumifitnmH 

mitnitmsHlgtnanm?ifitii8ii3tji ufironsyt{famHitunmfi unSfimn 

ifianntnRsatiRtuRsajRitjfini *1 tfremjptms URronmcnratfitH 

UitnamsfunnnuMfruim-s tfttfijutnsmmHnmi^nuM HmsItijTm 

utfiihuMSsms nm?i{fimHrimifiai{itHHGjHugiu u tnsfniHnntji 

migscutnsfmfimmHSfiitas mmGtHiuiasmcuafiiHfifnniuHnmtitJiu wn «» ci u

HmsbHnmmJtnJ (Performance appraisal is a process that
frequently both the employee and the supervisor dread. Being 
human, supervisors may fear that subordinates will not like them, 
that employees may do less work if  the appraisal is a negative one, 
that employees may yell at them, or that friendships with 
subordinates may be jeopardized. At the same time, employees 
may wonder whether supervisors can be fair, doubt whether 
supervisors understand the subordinates’ jobs, fear an average or 
below-average rating, or feel that a high rating may interfere with

friedship with coworkers) *1

«V «ac» 1 f i  u i n  x i  v

tun  e  :

W hy O rganizations Appraise Employee Perform ance

9-tuHjran9fiGRMUtimiiriJtuEiJEiJ mnuamfnjtnntJtuHscy aasnmf

Rltmu6HaMHmjSunJi{tijnt|tjnM1tSfnivni(y (To encourage good
job performance, to discourage unacceptable performance, and to 
correct inappropriate behavior that interferes with good
performance) *1 ( JufisWfTUtlVJfiffff&lS

[fff im sfistim &tiajfrm m Thm rjlw m m ss Stifnntiajm m sm issin
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ssaws y tunnsimunmamufisils stifmmaigftisim^rnignSa 
mmttunnawiiintifnstjanfnmwsnvtanjBawseif ■ mmuanma

M  ______ _____  V  *1 «**

rM  / V

WSCntUuh {If it is conducted correctly, the appraisal session can
help communication. It can result in growth and increased 
motivation or at least a better understanding o f  what is expected

o f  us) *1

Ig-^HjtmuittMaBafiiitSanniatGmitniaiun (To let us know how we 

are doing) tt3aa^aHcigm satt3tutt5tinijns1naM iua i tjtfnffitiHS 

BtucmnifitumH nmsESMnraanRtfiTfifmimnHrafiHgialtiHis
v  n  ni  i n  i  O  L>u rj  e»

san ltiE is i  mnHt0fiut4iH?t4Eiafnt5tHitint5atn£ijjcufmnutj aam io m fcy v

ainufittB a usonnvifnitBrafiufiiltitnaiGtmtmtnaBatiiaHfiH tScu
Dl O H  *»•

ncit3{nftns9Sfurrmfnnfanfai

tsffi ( HHGfilsntjinQsaantntji tm^stiumTumanutjGtuGss 

tuwafrirfiunutjiaistGftiiaggcugiuifiH m is TEftjisggmM mrrmfim
LiU U  8 va L i u  t l  C l  *u

RunHiGtjtiitHitiJttSanluGttiarriifjnurnnrituHieicugadatui (We
want to know where we stand in the organization, although we 
may dislike being judged, human beings need feedback, both 
negative and positive. Negative feedback allows us to make 
corrections in our behavior and performance, whereas positive 
feedback let us know what is appreciated so that we will 
continue. (Psychologists say that we quit engaging in a certain 
behavior both if  the behavior is punished and if  it is ignored.) 
Feedback also assists us in making plans for personal

improvement) *1

m-tu^tifunRHiSutu^usSHntjgffimutumts[Rfi^sR^hLtnm ujJfij 

m im qjtitfia : mracnsmnnti ninth s tim m m ju  (To give thei
organization information about employees th a t can used in later 
career decisions such as raises, promotions, demotions, transfers,
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and terminations) 1 mjfltHmtJfntjtitinniHlBnitlfiiHmslHS U tiUJ 

ncwRSiRHmjitfro{Rfmjntmi3msH i  mjftmRtHRHiGfimHRimitjiiJ 

tHiffincmmjiaafmfmiBitjm tafRunaitituntufjnuuRcuR atiuiH

SHtiJ9 (Appraisals can help move your career forward or help
identify areas that need more work. They also help managers 
identify the need for training in individuals and in groups of

employees) 1 tH^tGtmraRlJflffiRtGfinftimilTIJHiapMSfnn Slit

TUtna 3i3URWR[RflRS[RjH38tj1H3 (If performance appraisals are 
to be effective, both the supervisor and the employee must 

prepare for them) *1

*  &5SS$3
Sum m ary
- ttiamiHiQgnJLuttintjSdnjuswj s t i l u s  ttfim m ngtm m jutw ngtiBf 

SmftifjnmfiiRStu i

HiGRivitcistalHstna t  mjRiattlSRiitpjMlijammtsItnfriritJiHntSi

RimuiRmitui tjitfiaHRtiltmijuGtuiRRiftin tuiajutSRtm tutnam i

SsfdUJltilGfifdnuURflJfn (Planning can benefit both people and
organizations by improving the chances of success. Having goals 
gives us targets at which we can aim. Without planning, 
organizations tend to become reactive rather than proactive,
creating frustration for employees.) *1

- tmmtu1W81S9GUmfdHhfnnHlS Official, Operative and Opera­

tional *1 tmtuttfi9iauts§2fa% tditBmmsfrintjinnrintjjt3933 itfiui
u

MHHfnnH^ilcuHiatglRmfnwtdlmhutms wimgiriputjrtimflQsw

SWIRftdimtSjn^GtmstfnCUIlhgihUtSg *1 (Three broad categories of 
organizational goals are officials, operative, and operational. They
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differ in how specific they are, what activities are included and 

which level of management has responsibility for them.) 1

tfnfiitdlHiswnanrswfntsIfnmntutftintdfiJfitinmHitu ntifniMttts
e  i  «  c* i

tfn tiitnstfn iu iS lm btsis *1

mmncuHGiH sanuitcicus t taltnnjttntutultnsmiuigSsfn ttSamc
U  oj  n  =»

tfuJGfinTMGsaysi^tyticufngfnmmtiitfncmtJlaHtii? Ic f in ra g itiu s
u  I n  u  u  u  n  u  I n  u

CD o

: satisficing, sequential attention, preference ordering Svi goal

changes *1 (Goals differ in the time allowed for their completion.
They can long -range, mid-ranged and short-ranged. When goals 
conflict, four techniques can be sued to prioritize them: satisficing,
sequential attention, preference ordering, and goal changes.) 1

tsIntimmfummcmtHtficuss ttSbhjBRnmjamHnmsfnnmwttSmsI
C* U  «*• «u u

1 tl

ntiSltn }n9mngitit9isHiGtjifninuHis mrifisim tmntjjfnn mcitfi 

nnSnsi ffindi^nnyitu ranuhcu afcmnwuntmfinm nnnsfnn
c* i n  i n  « J  u  i

maws rntHfifsTSfritijss rsmwmfi sa tftff in tn  tm an m im rara fa
n  i  d J  w  u  U  w  n  ^  u  u  U

\i

tmturrutimtuiaiGsa d tia ttii  uGfri :
U  V

9-fnntjimftjbo

Ig-miratjiSfitjiHtm
n v a  n

m-fajufijjcutfntutuiJUfdrahthHtiiusfandfi5fa8ismms ttStirnBmjfu
u  v  l v j  U

ItiiSf: aa tficusa *1
O  <5* fU

il

( In  s e t t i n g  p e r s o n a l  g o a l s ,  w e  s h o u ld  c o n s i d e r  o u r  p r i o r i t i e s  in l i f e .  
T h e y  c a n  in c lu d e  a f f e c t i o n ,  e x p e r t n e s s ,  independence, leadership, 
parenthood, happiness and contentment, prestige, security, 
personal development, wealth, and service. Se should also apply 
four guidelines (1) be realistic, (2) openly commit ourselves (3)
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coordinate our goals with people important to us professionally and 
personally and (4) visualize success.) *1

stagwjsrlgijuwfnitputpti 

lawijiftnatpitnM tSHjtgtHimtjiRgmRntjmnjjumtncuttJItsInti
* i

wins i mjfiujmHtinttirnittinuHutiMfiRtjiitnMtStufiHfijSMHfifrifi^  CU <=» I n  c»  A  <N

fnittniuMUREUR i tfroratns satiRWRfnQSURmsiHBtciismifimmH
I f 7'  .  1 «  CU CU

tssmtfun nfmfiramHiallRHaHTCtBjftnna i ugffinHimjjuGfitms 

tihhnjn tBHjtGtKimmjfimmmmsnitutjiugmfiTiGs Sm srm i: 

prantja i  taltnalSjmjMtBmifitnmHtfitpBtBjmawHTCtptna
(Management by objective is a method and philosophy o f  
management used to formalize goal setting in organization. The 
employee performance appraisal is a measurement o f how well the 
employee is doing on the job . Although both the supervisor and 
employee may dread them, appraisals are necessary. Employees 
can take steps to make appraisal a beneficial experience. Numerous
appraisal techniques exist) *1

x

X X
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6mS5£S 9 0----v------------

*  ssfssrfU snn

sJigfiEssn?
W hat Is  Le a d e rsh ip ?

mmntifnmnnn Warren Bennis HnsnStWfftJTlMn " fnJfntI58StjlHn
«* c»  u  n  w  ni  c«

u

SnaiHcmu" mautnmafHcmtnfi cntfmciJtfisjScumftfritiJfijaH aanafrinwitja
x i  v  t n - o u v  i v  c z  v  «  ci

mmtgfrrmiitncsfHnunai ttBwH8HiG£uiBimrasyufusf%iapBns:n  gum: 

HRBnmRt4iHnssni8M{RfB!msuifigfnriiTi?UiimfaHafnn i ttJmSm uunSm  

lUfaHgfnngiaspffiHwmsItraRiuifnntsHfiwnsisiatms i  ani: HnBnaitituafmj 

ttuimmcntutinnia tuCutssRtiiRTffrmntjiGu^titsIfiarificiinnmtnaMnstjtsn §5:
V  | c*

misimstu wmtitssRHnyinnmntsMiusiuMftutiuJimttjimsItmRjfmnBHjfnj 

Snsitij[UHiacuR[ui:ujsMitjiHSia1nalwffifinwsi luiHtncu aaBann tjcinmnta 

miBRaintMRnRimmntatj?fifiyMtiB aaBIrifiaHtifnn-fLnuaaimi
1 «  n  <* n  r v

tfimnnitljmfijljl ‘miBnsi (Leadership)" Sti "mitFUlF45 (Management) 

(RitnatmjugiHyiRTi smmsutjimtinjnmthffitRmBimujngafcnnBswmffijgp 

Bmtamnjsittnnss t uRraHifiHitsmratjiHRBnaiHmimuitiiHaGitnGMRtslRa 

RmspuLRa ymtittiaafnHtmgjm i  tsImaGtuiBSMfnHmGaatgjmfiamnjtji

Bnai aa mnjtiitRULRa t
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miBnai mfttknjijmjtsmnLmigncmgIttUMfiHmnmmsuMUHEu u |j ih  

ttSjtj? t2HjtmranmRtGfnHHiSiiJHRBfi3it5StjiatiJiujmjMipQR't iBHjmuagatsI 
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tnnjt^tuncibfantjtmcuutuibffljuij (According to Warren Berrnis in on
Becoming a Leader, three basic reasons explain why society and 
organizations need leaders and cannot function without them. First, leaders 
are responsible for the effectiveness of organizations. The success or failure 
o f all organizations depends on the quality of their leaders. Second, leaders 
provide a guiding purpose, something greatly needed in today's world. Third, 
today's concerns about the integrity of our institutions emphasize the need 
for better leadership in religion, government, Wall Street, and business. The 
quality o f leadership determines the quality o f  life in society and in 
organizations.

Often the term "leadership" and "management" are used 
interchangeably. However, a distinct different can be drawn between the 
two. A person can be a leader without being in a position of management or 
supervision. Likewise, a person can be a manager without being an effective 
leader. Several distinctions can be made between leadership and 
management.

Leadership is the process o f  influencing the activities o f individuals 
or organized groups so that they follow and willingly do what the leader 
wants them to do. To be a leader you must deal directly with people, develop 
rapport with them, apply appropriate persuasion, inspire them, and thus 
influence them to cooperate in pursuing your goals and vision. Without 
followers, leaders do not exist.

Everyone has the capacity to  develop and acquire leadership kills — it 
is a learned ability -  and leaders are seen in many different activities, from 
politics to play. Not only must leaders be vocationally or professionally 
competent, but they must also establish and maintain positive relationships 
with their followers. Developing such skills will help you understand how 
people feel, what motivates them, and the best ways to influence them. If 
you ask successful leaders how they get people to help them achieve goals 
and visions, they will talk about human values, such as empathy, mutual 
respect, and courage.

Management, on the other hand, is the use o f  resources, including 
human resources, to accomplish a goal. It can occur in many settings, but it 
is frequently associated with a formal position within organizations and
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businesses. It may be non-behavioral if it involves non-human resources — 
but most managers manage people. A person can be a manager without 
being an effective leader. This person may lack the ability to inspire or 
influence-others.

Influence is a key word in the definition o f  leadership. Managers can 
be leaders only if  employees allow them to influence their attitudes and 
behaviors. Influence is our ability to change the attitude or behavior o f an 
individual or group. This ability is the result of our power, which can come 
from any number o f sources. Leaders vary in their use of power sources. 
Even formal leaders on the same level often vary in their ability to influence 
others. Although they may have the same official title, for example, one may 
demonstrate greater knowledge or expertise.

Writers such as Bennis contrast leaders and managers, w ith leader 
innovating, challenging the status quo, and "doing things right" and 
managers administering, accepting the status quo, and "doing right things". 
John Naisbitt and Patricia Aburdene in Megatrend 2000 say that any well- 
trained person can be a manger but that a leader is "...an individual who 
builds fellowship by ethical conduct and by creating an environment where 
the unique potential o f one individual can be actualized."

Leadership is a skill that we all need to develop. To attain goals that 
we support, whether personal or organizational, we must be effective in 
directing and coordinating the work of others so that they want to  work 
toward the same goals. Additionally, leadership skills are needed in 
situations away from work when we want to influence individuals o r groups 
to work toward certain goals.

In understanding what leadership is, you should also understand what 
it is not. It is not a form of manipulation. Rather, jt involves understanding 
your followers’ motives and providing conditions so that their work-related 
needs are met while attaining your work goals.)

W hat Does Leadership T heory  Say?

nfnntjiHfiunm ^WHurroiM

Hfiwfim' cmrofanmfimnsHntiri
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Ideas about leadership have changed significantly over the years. The great 
man theory, the first o f these ideas to surface, was based on a belief that 
certain people are bom to become leaders and will emerge in that role when 
their time comes. Today most people learn to be leaders through study, 
observation, and hard work. M odem theories o f  leadership fall into three 
broad categories -  trait theories, behavioral theories, and situational theories. 
Each of these ideas has evolved with time and research; yet each remains in 
some way linked to its predecessors.

TRAIT TH EO R IES
Wondering whether leaders have certain traits in common, researchers 
studied the physical, personality, and intelligence traits of prominent leaders 
in business, military, medical, and other fields. They looked at height,
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weight, personal appearance, and physique but found no conclusive results. 
They also looked at intelligence and at personality traits such as confidence, 
independence, and perception.

Lists o f  desirable traits were formedfgiving weight to some believed 
to be more important than others. These lists were controversial at best and 
gave little recognition to the effects o f the subordinates or the job  itself on 
the success o f  the leader. The resulting confusion gave way to a belief tat 
perhaps the success of leaders is based on their behavior rather than their 
traits. Several theories about leadership behavior then developed.

BEHAVIORAL THEORIES
Theorists in this category believed that successful leaders can be identified 
by what they do  rather than what traits they have. In  an effort to identify 
certain behavioral patterns or style of leadership, researchers measured 
typical leader behaviors such as amounts of control and authority, degrees o f 
flexibility, concerns for goal or task accomplishment, and concerns for 
subordinates. Several well-known studies developed during this period are 
still used in identifying the styles o f  leaders.

SITUATIONAL OR CONTINGENCY THEORIES
As theorists continued their research of leadership styles, they realized that 
in most cases leaders need to adapt their styles to the situation at hand. Fred 
E.Fiedler developed one o f the more important theories from this era in his 
1967 book, A leadership Effectiveness. Considerable research evidence 
supports Fiedler's belief that three important situational factors influence 
how much power and influence the leader has over the behavior o f 
followers. These factors are the degree of confidence in and loyalty to the 
leader exhibited by the followers, the degree to which the task is routine or 
undefined, and the degree o f  formal or position pow er held by the leader. 
Fiedler suggested that some leader function best in highly directive 
situations, whereas others are better suited to  permissive situations. 
Therefore, organizations should consider .each situation before assigning 
leaders because the same person may be effective in one situation but not in 
another.

Situational leadership suggests that leaders m ust, when a task is new 
for followers, engage in many task-related behaviors to instruct them . Once 
followers begin learning the task, the leader reinforces them with supportive 
relationship behaviors (such as praise and encouragement) w hile still 
offering direction. After followers demonstrate that they are willing and able
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t o  p e r f o r m  t h e  t a s k ,  t h e  le a d e r  s h o u l d  s t o p  d i r e c t in g  b u t  s t i l l  o f f e r  s u p p o r t  
a n d  c o n s id e r a t io n .  F i n a l l y ,  w h e n  f o l l o w e r s  a r e  h i g h  i n  r e a d in e s s  i n  a  
p a r t i c u l a r  t a s k ,  t h e  l e a d e r  r e d u c e s  b o t h  t a s k - r e l a t e d  a n d  r e l a t i o n s h i p  
b e h a v i o r s  in  r e g a r d  to  th a t  ta sk .  I f  f o l l o w e r s  a s s u m e  a d d i t i o n a l  n e w  t a s k s ,  
t h e i r  r e a d i n e s s  m a y  f a l l  b e c a u s e  t h e y  l a c k  a b i l i t y  o r  c o n f i d e n c e ,  a n d  t h e  
l e a d e r  m u s t  o n c e  a g a i n  m o v e  t h r o u g h  t h e  c y c le .  T h i s  a p p r o a c h  a l l o w s  
l e a d e r s  t o  h a n d l e  v a r i o u s  s i tu a t io n s  t h a t  o c c u r  in  t h e  w o r k p l a c e  in  a  f l e x i b l e  
m a n n e r . )

*  6 £ w $ e j s 6 8 j n i £ s 5 s n s n 0 M s s ?

W hat Are Styles o f  Leadership?
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c  v i  L n j  u  m  Li

B ispygfnnsfd  tpSsmmitrinmgHismjRannGpfijtinfii nfimlhtinBntnstjmni 

tm&tfmw Tnnsit3Hismjgstu8famfmm§fnTmnfTifriJramfa8s *1
w  u  U  I  l i u  \ J  U  W

ClRtRRURtilfj
H U M

ymujUunsirdMnRtRtmmMtfflB!3SjJismmiimwi3sti]fci9 iStmRRtnsjaJtiRti
F l  ^  1

RtSiltGRIJ *1 RfntilRClRRHUJGSSHIGtiSfigRnjara^riMJSItUfu'ORmraMHR^Rm
b i  «■ n  i i u  e> J  «=*

HtiifiGtii: Himcinstsl urS rwriui: mmSsicn tiRintSsRcmmssliti sbR'insrm
t i  v  v  i  m e  -m  -va U  i  n  m «u

IfraMHnS'tg i  unSm R tiR iJfifrussisIlti^sR iinm tija 9HiBiinnfiriHiSmufaHR

ufiSItflS (A leadership  style is a particular pattern o f  behavior exhibited by
the leader. Most leaders have a style with which they are most comfortable 
and that they prefer to use. Studies o f  leadership style behavior patterns have 
identified three traditional leadership styles. They are autocratic, democratic, 
and free rein or laissez-faire styles. The autocratic leadership style is also 
described as authoritarian or directive. Leaders comfortable using this style 
usually show a high degree of concern for getting the job done. They are 
task-oriented and tend to provide close supervision, are highly directive, and 
are not all comfortable with delegating their authority to  others.

The dem ocratic leadership style is often described as participative 
and is generally the style preferred by modem management and employees. 
These leaders tend to share authority with their employees, involving them 
in  decision making and organizational planning. Democratic leaders show 
concern for their employees, especially in matters that directly affect them  in 
the workplace.
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The free rein o r  laissez-fair leadership style is sometimes called the 
integrative style. These leaders allow employees more or less to lead 
themselves, offering advice or information when asked. Little effort is made 
by these leaders to either increase productivity or nurture employees. They 
may integrate the activities by handing out tasks and closing out assignments 
with a signature at job 's end, but for the most part they are uninvolved w ith 
directing or controlling tasks or employees. This style can be effective i f  th e  
task is highly routine and clearly defined and the employees are skilled and 
responsible in the performance of their duties.

Although leaders have a preferred style, they should vary their style to  
fit the various situations that arise in the workplace. Certain factors may 
influence a leader’s preferred style, such as general disposition o r 
personality, skill level or confidence, and perception o f others. Failure to  
adjust to different situations can limit a leader's career.)

W hat Are the Skills of a Leader?

i  t j i f i f i c u t iT i t i i ia tu f is im ia m jH n m ia tu tu H ra H iG f f i f tn s g g r a  u h r J stL» C* M -o  H U  Uu u M  rtJ

tnai miffmfnftiHffiGaatnauinmfnmttSmaitfaimGutitiaa m utanna&nj:-T .' u  Li u  u  in m  -o  v  m  u

LmtmtjammsHfiEfiaiiSmaiaMHRfnri *1 tuSatmmnHutnautmtimtutjiHfitiR 

BitifmmmimalRtiHgmnnjriHffi torinHnattGitjiGtRittiifiHiJHCuissliiSrnmn- 

fgjamgmgfijgmngamfitiHafiij aafiainttgngwjsgiaju&iiHfi t  fimcmtjmjreri- 

TgMit^fisimgiagjiuituniatugiHginKitiJHiafnimcimfriJRGtjiRcirinHtn i qgi- 

trwnn: m3ifia:tftHR{FU{pa5sjgG> tcmnHRmGffifmnftGiGreafGtciflstkj aawHR- 

fnnltiRtsjGUintjcufinR aamgjaqifJiiumMairiijra ymgjtimsmitunHmtSHj 

tiJismrmracm utfansunmraattmBnimmmtijciSiafiifTiitjWfiRt} i  tfimMtstJaimu  in -m  n  n  v* n  -o

tasRHiafuijrfwsiaitGaMnumRtafriiBnai ttinjtnamnBfiMRuijfifrHmlitifriJtm 

tftmMfcttinjrmimtcini *1n  1 m
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fisimaimasHiRggnitna tJHRfgjfnHftutmGjitnmtiijastsItciculufutnRn
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^RaiisisRRiiggcutuRjufijHRaJRifmnaRiiMnnsMtstiifijtmHtaa abRiiMRn
l l  x  e *  t i  V U  V  U

113*1
n

mrafririuinm saRinnnsinutsimsinfijnmnHSMnEJcuHisriifiriGsaaRtij
i n  u i  u  Li  U  Li  |  v J  t i

SmmRHRRarniHfiSajsflmnjtsRijBRsimfjHR *i m:{U{nR83tiiHfiatai?nmR 

in c ite  tRRHiGTGtKitiitismcua[URirHfif^isflmnitjiHRBRaimfijHntit5tai,i ttjn 

HffituEUHismgiRtiRiiRiKjsstgltfiHRuRsiHmnnms RniJRiysstftHnStmmBtR
U  d  (U  D| c t  U  11 CU 1X1

1 * J  W

fURmiftmfufigmrratimj jnygiaRmgiumttSRtRfmnniiuiRHmHlEiiumtnts
(The leader's effectiveness may also depend on demonstrating an adequate 
level o f  skills. Fortunately, good leadership skills can be acquired or 
developed. Substantial research has identified three basic skills most 
beneficial to  competent leaders. I f  you aspire to  be a formal leader in an 
organization, you will need to pay particular attention to developing your 
technical, human relations, and conceptual skills. Technical skills are those
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skills required to perform a particular task. For example, a first line 
supervisor may need the knowledge and ability to step into the production 
line or assemble a part or tear down a mechanism to solve a problem or-train- 
employees on the process. Obviously, this skill is more important at levels o f  
leadership closest to the actual work being done.

Conceptual skills are often referred to as administrative skills or "big 
picture" skills. The ability to think abstractly and to analyze problems 
becomes increasingly important as a person rises in the hierarchy to levels o f  
to management. Planning and coordinating the overall activities o f  the 
organization and its personnel requires an ability to view the operation from 
a  total perspective and anticipate as well as solve problems.

Human relations skills cut evenly across all levels of leadership in  
organizations. This ability to deal effectively with people includes effective 
communication, listening, empathy, inspiring and motivating, 
perceptiveness, and fair judgment when dealing with employees. Too often, 
the lack of this skill is the limiting factor in becoming a good leader.

These skills can be acquired or developed through various means as 
you progress along your career path. An important factor in your 
development as a leader will be your acceptance o f the need for lifelong 
learning or continuing education.

Coaching and mentoring by a senior person will also help you develop 
leadership skills. The way you function as a follower can also help or hurt 
your development as a leader. A valuable part o f becoming a leader is being 
an effective follower, a role we all play throughout our lives.)

How Should Y ou Follow?

tsInmwjftfilHtuMn: m jjs s id w H n im is t ip m m tjt i?  mM Hnsngm 

romcirm Lester Bittel all tCUin John Newstrom G)SB>-icuulhmrhufinmmmin:v  h in -o i n  e

mMttSanwgifntsRwiRtnsiti tHHRunm{tnRgamthnnrat3HJBmcinitnahiLm ^ f 

titjR t tiuingnHiBnjitiriHtm{tJtjgcuncuncin:mMgn uttyamHn^nmiunHtu 

tScufimutnnimgHtiujuBnsirafaHfi t siatpHJssRtjihsmtinutuHOiHSSttJttj
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tfirihuftjsfn i

(Lester Bittel and John Newstrom, in their book What Every 
Supervisor Should K now , point out that our personalities can determine 
under what kind of leader we perform best. You can either try to change 
your personality or seek out leaders who best complement your style. The 
suggestions below provide guidance on how you might choose a leader 
compatible with your personality or personal operating style.

C h o o s in g  C o m p a tib le  L e a d e r s

If you are an aggressive, cooperative person, you will probably do your best 
work under a democratic or free rein leader. Your self-assertiveness will 
move you constructively in the right direction.
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I f  you are an aggressive, hostile person, you will probably perform m ore 
effectively under an autocratic leader. Such a leader will help channel your 
feelings toward constructive ends.

I f  you are insecure, you will probably depend on your leaders for guidance. 
Such leaders should ideally be autocratic.

I f  you are an individualist who prefers to work alone and i f  you know your 
job well, you will probably perform most effectively under free rein  
leadership.

Robert N. Waterman, Jr, author o f  adhocracy -  The Power to Change, 
suggests that followers can have a great influence on how  successful a 
project is. Certainly, ;such success will reflect well on all members o f th e  
project, enhancing your image and potential as a leader. Additionally, 
working on a successful project is an excellent opportunity to observe 
effective leadership and build your skills for future use.

Learning these effective methods of good "followership" w ill 
certainly improve opportunities you may have for demonstrating your 
capabilities as a leader. Experience is the best teacher and provides excellent 
hands-on exposure to how projects operate.

Leadership Learning
1. Try to understand any problems from top management's point of view. I f  

you need more information to do so, ask for it.
2. Approach the project as an opportunity to learn and grow. After all, you 

w ill have a chance to hear various points o f view, see different parts o f  
the organization, interact with different people, and observe new skills.

3. Be committed to the project and show that commitment to your fellow 
team members.

4. I f  you believe that the project is doomed to failure, do not sit silently. 
Discuss this belief w ith your supervisor.)

W hat Else Marks a Leader?
ttjilnfisimgibgptijtSnitanjtnaficinJimnattHR taltnantritjinnmiHajGsa

isjmfinju^mtiiuMffncitaj'ntitjiHfiBriaii t ntrimtitssimna: mtmnnitjsirii
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mHtjmnSnSILURmtjirULUMSmnHtn ( Aside from the skills described in the
precedingparagraphs, certain other elements have proven critical to effective 
leadership. These elements include the satisfactory performance of the jo b  
functions, common behavioral characteristics, and certain attitudes and 
behaviors.

FUNCTIONAL A BILITIES
Early in the research on basic functions o f  managing and leading, Luther 
Gulick coined an acronym that has held through time as a quick reference. 
The letters in PODSCORB each represents a function basic to business 
leadership. They are planning, organizing, directing, staffing, coordinating, 
reporting, and budgeting. These elements are still needed despite the fact 
that they were first identified in the 1930s. Leaders and managers must be 
able to perform these key required tasks before they can motivate others and 
effectively operate in a business environment.

CHARACTERISTICS
A characteristic is a distinguishing feature or attribute that sets you 

apart from the norm. Successful leaders have consistently been , labeled with 
the five characteristics shown on the next page.

Former CBS executive Barbara Corday says that empathy helps give 
leaders power. That power comes from the company’s success and the 
leader’s staff working well. Bennis points out that followers’ trust by being 
steadfast in their goals, by "walking their talk’’ (living what they espouse), 
by being reliable and supportive, and by honoring their commitments and 
promises.

Leaders often find delegating the single most difficult thing to do. A  
mistake often made w hen delegating is giving the responsibility without the 
authority to get the job  done. The steps to successful delegation are top 
select the person bet qualified to perform the task, give good instructions and 
ask for feedback to assure understanding o f  the task directions. Then .leave 
the person alone to complete the assignment. If  you are the leader, follow up 
to assure completion but do not interfere with that individual's methods o f  
getting the job done.

L e a d e rsh ip  C haracteristics
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Communicator
Leaders are able to express themselves well. Certainly this feature includes 
good oral and written communication skills but goes far beyond that. It 
means that they know who they are, what their strengths and weaknesses 
are, and how to use them to their full advantage. They also know what they 
want, why they want it, and how to get it. They set goals and achieve those 
goals by communicating to others what they want to gain support and 
cooperation.

Decision Maker
Leaders are comfortable making decisions. They are able to  gather facts, 
organize information, and apply good judgm ent in their choice of action. 
The willingness to make a choice after considering all possible alternatives 
is essential. Depending upon the complexity o f  the decision to be made, 
decision-making models may be used. Most decisions are made 
independently, with the decision-makers held  fully responsible. They take 
risk that the decision is a good one.

Risk Taker
Effective leaders very often operate on instinct, go with their "gut feel", and 
are willing to try everything that may bring desired results. The willingness 
to take risks seems to set them apart from the  crowd. Risk takers do not fear 
failure. They view it as a "temporary setback" or perhaps a  "mid-course 
correction" and feel that failure today does not rule out success tomorrow. 
Risk takers tend to be achievement-oriented, goal-directed, and self- 
confident. They are the great experimenters o f  life. The willingness to try 
new ideas often reaps great rewards for the individual and the company. 
Many experts have identified this characteristic as tantamount to being a 
successful leader.

Motivator
Leaders m ust be able to influence others to produce good results. In the 
climate o f  the 21st century, motivation of employees will lean away from the 
autocratic methods o f the past toward the new style o f  inspiring and 
empowering employees. A  good leader recognizes that people are a key 
resource to the success o f  organization, project, or vision.
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Delegator
An effective leader delegates tasks to others to develop their skills and build 
a stronger team. Delegation means assigning tasks to subordinates and 
following up to ensure that they are completed properly and on time.

Attitudes and Behaviors
Attitudes and behaviors play an important role in the workplace. 

Followers are affected by the example you set and will react to your 
enthusiasm and dedication. A showing of empathy for them is important and 
will gain you their respect. Each of these attitudes has a direct bearing on 
your success as a leader.

Attitudes reflect predisposition, metal states, emotion, expectations, 
and moods. Keeping attitudes positively focused will assure better 
leadership and strong followership. Displaying a sense o f humor is also a 
method o f  maximizing good human relations. Being courteous toward others 
and demonstrating civility can create a positive workplace setting. Your 
enthusiasm and show o f positiveness go a long way toward inspiring and 
motivating people. This is an important part o f being an effective leader)

What Is the Future o f Leadership?
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fnitiinjnmtnstlinst3wnm3fi5 (Leadership can be categorized in 2 ways -
transactional and transformational. Transactional leadership requires that 
leaders determine what followers need to achieve their own and 
organizational goals, classify those needs, and help followers gain 
confidence that they can reach their objectives. Transform ational 
leadership, on the other hand, motivates followers to do more than they 
originally expected to do by raising the perceived value o f  the task, by 
getting them to transcend self-interest for the sake of the group goal, and by 
raising their need level to self-actualization.
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Richard Boyd, another leadership theorist, suggests „ that today's 
business environment requires a variation o f  transformational leadership. He 
feels that leadership skills should include the following:

1. Anticipatory skills -  the ability_to_ibresee a constantly changing 
environment.

2. Visioning skills — the ability to induce people to take action that 
agrees with the leader's purposes or those of the organization.

3. Value-congruence skills -  the ability to understand followers' 
economic, safety, psychological, spiritual, aesthetic, and physical 
needs in order to motivate them on the basis o f shared motives, 
values, and goals.

4. Empowerment skills -  the ability to share power.
5. Self-understanding -  the ability to understand one's own needs and 

goals as well as those of followers.

The majority o f new models still deal heavily with human relation 
skills. As technology advances, we will necessarily grow and improve those 
skills to remain a viable part of our environments -  at work and at home. 
Warren Bennis suggests that we are our own raw leadership materials. We 
must "invent" ourselves by discovering our own native energies and desires 
and then find our own way to act on them. Bennis suggests that the next 
generation o f leaders will be more intellectually aware, will be comfortable 
with an excited by ideas and information, and will anticipate and accept 
change, seeing it as an opportunity. These new leaders will share the 
following nine characteristics.

N ew  Le ad e r C haracteristics
1. They will have a broad education, maintained through lifelong 

learning.
2. They will have boundless enthusiasm. .............. ..
3. They will believe in people and teamwork.
4. They will be willing to take risks.
5. They will be devoted to long-term growth rather than short-term 

profit.
6. They will be committed to excellence.
7. They will be ready for change.
8. They will demonstrate virtue in their integrity, ethics, and respect 

for self and others.
9. They will be wise, giving followers a chance to look good.
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The effective leader o f  the future will optimistically embrace change 
and will continue to do the most important task o f helping others to perform 
to the highest o f standards)

* (Summary)
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rnwgRin i HRBRsitSnjuistfjiRSmstiu^nisffaHRRinHstmtftmwittfmronnji:* - * « = ?  •=* m -nj v  i ci e

sam Rujm tm  ^HgiaRltmtJdtSnitJiGnjiGMSiaGtmsRiiBRaiitSnjRisLUMgfnn i 

HRuRsisitncuHaiRRsts msRint{U{U£utg1mHfmsRmifi [RHgimgRinnjRgRGR 

HRRi{graHmtmm|GRiGumrasftjciiLmtintjSgitu8S}UMcmiR luHjftRtintjsm
V  u

raw[Rtn Hnfimnisitiftjfifni BnmigmTShysmtuttiHRSnmsifimspttmmnisf

GJRnjR[lP:mSltutUHSnTintH1tIJtriSrnn{U{UtU ( Leaders, people who influence 
the behavior o f others, may be found at all levels of the organizational
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hierarchy and in personal life. A person can be a leader and not be a manager 
and voce-versa. Leadership has long been a subject o f concern with 
considerable research to define and identify those traits or behaviors in
individuals that single them out to be leader.. __

Several distinctive styles o f leadership have also been identified. They 
are autocratic, democratic, and free reins. Most leaders have a preferred style 
but change their approach to fit the needs o f  the situation. A n effective 
leader in an organization must be able to apply technical, conceptual, and 
human relations skills. These skills can be acquired or developed through 
exposure and observation, trial-and error experience, on-the-job training, 
formal education and continuing education, coaching and mentoring, and 
effective following. Successful leaders will also display certain functional 
abilities, characteristics, and attitudes and behaviors known to be critical to 
effective leadership. Future leaders will be transformational, motivating their 
followers to transcend self-interest for the sake o f  the group goal by raising 
their need levels to self-actualization. Leadership experts predict that the 
next generation of leaders will possess characteristics that allow this

transformation to happen) *1

x

X X
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Appreciating Power: Positioning and Politics

gSwggnggIg? What Is Power■ .........— ■ ----------■ ^  - - -  — ... ■- . , . ■—
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TRUTRftUntHSTRUTRtt St3tultUTUtjltjSHlf19tSiRi3B^fitiinJ3SJUfiJrifitti
U  U  \ X  I  U  U  U  C* d  (91 R| u1 w
(Power is our ability to influence others to do w hat we want them 
to do. It involves changing the attitudes or behaviors o f individuals 
or groups. Power is exercised by non-management as well as
management employees and by people in their personal lives.) 1 
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LflSgmnfimnigmnsst3jfibHSfi3}st3BSfiymMgfl (Power gives us
the means to accomplish tasks and can help us reach our goals. 
Many experts point out that people cannot succeed in organizations 
today without acquiring some power and learning how to use it. 
Also, an understanding of power can help you recognize when
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those around you are attempting to" influence you through the 
exercise o f  power. The appropriate use o f pow er can be a strong
factor in how_effective your human relations skills are) *1 

figncu sbiHtiniQinstuntuirgfdmthmtlimtgjn i

uRnE3nitt5atStt3cufijfTUHitiiHn§t9t5iMm
V *  U  1 - 0  c «

Hnqjmtin tjffjunutinjfijnmR *t tjaMjHiR^tfiftRtnaHamcriLtinfi

gisiHstfiiutacucimtimHmscugfnntjsEignnncuHnais (A fine
distinction exists between influence and power. Influence is the 
application o f  power through actions we take or examples we set 
that cause others to change their attitudes o r behaviors. People 
must possess power from some source before they can influence

the behavior o f  others) *1
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tmratJRcijtii ttpaH3GruBRMRjitfiiamm ahHafRHiurtGtjilfttria (Too
often the word “power” brings to mind negative images. Terms 
such as manipulation, control, domination, corruptipn, and 
coercion are frequently associated with power. Because o f  the 
tarnished image of power, many individuals tend to shy away from

learning about and practicing positive power) 'I 
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Siihjltji: lUfdHfi (Power can be a healthy, desirable attribute when
channeled appropriately. It is most effective when its use is not 
obvious. Positive uses o f  power include influence, leadership, 
control, authority, and direction. These strong behaviors are
necessary in both your personal and professional life) 1

- fmgsturnsHtunti
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• • i
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Cl{i3i3HtUulSH[linQJUfi5Hfi (Acquiring some power and learning how
to use it, then, is essential to your achievement of personal and 
organizational: goals. An understanding o f  the sources o f  power 
available to you and techniques for drawing upon them will assist

you in strengthening your power base) *1

What Are the Sources of Power?
- TunnucutnsTRnsHiuntiHisGSS g : mis mmSmjS tmu firnmu  v r  u  v ^  e  e  w m

r~v 0

SbfTIJRUtytt|}i39 *1 (There are five basic power sources : reward, 

coercive, legitimate, expert, and referent.) *1

Reward Power
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nfimsttjfuaismH mnrnmmMtmmsOTttimi&if&cufijtttitng tint?!RJ c* M

mcinhtdcutfigptft i  ts1^§ H tunQ t9i^sm t5H is[g6^^t^H tnnitiJ

tflnjHstnaimttBn gamumtil mncnitBlnjitntntgl^tLfritcicumtj

Ufmgfiymfnnms (Reward power is the ability to give something
o f  material or personal value to others. The rewards may be in the 
form o f promotions, or reserved parking places. It may also take 
the form of valued information, praise for a job well done, or a 
desired position title. At home reward power may come in the form 
o f  an unexpected gift, an allowance, a night to eat out, or a trip to

the movies) *1

tti tflinmimtji fitGtmmHmdratwhmJtrisnnfifafnirtMnRwmsIgih
i  «=* ** ■ «*  n  «!«

Twh fTmHmHtmuMHmmmuna i  fusrfntfiHntclnjtfiJhimtnsthfiQRU  i U  n  n  «  *» i  L» «=* o

thnfnmtgfnHmtJciJtRtiiiitns wugntMtiimtiiatmsjntiMtffHiJiati 

ggfui^angm fntiJtns i  nniihtstuhnHciniGiuthgtssnhttimglttugtfi

tsi^ist6 tugm inantti9H ifi9 tns i  HtunQtc3njtRmGniri{unnntijmss

itnRt3njttum5mnt3cutgnng?ijfnnuhtGnggni (Reward power is
considered the most important source because it places the reward 
seeker almost totally at the mercy o f  the reward giver. Only by 
submitting to the desired behavior can the seeker hope to obtain the 
reward from the giver. The strength o f  this power source varies 
with the amount o f  rewards controlled by the giver. This power 
source can be held by a full range o f  individuals, from the 
corporate chief executive to the unit secretary who controls the

distribution of supplies) *1
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Coercive Pow er

- H[unstumtRfitt3nicimm|Ru6trisuinfirifnnntiJ8it3 atigtWHB *1 

miunuifittis: mrotanmtBm mifummM mitnfifniJimtaiGfnjvTuv o  \> m  n  *

tutUHSisimsg samiGHntjiwitnitui: RtftgmtmarnaHturiGitfcinjiaBR 

nfnraStiu§ 1  HnmG(tnRgtasmG?RRtGn]nthREn8i wtnmi atiHRtal 

iffttHuinu i  ts la th  HturiGtEjroiRGrenicirnjuSRuSHisiunatjimiu  n  &  >9 e  e  11

firassRu miSmsiM mJuajfifjfnnHstsntmGrmrrriiSnfutJ URRimiRn  a  • -o  Lj  m

• Ck Ck
UaW9 (Coercive power is based on fear and punishment.
Demotions, dismissals, reprimands, assignment of unpleasant 
tasks, and public embarrassment are examples o f  coercive power. 
This form o f power can be directed toward superiors, coworkers, 
or subordinates. At home, coercive power comes in the form o f
spanking, scolding, grounding, or loss of privileges) T

- HiunGiticiJtnritGninfTimnHmtnaHiGttuianmiJitiifncitjilgtnstns isl

RiJRiiu:tSM:tajTirras'iaiunHtiJ tEHnmmHRSisBbtfmRRntimnBR«=* A V W «=* c* | n

sfitfirn tsitncuianjRiRjiimMamnBRuiRHiafrinBsiJ fnciStitm wimI «=* W l*  I

GacuutncriHficugStutamnssinScmaltRuaims ffiHtnamfigmcitiiw ui •vj e> n  U e>

(Coercive power can be used in a positive manner, such as in
an emergency, to let others know that you mean business. When an 
employee’s performance is slipping, being firm and pointing out 
the consequences of continued non-performance can have a

positive effect) *1

- i&nsthtthmun t^stsIfnniutpfdHtiJTiGjutfistsgRHSHitisgcutuFitnsts 

tslnbm m m fam ttn j

tlfnigimamiMUMn m ihroptm jm unm gti gmJHSfpmttmoiu-iH

ntpsHmrit;tUtngiS§Rt^mJ^fRJ9fiBRHldH13 (However, open use o f
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coercive power is generally considered unacceptable in the work 
environment, and the user may risk retaliation, sabotage, or 
malicious obedience because coercive power is a negative

motivator) *1

Legitimate Power

- HwnmiJcmnmgjhnGjiutnsLUfinnitis: RsistslRhtiim tm tim fitJhiun 

ts in h n h m n  i  ptnstnHhigHisHtimGtssGt^hHS|]jtrisujBihus 

Tw m HRtpuyiaHRm uiRgisHisH turiG tsstLGstjiattJtnsjgntiiHs u h r  

mGRtgratslRtghRt^a i  pfintsHnjriGtasriatdRgihiMhtgltcSitim- 

STRHtslRhHtiRici shMganmGmfauRtuRSHmctslRhitistttlcutrigl u  c« «n o  i n  u «*

HtlfTltiSIttHfihsis (Legitimate power is derived from formal rank or
position within an organizational hierarchy. A  company president 
holds greater legitimate power than a regional vice president, and a 
general department manager will hold more legitimate power than 
a first-line supervisor or a technician on the assembly line. This 
power source is dependent on the formal, established chain of 
command within the organizational and the perceived authority o f

the individual in that position of power) *1

- m stm stfttihticun tdimfiiinfiHfitnseimsGfrit3tmalRhHi3fnmm§ h s
i n  «=* v  *} o

m atnaam tii HRmGina&lHnmGtfthHawjttlwialtLRiHgagitiHMtais 

tg  t  ggiumuiSGfri R hw aM sm G ifM tihH m tH im tutnajR m nsujJim

CUBREdRiajsatJgiCltUGCURbfriRIIlRHina (However, just because you
are ranked higher in an organization does not mean that you hold 
total power over those under you. Example is the security guard 
who has the legitimate power to request the president o f  the
company to  present identification to enter a secured facility) *1
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g g g jg lg g e g jg s g ^ g g g jg jg jg j
E x p e rt Power

- HtmtjtStutnntmanfnnfisim TRmglmsItnmdmufiWHinssriatjmni 

a n ts f j  mwiiuti stamcitjjifatmMtwHHOj *1 {tificiH[unts[utfigtasts1 

tnsmfnSitufmifimsHRnittinfistfitsItcitutun tticumwisBataistna 

mHHTmiHmSmtMbinfiifiUinms i  {ufintaHnmatptfigtasHacMtjri 

tcutjsmniitt diartmstgt HwnmssmntnatnuffiticijfJtnannmmifi 

atuHRtjMtjtunqjgj sagim n ggitmofi ialtnromtfitalnbHimuhnxii 

miHaratfiR uRffingiaHfjaatfjaiRHRKriHmitiitjiatutnamHtjiaU l i  I n  « * • * = »  ■ » Li Li I 1

ttirom am nflst& m & nsm m st^tim Sa (Expert power
develops when an individual possesses specialized skills, 
knowledge, or expertise. This power source is limited in that it is 
only useful when the knowledge is o f  value to the seeker. It can be 
held by individuals ranging from the chief executive officer to the 
computer technician to the janitor. For instance, when the building 
heat is malfunctioning, employees will turn to the janitor rather 
than the company president, who may have no knowledge of
machinery or equipment) *1

- Rmmn?itnat3ltTprimsmGmit4btdyw  “O u  Rl C/

qgunmfi ttofri HR(RftminHfiBfi8iamTitS[u«i8HtmisSa^tjifti88ia 

i l^ a m m a n  tsItnraitfmHfifRftfrstfinffitftHmumatimaSa&nlijmi

URtTIfijatijtUHauttinjmi (Expert power can also be found off the
job. You may, for example, defer to a neighbor with extensive 
mechanical experience when dealing with an automobile that will

not start or a dishwasher that does not work) *1
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Kswnssasrje
Referent power

tmm y{fJcmrttssmmnRtctjfifnngififfinifiGHtjin ynjntimnttmtjicij 

BsuJcutnsmnmtums i  ngjinsraj') HRtfcmstunOT saynBRsi
V

fmwmttinraisfigcicu yntymsuiHi]isG9mt5Hisfisnnjts1tiSffjtinuti 

mwHmt3fUQ6TURRimtii36iHmattti4i?iSmjuwHSfijnc3nj8gttnjn tu
c% u  t l L i  11 l  u  oj

ISlstfltClRR Bill Clinton GlSinj1HafnGyiItIGJlUIU£OSClTlfifil{ytnS1GUR

mtjira RnRnmstnRudHtimGitinamfjmfissmmsftriGiiiinttjaturitii

ttlCUtSnJtnamuaftslRtitftJriltriStnSdst^atms (Referent power is
power based on respect or admiration for the individual. This 
respect or admiration may result from personal charisma and 
“likable” personal traits. Sports heroes, political leaders, and 
dynamic religious or business leaders can influence the behavior o f 
others who have a desire to emulate their heroes’ perceived 
success. Bill Clinton may have retained his legitimate power as 
President but may have lost his referent power with some of the
public after the White House scandals erupted) *1

Can you combine sources o f power?
- *i yufingihtastfimgjtitfi 

tuntUi:(tJH£Ul3 (The power sources are highly linked. They tend to 

occur in combinations) 1

- pnstam tinutj^RitM hm ninyRfayiRD  instuntui:8fagits1mHRria 

fnnaytiJ9 ttTimnh^nmmRmwygwyiR^tsIttBLUfimaHturitsmMHR 

m annrnc ‘i ggitmtin ygcuHraGaattlnjHiaHtirnmafnnfimnisM^i
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t5Hfn!ni3igftjisgsfumnmin{fijnrim ^mnmgtjnmnmRHiaHcunts 

ttinttsra gtsmtsst4Utdj H9fiyit3tu^sHnjTiQ^utijiU8wmGHisH[uriG

tSfrTlS Si3H[UTltsuSfiu6t9ltnJHfi§t9 (The type o f behavior response
from individuals will vary in different situations depending upon 
what the receiver perceives the power source power o f the sender 
to be. For example, individuals with a high degree o f expert power 
are usually admired and respected and, therefore, have a high 
degree o f referent power. Similarly, individuals with degree of 
legitimate power may wield strong reward and coercive power
over others) *1

HisrniipHfû unnHtifntitJitfpstafijfnHtGtng t mi(UHEU{unciH[unB 
tScutrtafigntuGititRSjtmmsfncifimng qjiti aiHtita i ttotScmSm

HnaamatRHiaHammwmtin-
mwmWtf 8i3tjJfitalCUSB (Many combinations of power can be

VJ •

developed. A particularly powerful combination to acquire is 
expert, legitimate, and reward power sources. Obviously, the more 
power sources you acquire, the stronger your influence will be in

the work environment and on a personal level) *1

tasm m am nrapM TunntaHtim iiraM tm tiiftralBinritn mHfficifcttfriC* u  U  U  V I C l M u  C t  H

*1 nm rnnrtfl| O  . O U «  Ifl)

tnafit^ ti^ tjin iji [tjnntaHiunBmfattrttiitnfag i  UjHjun/jsRaRjyfii 

gnStstfnaiBfidi HRRRtfiHawjHiaHrunstiRpnEinja HRtRfiRtfp 

(tjiMtufintaHmriBraMHRtfritiJtnaiRHiRfuSEi i  (tiftsfirawicutti y inn

taHamtiHKJtimtSmHRma twtuyiinjjMftittHiffifflaBfRm{5pM

tpnmBHtimtjsninms i fnn(S(̂ M{UfimaHturit3{titugianata ymyj
t

ynMyiRfitaHiunB i^ffiHaiptniuiam gtHitijanBjitnaim nHwiijm M  

hr ttamnjaiatglSRtRRLUfimaHimmSfUHRRRbtnatiattii i  iRituw
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ttlitI5Hnf|ISl3sin]mfiiHRtSifnHtm§ (Our ability to use power
sources individually or in combination relies heavily on the 
perception of those involved. They must believe that our power 
source is genuine. In order to develop the perception in others that 
you are truly powerful, you must use your power sources wisely 
and appropriately. Recognize what sources you do not have and 
avoid their use. Using undeveloped sources or abusing your power 
sources weakens your credibility and strips you of what power you 
don have. Understand the risks and benefits o f  using each o f your

power sources and develop your skills accordingly) *1

What is your power personality?
- nnfimnirgwrfiuTiurjHtiJGSstriafit^tti mmuTtnwHtimmuftiHswtc* *vj u  n  v  tJ U Li Li | O

tnn^msrafinfGmnHnutmtinfrifiiss RingiRgirTinGHfriR attrana
c* U  \ l  ( J  A M  M  ^  VV

njntuirramBtiicuss^njibRfnsim *1 cuRtimwmBgibiasHigmnsfdfTi8  ai  n  e  w  n  1 c»

riHSfiiitnmslHSfiiftnn tanirntfriraHisuRfuncuntuiusHtunBijSsuI v J  c t  i U d  i n  e  v

H8i99ut5tji : HnramffjnHtimG HRggnjtnRHCinre aaHRtTMRuna] j d  «=* tl ct U  bi

HtliTltj (Some behavioral theorists believe that a person’s use of
power is based more on personal characteristics, charisma, and 
acquired personality traits than on other factors. These traits vary 
in intensity in different people, resulting in three basic power 
personalities: the power-shy, the power-positive, and the power-

compulsive) *1

c* -o  «=* 1 V

*i nmfismfimGnimtiHraiuiwnmjgsEUs&j 

jr! aafnfitjiHnHfim ttfiajHigmiHnaHatMnjintjiHmaarnngrniMnG 

GRaiai aamitisfilntu ytRfiptgltfiffjtmutirawHri&tg i  HRtRmiw
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nHommifjiptuRURmuSfUHiR ttliffitfigiglRnmmgmitfiJtSwmi

tmragmmftRHintita stiiitJttnftjfis-ini lacugfnngicusstjistmticu
V

(Power-shy individuals tend to avoid being placed in positions that 
require overt use o f  power. They quickly sidestep or totally shun 
responsibility and leadership, feeling extremely uncomfortable 
w ith decision making and influencing or controlling the behavior 
o f  others. Power-shy individuals make excellent followers and will 
usually excel in positions that require them to operate

independently and rely on individual skills and abilities) *1 

DQttuiRysfajgstuthnHtimmthtnm£yi§tpS iRntushggtbtURfruggm 

s w ig ! ttSrasRsntSnmnLuitnMHtifriQ pfdnjtfismri3jmgmsfi 

ttfitufmjHCifmssfd usfdigimsstnniQRs^mnRiimhhriafnn sblfcmn  i  vJ -o  n  u  u

h s  tuitinnsHSfncitiSrfjanufiitifiJHRuts i finiftRtjiHSfunarommmI 1 «=* U 1 . 0  I t  M

gfiys:siiRSfinfi{tnfit3 iuiffit^gTglRt^HRtijasgiasbuititiiLutiisaa 

tftnstjini HntacuggfutunHturra HiBtjit3Stns§tnsmms1iciciJtticunn
L i  c* c* . u  .  *U 1)

SRTRftTlStnR{fii3SH1tIimaH8m[Ult3uRm tanjRlfsmtUtnSREUIMHtRtjlR

ClTlfiHtll (On the other hand, power-positive people genuinely enjoy
accepting responsibility and thrive on the use o f power. Highly 
power-motivated, these individuals enjoy controlling situations and 
directing and influencing the behavior o f other. They express 
strong views and opinions and are usually risk takers and 
adventurers. Power-positive individuals can be valuable resources

when placed in leadership roles requiring the described qualities) *1

inmSRfrrarasuusHamstuiunmfiBisimsis i  EswjgiyisstfitifmMvS-o n  U U | vJ

iRm Ssm figRLfn stifignwrafannjmgltdjpiftgfjitarm  ttntiisns

tBtydcuLmtint3s

ficussisIntuRTisfnfigibHEj i  mn^twwHcim m um asntftm njijti*J - ** w
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ufrim ttntijmtH'iffiS'itijfn itJimfmihHatnatituHticuHtifnci mrecuss
B J - V ,  11 CU VI  F I  M  | O  Ol

fttif SlstS (Power -compulsive individuals have a lust for power and
are seldom satisfied with the amount o f  power they have. These 
individuals constantly seek increased levels of control and 
influence over others and have a strong need to display power 
plays for personal gain in all situations. This use o f power is 
destructive and intimidating, seldom benefiting the organization or

the individual) *1

shHnsscutunHtunGRtRffm^itfi 

EimalRtimtinmwmfiJinfcitymSmHiratnsfiwjmmsIntifrninf i  trait 

ggrotnsHwnmg1fnH9tnmfjficiujficimsi stiStw nm m aH tim sIfiti

gRtSfiltiHlS UHlgHiaraMStua (The power-shy and power-positive
personalities are both needed in the work environment to create 
balance. We acquire power in varying amounts, from different 
sources, and at different times in life. How we choose to use it
reflects our positive or negative motives.) *1

"“How do you develop power?
- mjnhrihHnjnBRttStnhjmjSfmnimtiJ tuiramaittriBHnmBfimitewtfifi■ *s>l U

t|[i3ttfiramattjBfnj 8amiHafRatfntijtng(RH(Rftai5tdi *1 uafiijssmB

tnmtiHHiBHnmmsInfcfniimtwfcjflHtunmuMaauftffiHalfosa tstiuinn  c* o' cu cu
I  X I u

hHafajsstgjmijucfitJhacuriatgltngiRnrlnituitnBaga ahtthtutnattia 

miBjiMcuiM *1 mjRfma aamnRjiHnjgiaHturiBtinm^jtaHiHtiiRi} 

tHimmafniaiwHtiBjiMcmMHfifnittnsgfniaHnmB BttintntmsHiurm 

SttSHftttnSHfUTlti (Building power is a complex and seldom comes
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without planning and careful execution. Some individuals may 
operate form a totally sub-conscious level in their quest for power, 
whereas others consciously and methodically plan their steps to the 
top. building and maintaining a strong power base usually requires 
a thorough understanding of power positioning,, power politics, and

power symbols) *1

Power Positioning

- tE3ra{Rfmsmfcjmgjt3{umj 

ttiimmimnBfisntfimSmtffumGtfnffissQtiggmtjismmnmls amim
n  i  w  u  c r  p j  vw

pttm tisiam B m tn i  fniggwtjiaitjifiSmtiafnra^ftjistHREitti fitna

tgjatJJiuifnnHfijtannfjtuna aafnitsnji^ftiialfiafnaialoatjsm njia
I

^H^fHtutaitticucunHCLitStuEanMH *i tgis^itmaam ,HRRHiGi(tJ{tnM 

iGfjiTMtafrtntnsgmaKturiGHraGBaiBnjHSRattjRliunfifjnjria urhrL n  U U H ^  M C*

^  l) A
dtOtutUHlSfigntU (Power positioning is the conscientious use of
techniques designed to  position yourself for maximum personal 
growth or gain. Achieving success is sometime attributed to luck or 
being at the right place at the right time. However, you can apply 
specific techniques o f  power positioning that do not rely on luck or
influential others) *1

- iG ^iM gG uaim tsigagm um u mtR||rftjistBRHRt(ppfihalRS&njii

teyajRHturiGmMHfi taimlGfiiiifwgiatasaatGtfriRi^RiMtaitjiRSta

mMHRRiaiRCuruiSnma i RmtjisgmaHtimQtucutnsraSgRinmf
C* M U  W  Li  o» v

UnratriSlsGarmtlmni saRimafR8u(tia[ptijfiHtH (The techniques
shown on the next page, should be cultivated in your quest for 
power, as they will greatly enhance your chances o f success. 
Effective power positioning requires skillful planning and careful
implementation) *1 —
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Power Politics
- ttjifiSmustHstjifnmtjuajtsis^g 

ttStiHnf^lSmWtattjinStUtna (Success is not as accident, and power 

politics allows us to develop opportunities for success) *1

- mHanrtfrirMntiGRtBtyRt^aitia: a^tiaj^a^HWMgtmtiRttuRtm 

WHjfj fncitiiRGH mnfdmtnRticu ynmtsnmongtmstg i Httyitnm 

mjmisaScutRHmmtirnstticuHfitnaTUijitaa^fnJHaffiaHaTRHTRf Spri
n i  h  u  i  n n  c*  L j  i  n  O  U u  U u

ysyjwnsihammfltii *i tastnaatutfi fiRtjifmHfifuarmragStitgRsiR 

aiantntxj mnfrmtiJtnsGjiwHnGra  ̂ ttntmtuitnw

(Not all decisions
for promotion and rewards are made on the bases of merit, fair 
play, rationality, or even ethics. The only defense you may have 
against unfair practices is becoming politically astute. This means 
developing an awareness of power politics, understanding how it 
works, and applying those techniques with which you are most
comfortable) *1

Techniques to Strengthen Your Personal Power
G> fntissfriHfitScuffimfn

M «*V

nndltjlQUh (Be goal- 
oriented)

IgiBtitjiLUfintsHimGHmnjnitifUHfitns tuitnaalgwuMiticu

Hntgftiu^Mt3t§n{SatufiniaH(unGgiat3ii (Know -what 
power sources you' have and how you plan to strengthen 
them) *1

to qptmmSfmyjtitiJ

tJJtslB (Learn to take 
risks)

ffifummtrmfiwaBattalnamnBfijfiHf'nci aattsfmwuBtiftUb in -o  < *  a  c« «” n

(Show that you are willing to take action and make 
decisions) 1
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m tw t i in m G j i tn tm S H j

tG tH im tm S f u t iS m

( L o o k  f o r  w a y s  to  
b e c o m e  v i s ib l e )

w tF G g m lm n a lR f tm n f c m a i  a h M n y f n n H t i iG a a t t l jm g jm d n j

U ^ n m f m n r i b  8 f tM H R fn m U M g f1  ( V o l u n t e e r  fo r  sp e c ia l  

p r o j e c t s  a n d  o th e r  a c t i v i t i e s  t h a t  e x p o s e  y o u r  s tre n g th s  a n d  

c a p a b i l i t i e s )  *1

G lU tD flH sS ttU ia ta n j1

G is S g H tu n G  a t im n n se»

3 ft ( A c q u i r e  p o s i t io n s

o f  a u t h o r i t y  a n d  
k n o w le d g e )

fn i |R U [ f ib G a tn g 3 a n H tr is a a n fS t3 H [ ijn t5  (C o n tro l l in g  

r e s o u r c e s  a n d  in f o r m a t io n  s t r e n g th e n s  p o w e r )  *1

h H h fg ja f im n iL n u M tu

g i n g h t d c u m m a w H f i -XJ **

mflGTOIS (D e v e lo p

c o m m u n ic a t io n  sk ills , 
in c lu d in g  t h e  a b ility  
to  n e g o t i a t e )

t a s G ^ f i m n im ib M s ia t a in t i f n iw n m B m u m g u c T i f u  a f t t is f ig -*V> \J W »  U Of
1  I V

ClEUtCUHRutg (T h e s e  s k i l l s  a r e  c r u c ia l  i n  le a rn in g  t o  

p e r s u a d e  a n d  in f lu e n c e  o th e r s )  *1

e) n j s t g m j M n t s S f i

(L e a rn  t o  m a k e  
d e c is io n s )

B n H n u c rn 8 im ti3 f iiH n G d [p c iiJH H 3 1  m f y j tm H H S t d im y n a te  

tS n j t m s  n f lm g g w m a fn c i{ G H tR i jn G tjg f l jg d c u H ii j in m m s s a

t i f t ln j ia l t t iH a i f i f i  ( T h i n k  th r o u g h  is s u e s  o n  w h i c h  y o u  w is h  

t o  t a k e  a  s ta n d . T a k i n g  a  s t a n d  ju s t  f o r  t h e  s a k e  o f  w in n in g  

a n d  b e in g  r ig h t  c a n  b a c k f i r e  in  th e  lo n g  r u n )  *1

r i H h f g j a m n y g i t i f j

(D e v e lo p
commitment)

u tn m ? n H itn : f n jm t j iG f i  8 f tn r o i f t$ 3 s :m w H n tj i  H R R tjiH aw i
u i  - o  n  *  «  |  U

t t i t m m y n m m w S m w s a  *i u h a u m tn B h f l i  t r m n m a l s i f t f t f t s s
u  r u  m  * o  1 «• w

V  1 w

JU W H fiR G vitnafnnC U fim glS  (S h o w  th r o u g h  y o u r

d e te r m in a t io n  a n d  w i l l  p o w e r  th a t  y o u  a r e  c o m m itte d  t o  
y o u  c a u s e .  D is p la y  t h a t  in n e r  d r iv e  t h a t  s h o w s  y o u  a r e

d e d i c a te d  to  e x c e l le n c e )  *1

d U tlflim  ( N e tw o r k ) ____ n ja tn m i f r i n s t i t j iH t i J s t j y R E u ts I f i a  s m m I f iT r a B i tn a j jn f a r a
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HiotnanjgfnnfitnHmmtnMtJtstmtutSlraMHmns i  URtugiti
d  t l  *=» • «* I  F I

tmsjfiGtjimtns Hmslnfnmjinu sbMtnRilh rntmtutiSmlG
u  d  u  n  *\)

fmtfJtBmtSw smSmRUGtmsfnjnhmmwCUHitstjmHRnfmh
L , o  m  «  |  u  u  «*

ftiH3§finJWHR *1 (Learn to call on individuals inside and
n  o> n  c* v

outside your organization who can help you accomplish 
your goals. Discover how to ask for and return favors that 
will help you build your coalition).

d ttjstfssfiiM tnSntnti
V

(Learn how to be a 
team player)

tituHRtStgtmmwnmmcmtUmwnmfi i  SsTRfsiGmamnG
V «* t l  U  «  C* «

GgjfnnglHnStgtmstg i  u^mHnHnujmuriwtJiLuBuIfnn
(Help other reach their goals and objectives. Do not be 
afraid to delegate authority to others. Display a cooperative 
attitude).

©0 mEfimmnjcifmj
o

(Create a following)
tGsgtftHRtnsmtBnfimfiBRgnSifiGtmsHfiStg itfitmutfiR§8

*  oj «* n  I  «* L i  c* 
w

TRinurafaHiuriGiuwsatmratJifjmttistsistg i  fninwimm
Liu U  L i  i u  t l  L i  n

w

tniRstjiRitfntm^gRGRsjialUHi ati tnaMtuGHaatGimraHn

tffUJp fill It Si Slta HR *1 (Be sensitive to the feelings o f others
and be careful not to abuse your power. Establishing a 
reputation for being credible, reliable, and ethical will draw 
others to your side)

6 ) 6 ) tipmnMHmtinsi 
(Select a mentor)

tLSwnMHafiytEJmHfiffiGgiRgtitmtiBfiSgjEHjdtuSfig aami 

tnaaiSfUHn i  gRRniSMnftiHmnjimiSfUBiamtinsBatdnajtm

tnm *1 (Choose a successful person with -whom -  you can
develop rapport to give you advice and guidance. Having a 
mentor with political savvy is advisable.)

6) lQ HfifST99SRQfiSSt]v3
rVJ 1 t l  iu

(Develop confidence)
MTHBtnnStMtsmtjtiRiiiificmtnjfin: IhSmniraTwragiRgbStg

u y  n  w  M  U  U

igjmi3tuaadtuiGtfnm[utmng]t5 afmmcflgtnaitifiisa *i t§

tflitntHGiufniHnnHnfiainimMsamHiratMKujRBtniii
(Sharpen public speaking and other communication skills 
that will enhance your positive self-image, portray a
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professional impression through appropriate dress)
9m

(Develop advanced 
skills)

mtijga^imgiGiHtmthtupruHn^s

tgR8gtdm{RftnRtjlM81SQtmgHn§tg (Become an authority 
by developing and maintaining advanced skills in some 
area that is perceived as important to others) *1

tMhtumfihJiusmMHR
(Understand your 
organization)

tgftnsQttingBhHnsMjsrlgi sttintOT {unagingh shram 

MHsiumMitJSHm immmttScjHngffihtsHmriti ahlcMijM

tSmniPLtnMfn (Be knowledgeable in the philosophy,
politics, communication channels, and structures of your 
organization. Discover where the power lies and how it is 
used) .

jiitnggcutuRfnjgugtuU
(Anticipate
resistance)

[Ktofutfi stimaHnssHSMujnraGRmmsmittPLtlifjHiUTiGitJfj 

hr yRRGtmjHRtjitjiRiiRnHmmatifmmratttfrafiinfitfn ui§r 

?fntutnayjfi9iGuiRunRtnst!3[U}fiGijnti]HRBaHfiRSRJuwHR 

§t9G?msHR*i umtiHR TRfsfrsTfmfflstftmltjHiatjiHWStifiris«=* <* Ln) U u *\
fflCltSIg *1 (Realize that others may resent your use of power
or view you as a threat to their own goals, develop an 
information feedback system that lets you know how others 
perceive you. Then deal positively with the situation)

Power Symbols
- satfgffinnjniuirHiiujmtinRU

tfjsftnR\ranhsitttLfdt*h!th distil : WTmjnumn ultimas snm u

tSH[Unt5H13l3ilpiU§mgt3 (Power symbols come in the form of
physical traits and personality characteristics as well as external 
physical factors, such as clothes or cars. Power symbols are
everywhere) *1
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- traRramn^sscuwssHRmssHtuntimmss t[mmmncmtfcunfitRm8H

amGU? !RHSM}HtIIGSSIE3nitnaHtUTlQRCflt3t[SsHRIUH[Uni59iatSS

uShjurisirru? uiSamnnyisHturiH tfiRinjyuawaimutSHnniG

HitsfiaimSattiJ^aiatugfTinitJfjHRialnamjninaisItnumRHftmcms? 

mStnmmsfjwijgiaHwsiamalHagiatnafiiRGjiM nrifijialsgjffi i

ytaHtStuLtnRtJtmsRtii tgistfiuhaiun RRiimcmlmuMtmtignftns 

ggraitiafRsficutaaHRimaHtimmas t  mjmniBtiHcisHmmsHturiG
u v  o  n il  n u

al3tiffitt5STHiratgR1IfjnGGRtjl1 f̂?t5tJj'Mfl!3ltt1fU[UT1 tuiraflRfflG

tiraitSatHnrawamtuHfifitnaialtrifiJHRStgRnmiyLtjifjfi (Do
individuals acquire these power symbols after they obtain power? 
Do some persons with little power use them to portray the illusion 
of power? I f  you do not have power, will use o f  power symbols 
speed your ability to obtain it? The answers are unclear. One thing 
is certain; however our perceptions are influenced by these 
symbols. Understanding power symbols will help us decide how

we wish to use them and recognize their use by others) *1

Why is empowerment of others important?
- RiitiwHtimGtnamtnHRtjiaaiRiitRutRbttJnjRntJtcimatDHtslRtJHRjRj s

9)d *1 8 8 1 R1 Ita?RtiaifilflStnaU8 H8 fRJUlRHRS[UMRfRjg 139 138*1

RtisnmttirawrasaimlRcufimMfiRcmucffinms RinGRiiHtiGBRjRftna

gmmg1mR8it3t(rnH9i8fmtJS i  stftRSmsLURURmnuMM'itJSSHtu?)

RiftmmaisRiJticuHturiGiglSsijuRmR tSwtRsraRamwmfiSfinlimtgv n  l o m nn  w

RijfjnGGRifntatiiaLRHtRf *1 RijgtuHiunGHsmRiHitiJHnSigigRii 

miigbr nRffitnaHSRintwcugtismticuGijRis *1 RiiticuHtunmasHaTRH
n  i  o  s i
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figHturra s»  mififunStns sammmimtimguTmmtjtsitiutmatiatSi

iBgJfiinitHitiitJHrammimHsatnscugfnncunstglimtjifiSffi tslnami
*

i n n  migcuHnjriBtjnjHRujgtss tiratGtmranmRHR^LOiintsHtunH

tncussro&jciRiR i  njgRimsRiiticuHwnmssmftMmiMBtmsHRtiRmA M  U e» n  m y d

SttiBi&mSm ‘i ts1nu^ustSmHisHRSRmtgmj?nHnuju^imnuti!Gn 

Hturrc HmsInmHutrimtJwnmfistJHisjriJHtifittissHisfiliJrwsis nn«• u  n  u  v» qi u
V

tRSaulSJCiJGRClfltinH ttflKJRRtjISStftHHRRSHffiiSSmtJS HStRUttUTlS 

ufiiuRgiaiasRtnsmiHnniji satjimwiRHraiuMfiiiJiRHa itnuiR-tfiniI n  v* w uu

tdtUnRtRtgnRJtjlStnniBR (Empowerment became a trendy
management catch phrase in the nineties. This trend is carrying right 
into the 21st century. As organizations continue to flatten, decision 
making is being pushed to lower levels in organizations. Success o f 
the operation o f  organizations naturally requires passing the power to 
those most qualified to make the right decision. Empowerment is 
allowing others to make decisions and have influence in desired 
outcome. It involves not only delegation of tasks, but assigning and 
training with the task, so that the individual has considerable 
likelihood o f  being successful. It is the giving o f  power to others, 
helping them to develop their own power sources. The ability to 
empower others is a sign of an accomplished leader. In organizations 
where leaders lead through empowerment, people feel significant, 
learning and competence matter, people feel part o f  a community and
work is exciting) *1

t R m n n s S m m n u t i t G n m i m r m t i m s s g  tR u S H g i t im R S t iS tm R J t r tR R i t i

What pitfalls should avoid?
- tuHRmGttptpwHtirnGfnstm{ps tmsHnfimstglwtimfnnnfllmw

Hntnsmstfisnu i  HnsfcmsH
V  V  u  c* o .
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HnmmuMHfiwsusmdBtgjfi luSrarnjmsHtssabtmsfitiJfnjfjntjttTicu

ttJ1uaumufnsiRro[ms3ng]a i  milcu6sHUi9tssuiSstugfnnHmifim

[UnStSlU)Hnmnfiri'SuHS5tj1unu (The more power you are able to
exert, the more easily you will accomplish your goals. With each 
goal accomplishment, some degree of additional power is gained 
that enhances further accomplishment. Each cycle increases the

ability to go beyond the previous level) 1

mstmstjitOTanmmsItnaffiunutjHtuGastgjti sSromcttninmnaeds 

fruHfif^jaHtimGi HaMjmnstSroGiitmffitRGwBtisa tuitiiftisGmma 

ratsiasiaginatSHjfGtmuiHR§tg.wtijiraGRtmsaaRtidi m m nfg ja

HiunGtiiRiJcijcnnHtii i  HawjtEltuG^tGtfntntRjRnmRtjiHafijjttltuHa 

GiiracujHHsaaijRins uJiratim RRtiisiG G tm sm ntnriR ijR iattuH nSts
L»  i  v  «  «

u RcimfiuBtfi5GHsrnmGfnunTHti3cu9mGtjnmHR§t9HSfauntuG?i
M  XI U  ^  e S  u  n

(A number o f  behaviors, however, can block the development o f 
power. Individuals who are so eager to be liked that they bend over 
backwards to please others will find the development of power 
difficult. Being eager to please includes being unwilling to face a 
conflict for fear of offending others or refusing to take some action

that will displease other) *1

HnhlmtsjR rrmfsatjitjawjcmiBma satnais1m3rncij:tgw:HS&JH- 

iHjnmHtmais fimGsamRuamHiunGrafGHR *1 mratfr&JGSsLcimtia 

tGmttuRHtimGtiftraHBGi3tG?Htijrni n[Rft4isRRgmjitjimnHltiHi3Hta

fibtuJ (On the other side o f  the coin, being aggressive and coming
on too strong at inappropriate times can reduce your power. 
Refusing to share power by being unwilling to delegate is also

viewed negatively) *1
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-  tpstftn§G utjm s™ jaH [m fiH m itnstfs^cnn)nj stffn rip t/istfn a

mts i  tRfrancRpE^nmimitpfiiaGtmsrnimtsjsstJiHSMjtSraBmfi
%»

Scusmcisaua tt/iraM B njsatm bm nsitpH nfisifitttrn  *1 ysagitiro

maHnaitintipnaRHiara9mntipfijnHt{tipfijfiJH3Hn

stfl 1 mnjuprjHnmGtnaiuMgninut|fi53ltnnitScufnn{uuj)MH[imH

tms R^rnimmniafRraiatiJeufiinitmujHfimtiGttncuufuta u ttntmsit*- *VJ V 1 *v> c*

lUfyHntnaitjityyajGtKitaHiatpisgyiacuHnuts tuitiirrmftripiM 

HnjnGaayiatuMgfnciBGnGyyEi talintutStufi^ftnssm Lupfjuiw  

RJfi£ijriUt4tU|Uttint4S§lEU8S (A major pitfall of power gaming is
w

overconfidence or arrogance. It is easy to get carried away with the 
exhilaration that power can bring. Care should be taken to guard 
against becoming too fond of our own abilities and basking too 
long in the glow of the spotlight. A truly powerful person has the 
ability to recruit allies and harness resources to accomplish a 
mission or goal. Power use is most effective when it is an exercise 
of strength that enables you to achieve your goals and objectives 
without harm or damage to other and least effective when it is
abused for selfish, personal gain) *1

*  6ft3Sgft3$S$5 
Sammarv

- HiuriGRtji£UHEifncifiimtfriraHnutgt5mt3cmtytiGtitfntyfimmG t tsisl - o  «* t J « *

utfttiBmcuHnmGyiaramcmltjtnamfijfimtfity nynfiainitjinGaySiji
U  V  d  M  U  U

rmsssuffin aystppwHwnGtuimwymjmftmtPHSHiGHfitnafjriu 

HaMjpiiuialfpumfimtiHMiaHiuaaHtB?) fawsiunmmifiHtiGttnnj 

ttfl ay tfnnjuiuifcmwnmtn
V

others to do what we want them to do. Despite its sometimes 
negative image, experts agree that the acquisition and appropriate
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use of power is necessary for individuals at all levels o f  an 
organization i f  they are to accomplish goals and objectives.

sim m sraum cuw ia m m StraS cn ti firntn aannitimtinti i  m a a
u u  e 8 m “o «%.

V

Many sources o f  power are available and need to be cultivated for 
maximum effectiveness. These sources include reward, coercive, 
legitimate, expert, and referent power. In addition to these power 
sources, research has defined three basic power personalities, the 
power-shy, the power-positive, and the power-compulsive.

fnmfif ̂ SH[unG5atH9t4inmlsnnracunhi9 *1 mmnf^aHiunQ{|iftii8 

nJtrainm tSH igf *1 tgnH thlattiam jabm jH nfgiatasm nnaiglaiJ 

fTumriSfctijiwnnMHn^^ attmtntmaHtunti ahaSmma

Harms 'i ttSmmQtnan U n u

fmirrmmitjammsHawigitiHMititusnamrmrina i  HtanjfusismmsU | O c» ^  •

fTiiHnf^aHnmt3Ktiimittjjfafit3ittn?gimaHnxnt5 stHGiH'irupntfiji

HRtnai[Sp£UH[UnQt3lRtltif?tiHia (Power is the ability to influence
I W •

Developing power is not a matter o f luck. It m ust be planned. Part 
of this planning and development involves a thorough 
understanding and respect for power positioning, power politics, 
and power symbols. Empowering others is also a method o f 
acquiring power and can be beneficial for all parties involved. 
Crucial to power development is avoiding the power pitfalls and

ensuring that you have used power in a positive manner) *1
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c o
?^i6?5S5|5: 5 i g s g 5 s s d ^ s n n e j s s n s 3 s s ; a ? s ^ ^ s »

Change: A Constant in an Inconstant World

* 6asnrea§re6Rg?6qi888teasn ?
Where Are Changes Occuring?
- mitmtpKtiiranBnhHcugislscifinrnitrimgujg t naitiJ:tcituusis9Mj- 

isyactoias gtnaatoj^stamjtmptHst^attfitiBivi t tgisutjimitmp

nfitnami

cut3imt3mamn5mitm{tmtin HSMitJistslHstsMSnBCTinmnfrtstte u 

tfjitnnHcmujmtJnnRmaginmvitmmstg skmaG&Gmnmfmacmfi 

tiinjtilHstnsstnEitjcutuCiJTfiftGi immstfionatasri ntimunmfjufjfii oil •* n « -t

MiniaimcinjQuja mnsiaHSntairamitmuj^jLwmsItnHmjiJgjaia 

Mfncimm/i i  fjiauKcu u muawnHmHiHuaStnliifriitiiaiuirtcinj 

tfaujnutSiffiiuSffnn ttJim53aiafnjtsjUGt^3m:rifi{tnna sti p iu  

tSitufrmfiaiifjnumjtmunaistg i rnngttiafniMnufnnmgjRtji 

IShntMHtij iSnjtira|jH3Mjtrt3friilfgjaEfitiriusMriurnjfi5LHtJ!g1aa 

iGfinLMSujnm^mujSgfnn Bbmnre[u§Ei i RasMnu^jMiuaHUitg 

mnm{utpnmSittimnlgm3 HmnG ĵHaMjmtsHWGtujHGiann sia 

GiarnnugiGimsfnnmLmaismansntuGimlH n tncujaiitiRcunsmHn} 

tmmmnmiuRtji9frifatjit}itJwgiGRriHmina t miHaJpafiainigain

gatitaswatiJnGSralljmjfJurasBtglatimitmptnamntiimLwcisi
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Change is a basic condition of today's work world. In recent 
decades, the number and speed of changed have escalated. 
Although, change is necessary to avoid stagnant, it can be difficult. 
People are often unwilling to step out of their comfort zones or 
abandon routines to which they have grown accustomed and which 
they see no reason to change. However, in today’s complex 
environment, the premium is on adaptability. No person or 
company will function long or well without deliberate and 
intelligent planning for change. A planned change is a method of 
helping people develop appropriate behaviors for adapting to new 
methods while remaining effective and creative. The key to an 
organization making appositive transition is getting people 
involved in and committed to the change in the beginning. Then 
employees are more likely to view change as an opportunity rather 
than a threat. The application of sound human relations skills will 
make adapting easier during any transition.

rowunti:
(The illustration below provides a graphic view o f the many forces 
working to change our work world:)

IStBtniimjim3
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W o rk  Fo rce

- m i^M U itjitipstnstnfit^aniinH ibfnitiii t  TOiumacutGmnsIna 

Mtifsijslg® gsmmiHtirifri3nGtsl9GTCTisMfRfnnmitrintij:?fitutfa 

in ju sa^sisH s ttJituggtuwitutii tncutfcvn§{GUR[Gonjtgsst3mSfisf 

mtlHSGJlMtinMMmjmitni 1 RM^HRt3HjmSRgR1MRt3fniHfif§J3 

jnSn mitiiuisunjTicu saR innjign tpHsiySfnHRtimuRcuHiGuuisBn
I I

stim nm S tittin  RHitJfnjantJigigitnsHiramsiRtTGS msmiGcusfRsw v  i Li i  r> v  n

nmii31TH1SGSSmStRRGtffi91 tjlMJUHR URRJRititUtflSEURClfUWmfi
U  1  1 F l  e

icimtRJcnfTistRmsGssRGtgi v MntifisfjHntSnjciiJurimiirirgitiims iM M U U <=* ..

5E3imtGrriifitrii[untg1iramftiifjti}mm ttiraHiGSRRtgjtmtimstitGR-u<u f l  vJ Ct Wtl I

URWRtutUfnGSaggfUtfilRStllRtjinRtuCUHIGtJRtUS Si3 wthumthcu
i n  U  V  L» L iu

tglRiHWRsimtufutRtitRtiirimtjistitms i
e  a  n i  n  uV

(Numerous changes are occurring in the work force. Workers in 
the twenty-first century feel less strongly about long-term 
employment security than did previous generation, realizing that 
these tumultuous times create uncertainties. The hopes are for 
career development opportunities, training and retaining, and 
opportunities for job  and knowledge improvements. The general 
work force is aging, but retirements are fewer. Overall, there are 
fewer qualified workers to replace those who do leave the work 
force. Considering the variety o f changes foreseen in the 
workplace, the workers who are most likely to succeed are flexible 
and adaptable to changing conditions.)

M anagem ent styles

- tnrm Peter Drucker tjm nsnSHm igfin “New  Realities” tflSJfihgfi^  n  |
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tii nawusmmitifumsmjntittiffTOmtuisHti tiisia{RHrru4njsbt|9j

HiatiiiGmMHSHt0tuniHiacunan:tiGtjifi3tfit!mmfmm tticutJissfHR
n o  v  e  v  «u u v <*

fimnimititiLtisittisimGmmaifriituijtiiratiimsISjHRmStifijtna u

c e o i  tnfistiritiJ|tif! i5matfims{RymHtOTnn§fitnsR3titim3lOTti

snuitJifu *i rcaifLsyswitjammRHiatuRCiattuRGtmaaintiiTEiicu tt/iran o  a  e  L» xi

HiBi§miw[HUMLHnjmamtii3imuiw *1 H tunG ^ftnatpH tiim i tuira 

mntPiniM!t3mMHsmtituutiit3GmGtG9jfiritja tG m itm |tjtnam a 

HlKI{MCU 1
(Peter Drucker, author o f the New Realities, predicted that “in so- 
called knowledge-based companies, hierarchies will give way to 
something resembling a symphony orchestra with dozens or even 
hundreds of specialists reporting directly to the conductor/CEO.” 
He was right. The age o f the standard pyramidal hierarchy is fast 
passing. Organizational structures are becoming more open and 
fluid, able to adapt quickly. Power is becoming increasingly 
decentralized, and the use of matrix-style structures is allowing 
organizations to adjust more readily.)

mjSnmmskHisnjnM:fitHi3gfi5tg1muiHfriJiTiJ atirrmS mnugri hr

ttiimdniHhmgdcuHngimms^jggcuseatgffnsiRGdbttlj taim w ufa  

rnimasttfiti! H R { p u ^ tS ^ ymJ9jHiathR[in:it]iMJtns jntnjm ua 

iptitusiitm anm  afc Hti^flmmstmrori i
(Leadership is becoming more team-oriented and participatory. 
Managers are delegating more tasks to the lowest level possible 
and empowering others with greater responsibility. Because o f this,
managers increasingly appreciate characteristics such as speed, 
flexibility, risk-taking, and decisiveness in employees.)
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Work Itself

- uB fpnM um m tuqfi^tnnm sIfnsrjH m m funB H islsji finrfftmcm 

ttSt3nmnttiRg1tffinHnnSfnntJitiJt^s1tjiRyRn5frin£JitiJ3Jfinculni *td  «* o' vt c- U ( J  -U

m i^ m g fiM y in tim tiR H g M jiu iR m g lt^ ifT irta fitiffifitjC U  s a  tw fiR H
V

itftmstjninjGttuntSb sRnRHialgjilni t  tiiRnnrSmnitaciJG^tnsR 

tugRinRRRiraRLfmraRRtns {t^mttpiBfjslGfmfMRistRtrisctJniuirtG 

U ?1 r  s a y s t t i R R i H i s S t  R R R H ia R m r a g iR H n iR is tR tn s R iig s B in a f  

uR W R tSniH isfim m tjiR CG ifi i  ftn u stfin G s E tJG n fjn R tn R if ia fim m
I  f t  N )  •%  U  U  U  M

ucutfis sti fisifnsiRmGmgM8fijidQj.ffiHguGit;iG ttlHTrofmfiRnaf
U  C3 - o  I t  d  *  t J  L i  d  V

w m n m m n u E tfH is R in R G ttH s m a B im tfif js R M c iR tR  *in  b  U . u

(The evolution from Industrial Era to Information Age is moving 
us from an emphasis on manual to mental labor. W ork continues to 
shift from industrial manufacturing and production to information 
and knowledge-based goods and services. Characteristic of the new 
skills required is the ability to interpret information using more 
abstract and creative methods. Within the general labor force 
critical skills are becoming scarcer. Companies are already 
realizing a gap between basic skills and the highly technical skills 
required to operate their rapidly advancing equipment.)

-  m H Jm jB & tn ssftijS fitfn j u  tM fin H tS c u H isR n jifn n m sm T m ffn g rm sIU U  y  M  v *  |  U  v J

tRtj)RH 1t3H tIIRtiR15R[infiR?GIG§TRlfiJlJut[ljilRII 1  RtirififltMEjRGfGRCU

thss URtuRRistmGRiiruRGrmfiasiasmR!)-! MRHRiciHsfRRtiRimnR-*  1 ci c  b  w l i  01 w  v* i n  |

IRmSssfranaS i^m^UJpMSfRIItj^HnitWGRMqpGGRtgl^JURWR 

gingiufnm^tijfnGtmgltns mmtnuGsiM Hgs^tJsmmsjmnmtn

tututrisR)nRssitiigiti9 i«*l VJ

(The need for improved quality o f  product or service continues to 
be a force shaping the way work is performed. In the new global
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economy, employees compete in a much broader field. Work 
performance is taking on a new shape, with decisions being pushed 
to the lowest level possible in increasingly horizontal 
organizational structures.)

mitfiwmtficussfftiusen tSSTHis^njusmwmH^anjTfiusiuifnjtny i
n i  r i  <s< n j  L i a  o '  J J  w  L i  B

^uasia^raRtjatGfni(REifi9EijtHnJtramfniiJii l a  nlfijracutglini 

tjiiHMsiagjimtatuHistslRamgamjaijmranHS i gasi sddcs rhI g 

MRnnRtaatGRiiaiitjiHsitjiRmfjfiJiRtulgncijtu Comeiiriwsp) ttftR 

fnjSnnmfdsstgitcufrijlJfisnamsmSmj *i TnHrmtiimjwiwsp tns
u  n i c i  c* r j  c* L j  |vi i

tSmi *1 trh mjfriitnsjfmSnith firius^nGSRn^GfTiytmmsfmmifrifii
Li | m  Lj \ u V

tnrom tinm m n i
(An equal number of more personal changes will influence the 
immediate work setting. Organizations are examining work 
patterns and looking for alternatives to the traditional workplace. 
In 1998, Cornell University’s International Workplace Studies 
Program (IWSP) focused its research on “Changes in the 
Workplace” . The IWSP teams explored innovative approaches to 
planning, designing, and managing the workplace. The team 
discovered that most organizations are changing workplace 
environments to reduce costs, emphasize ergonomic safety, and 
improve productivity.)

R1fIRGtTHSTOC1SRH91RHS StiUStiri^TSfRUgmRgStirauStglRlSRTI-
U  Lj  C» Cl Cl c l®  **

rarotu Rijggcutnsnfitns aaRijgmRgaattiHmuRmtfimRnjKWRnnV U 1 Cl B

RinppMHtHCU tGSjHIGgmRgsaacUHRtGRIJtJlHUJRlfililpaitlimR 

TSIggialRnjtmRnaiuinncu'tRumsmg itlmRinLSujtMmHtutmnuyH 

tlmiGimlHafRiJfiM GnstiitriinRtris l a  nojuLRUtRausM} *i riiI r
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saustg^jHisRisgiMRitittinfimcuiRi
V

(Advances in communications systems w ill continue to provide 
innovative access to offices, information, and individuals globally. 
E-mail allows access to hundreds of co-workers worldwide in 
minutes rather than days, and e-mail seems to  be just the beginning 
of a revolution in how information flows and people are managed. 
Rapid advancements in technology in all areas o f communication 
will continue to change the world)

I

Who Change Organizations?
- mnmmmftjismSmGninmfintjittSstslRbrmtJS *i TUfinsimmsmms

a. „  Ll L«U r > - \ » L »  Ll C l  rv Li u

HR^mninjumtlsRir stJHRtuRjiri8it3iuritatufnG{RJtnaficu^jigRiiRa»
WItJStSHTRfUIRSfiGfiTITM Sti UtGRtgwmmuJmmSsRJMgR'lCIR'lIiJlf 1rv i*J ii u n  u  i J  n  u  c f

tjta tssig fR  tRHRiiUiimftiM fnHfRftRmSmmai^tatiJRRiunttmtiRl j  Li i Ui) n  vJ «=*

mmRvSRrius tuFjjHGttuiRtggjuJRURRintjrjfiTitJSHisRifiJcus*! p e n s  

IRHTURnmtllR. HRfRUTRiJtjlBSfjutgigfRRtj'lHRtjGttjHR'IIIRtnnslRiJLj  i u  v J c« u  u  n  lJ  c* n  n  Lj «*u  I

witjagtattii t R'mRtratfigtgl fRftnsHsiRt îtiiHRTRmRaijiRRtuTini
•N. Ll u Lru I n  e» Lj b  a  n

sb  rm rem tum . Bbrnitfcu

Htiirrc i
(Recommendations for change in organizations originate from a 
variety o f  sources. These sources include professional planners and 
outside consultants who may be hired and brought into an 
organization to define methods and techniques for increasing 
effectiveness. Additionally, special task forces or teams may be 
formed o f  representatives from within the organization to 
participate in streamlining operations. CEOs and other top-level 
managers are also the initiators of change within an organization. 
Changes are usually carried out by mid-level and first-line 
managers using unilateral, participative, and delegated methods.)
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- mnlGCintMammfnfi ugrorm aM n CTarniGcumRtiStiuijmnmtuig *t 

HnjfiutRatnnsiHrlmnmujijifitjiH. tjitGtsitnnmm sattfitimujunm 
tanjfnitm ram BfjnG, l a  eitlssnmsstucumncia i uRcurnGmami 

ttmairafijHfiimitpa ** afnH?GwiiMtt3nitnamnHG!tum yiutJGiuR^Ri 

W3t{uu^M5autnljmjti^summafuriTi lamiMUGGRtuCiiaiScufnnG 

tramiHaiwh siaHnmuraa la ugS r MinmreinamnGmnmnn
U i n  <=* Li Li i n  =* =* o' Li

(W ith the unilateral method, employees have little or no input in 
the process. Supervisors dictate the change— what it is, when and 
how it will be accomplished, and who will be involved. Employees 
merely follow the directives. In the participative method, 
employee groups are used in the problem-solving and decision­
making processes that precede change implementation. Both the 
supervisors and the employees share in bringing about the change.)

- ?nul5fmTMtiwHfunts umSRTfiftfidnifhsfmjggraswTfif sti HturrcL in n  i n  Liu n  U  v  u i Liy

tSt^tg^RinmLUHisiuM gtufnn *i nm riJagm . Ifrm, 

fmtfdttinjfyudfiwnumjHsfgs i  ISfmiM mmasfnmtpsttpLtnM tal 

tnnjtdtustmiBnHismjmnnaBRfigthHmhBSfnmdfiJtnfmjfTinmLU1!

fnim pj2hnm ngttism nm iuithfim ni§H ism tu tm thB lg im flm jn

tf lin n
(In the delegated method, employees are given the responsibility 
and authority to effect the change. They diagnose, analyze, and 
select the best method for implementation. This method is used 
most when employees are closest to the situation that needs 
changing. It is being used more frequently as organizations push 
decision making farther down into the ranks, so knowing how to 
plan change is an increasingly valuable skill, even at lower levels.)
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How is change planned?
- tmnraanttjiijfniipuiptifniififip H tSs^sgn^H sfR tgfrnT fjbfnnm ip 

sb tSrnnmtuSjtnsLuwgfnn

alfnrttijgibtastna mnmtismmjgftrifM mmnf^aftfiua fnmMttp1*3 

fnrtrmsjbln] ab milfnffntribfnibii *i
(The goals in managing change are to anticipate the need for 
change and to bring the change about effectively. The most 
common methods for achieving including strategic planning, 
organizational development, job redesign, and force field analysis.)

Strategic planning

- cciiiGrd8iSRhmngtdsfnmmmwt{fnhsfmgfiitii3tnsmtcifUHsi?ifi ab 

nannniGfmjMiBHjfdtLHti i  tdsmj^ftmjjumsjb^jtfdUfnHcuhtixi: 

ntfdfi5mfi5WiussHm9 i  mnmdsfnjmsfiJiTfiJRdifnjmSfitjiTurlasf^  u «* i «*» L n  n  U  o n

fjtimmrouMtimwfintJs niuisistaBfinffii satmtuaitintnuitBrnI «'• v i o  L n

fatfHHtjissftmtuuwiagitsTsis stfimstmiSfistftfsmjEUHmtSHjtris'iijiu  «  n  «  w

HiafnmaftiaafmsfinTfdtag tihtiiTRfmnGfignJhnmmsnjntinrntMM1 n  v 1 o* Uu n  i e

lUM&rma *i SttmifnnsstjffiRcuiHfiHtScuffiJtK tmsltncutim satcfiv  «» L»o or * *  w*

tthbgmms sjtuntjmmg ab igftn^msmin/immsnjgtiwmitigtitHG *\ 
i^mrmitRmitmmraMftnuBHiaijiuaumtJ nnmssTnftmSftlBmirv n o  | Liu o'

mBMiiMtjmsusiti stitiiM tm glm m m siui tI c> L n  n o  m n

(The essence of planning is designing future and identifying ways 
to bring it about. Plans must be designed to fit the unique 
characteristics o f each organization. Strategic planning is the 
systematic setting o f  organizational goals, defining strategies and 
policies to achieve them, and developing* detailed plans to ensure
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that the strategies are implemented -  always taking into account 
the unique character of the organization. The process helps 
determine what is to be done, when and how it is to be done, who 
is going to do it, and what is to be doneAvith the resufts^Because 
changes in any organization’s environment are continual, strategic 
planning must be ongoing and flexible.)

mnStdsmjmgfmTMHSiHSTmstmSfninnnjtifiTiSssifni u  Mti/ittte
o  I  e»  L n  L | o ’ U  c *  -s» I

mnBmmGCTRtfitjtuHmurtnHtmmttitglHtiJtfitmsts i  mncttismi
R J  ^  W  U  U  u  U **

(U!RSiasRtJi3snJi!friJi{pujifjRSR§tipstjit3rnimSfisHJ5 BtimgmBM 

tg ltg jm  UJngismnGttjSfriitiigfLn|Mtiffn!Hiattisrnit3Hja95Lmfis : 

(5» ttisfmtusfinjM  (to) RHlStnsiturttituHGm aa  cctd ttiaRU 

TURURR1I saRll/lR1j!RlIffi:infU8 1
L i c i  a i

(Strategic planning is not simply forecasting based on trends, nor is 
it a set of plans that can be carved in stone to be used day after day. 
This type o f planning for change is more a thought process than a 
prescribed set o f  procedures and techniques. A formal strategic 
planning system links three major types o f plans: (1) strategic 
plans, (3) medium-range programs, and (3) short-range budgets 
and operating plans.)

RtitjunstfitSuti TRfmmnmisliSM snroRiimnnasbdrormtintjsgitisitieft y  Ln j  v  <s* u

tjjTi a a s ia a a  saR9Rn)5i3njsgnjtrismRini0wiatE3cutnsiGttjSRi!sit! 

tsis t  islinmiufUMimigitiHMmsggfUBiHffiwurafttntii tStmauaiti
V  t )  n l  « J  «s*

RRMiLmtiafmgfmjHHafmtn tRicuunna aagsmtfltRfRiwfi^jBjiw 

nrifii tuiffitRfmSRtRifuattintjiras^atlviiiin tjunamnicicuf aaBGjH 

IR foam am gra ttiimttjaRiJBimtjmGnitfiraria t tiJitatnattiaRiitjmUo r t  vJ c i ~o u v

fitmayat) ttSajnGtnmSyRimaJRatna aafRffRRBaRT aafimmHo  ci 1 c i Liu Lm t J  «u

tsJmj{tfa{utMR t3ujGim9jHiauj%mRtftHRmHiumuRummBrifii ^
(In the initial steps, consideration is given to the concerns o f 
outside and inside interests and how  they may be affected by the 
planned goal. Once all the questions are favorably answered, the
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next step is to design a master strategy for implementation. The 
purpose and objective are clearly defined and policies are 
established. Then medium and short-range steps are developed and 
the plan begins to take shape. With a step-by-step program plan in 
place, implementation can begin. Each phase is carefully reviewed 
and evaluated to assure maximum efficiency upon completion.)

P H A S E  A ; In itia l thinking and strategy development

PHASE B: Planning and implementation

t t s s m i

Plan

m i H S l R S

Implem entationM a jor strategies

- w n n i u n i m - J O K t t l f U H G J H

M ajor strategies Mid-range

- t t n n n t f l - m r . t n t u s

Goals Short-term

- S M t t f l - m u 9

Objectives Immediate
f i o i n t g

E v a l u a t i o n
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- msttisrmtunmijSiasimsmg *i fimG^ftnsimjjunotii'tiiStnJisfnf 

tufiJHismigifijyitjnitiisG u  iticufnGlyjyjcutna ttiramGtSgjtnamj 

tiiMuifnHmiGfitns i
o j  nXI
(No plan is absolute. It may best be described as a fluid or dynamic 
process that allows change to occur as warranted.)

c

Organizational Development

- miHfifyjsstfms Rt^fisn/ijmilfRaiaraHisfrinijuGtjittjsmnBHjmcin]

mHRTHfRimjwfiiraa tEJiuiHiamTGramntificufi aamiiHGitinmufijIJU ^  1) W I PI u

nniRntirniyiU{Htitjitjau3itj t fiywsajamaafrinGttiafnjtngfLn|fy 

ttottiiRmgw iRHatHaRtJRimsfRaiaistg i  RiJHRfaTaw'maRtfi«  U n  «=* r  n  riJ

lSfiRTfiiiucmHtnRu^immRciaaafintjagii3HcutiGtji nfUHaftjjgiaHfij
L n  W  u  «a  r .  V  V  I

RtiMiua IG81MH8 fujGH tRimatrnitnmatiaRjti aatRicmjnmjtjtiitii t  

RinyuLtnwafRiiHRfuafiJiua R tji^^RaStnlim iitiifijyitannnattia
I V

Rii latuTRfHTHuwfHcuRiHtjiuaumtitslaamRTiaiacuHiaRiftiifjuiijiUu u  uu n  « cu n
XJ

sti *iu
(Organizational development (OD) is a planned change process for 
meeting organizational needs through employee participation and 
management involvement on a continuing basis. It is similar to 
strategic planning in concept but not in practice. OD is a holistic 
approach, involving the entire organization — its people, structures, 
culture, policies and procedures, and purpose. Undergirding OD is 
the belief that any planned change process m ust continuously adapt 
to the ever-changing environment.)

- tihmhrinRmJHBfgjsftJitJs Hfsgmn9shttp1ts1shisSLhU|pi3smn 

gatiifitiHa&yatitjawj iinRt3sfiHialGRii{{ytjit|GanaRUR[uiRafRLHR 

tamigiRgaifianawjatiHaM} RSGtjiifitiRiRflRGaHraomntit *i
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iGfmjwgitiisissrraHisttotji mtuiuisuiuTinjBtnnsBti mimStifnHfniini 

sammtSfiSfjtSi^HjutricufrinnsuJtaraGilitjistffigjtjRmn sawras *t 

lSfiii{Mifi}t3t3jfi tanjGisttunaiStnJiifnj^ifijyjmiHnfgjswiusiHiris 

mnR{3MmtiEiTfinfTtjif aatisoifm tfsustmjs safmmSmfiHfminf *1w n  Li Li ri . u 1 n  Li 1

lGfm[wmt3tsssiHmj5jHismjQtuJHnL5R3fantjgiSfi stignipdtpti 

tSm tjfym m Sgfnnm M fm us i .
(Because OD is strongly rooted in human relations management 
theories, it involves a number o f  methods to identify degrees of 
concern for people as well as tasks. Methods might include 
sensitivity training, team building exercises, and goal setting 
activities to bring about the desired changes in both the employee 
and the organization. Other methods used in the OD change 
process include survey and feedback techniques, confrontation 
meetings, and teambuilding exercises. These m ethods involve a 
high degree o f  participation by employees and management to 
improve organizational effectiveness.)

- tsItntusnnmnpnmRf^jsftritJs ttSi3sbsmiSmtgit3njmnjmj{tiU{pt3 

^tlfimnwiU(TQM) Sti mnUJjUtGjUMMIflBIUJBlpiMI (benchmark- 

king) *i ISmjMBHtOTffititB* «^5§2hm im nm m nju tinh tnM  

mfmi{n{]piunmBim|UM0mnQl3emtTB i

t{t4ltgi2hfnJH«f§jswius ttiitn^tJstdnjHisfdmsnfijgibtjitiGSisI 

Rnt3tm{upwafmgntgfdsihtsgtSHjt^§{fmtii mmsmigiMumltin- 

mwLuBtigfm i
( W h e n  speaking o f  OD, buzz w o r d s  s u c h  as total q u a l i ty  
m a n a g e m e n t  ( T Q M )  a n d  b e n c h m a r k i n g  c o m e  t o  m i n d .  E a c h  o f  
t h e s e  m e th o d s  i s  a  n e w  m e a n s  o f  a c c o m p l i s h i n g  a n  o l d  g o a l  -  
effectively implementing change in organizations. Each has roots 
in OD, and many high-powered companies are still using these 
techniques to deal with changing business environments.)
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.  fnitmitFtiHiwfnci&jm t^ntgltiSmmmiHitirijtiRffiRRtiStcuiifnnn 

roHifriuaumu ** fniipaiRti

RtinRinMmtrmtBlRtifpwmwHfifp sa  HRHmmrjfnttnRRtnriR Dr. 

W. Edewards Deming ldnjRiatnmnimi/imms?Gfm|SU Ri3R'IJfi5tjjHG

9jtnsRi!tRRnaRjR[utfnnttnM!na9MjRjgi 1 9 3 0 * 1  sfdjariurjmnR

Deming {RftnatRigRimtfiDGatalfiJRfRjgl 1950 tntUtdCUHRBR31 

mBfRHisitjtJ3H{mmRiR9jmiajanRiJ(RULRt3R[irifr)ci tntuiScunRtR 

nntinmSuntQjalmtTRiffiMrttimcinRtraRsnj t  tfunamgltraRiilfnR
U  W  M U  U l

tiwRRHmHwntdtuinaRiifnRnaaaRfuiRimfinR Deming tnam $ija 

URmR5s1||iU[Uiliusiv!Hfj§jqptiriHnimiiMi3TRRtinRin i ugujatasRiJ 

GcumjuEdtrRWRRtiRiiiRrijHiRniifiin GiaRimjgltjigmftJGJUfjwraaV u i n  «J 1 cu

tj3njmsmnnmt§st4it{ps i
(TQM focuses on involving employees in continuous process 
improvements to keep the organization on the cutting edge. TQM 
has its roots in the theories of the American statistician and 
educator, Dr. W. Edwards Deming, who became interested in 
methods o f  achieving better quality control in the 1930s. Deming’s 
ideas were put to the test in the 1950s, when Japanese business 
leaders invited him^to teach quality control, as they tried to rebuild 
after WW II. In addition to statistical analysis o f production as it 
related to quality, Deming advocated involving employees at all 
levels in the pursuit o f  quality. Today, employee involvement in 
improving quality has become the vanguard of progressing 
companies.)
RinjpjOiGjUIMtifRGtUlGJtnWIUtjR (benchmarking) RijftGWIJMttjEU 

niRRajglaaRingijtjRiiHsfRamfijfJluataItgRBiaRa tsIatiRiiHafRa 

raMmfunfi(mt4tiBim{Ri um tim  tBajRn/iriijisRHtiituriitinimtjiaiR *1

- 2 7 3 -



lGfiTitMtssHS£TnR§jtJKEumgmilm{infiais tnnltnsfniiui sts nssij
tjffifidnjtgjtftn] tuty9jtna[tiM 9fnn i
(Benchmarking is a method that involves comparing the 
company’s practices -  among internal divisions, against those of 
outside competitors, or both — to determine which are the bets. This 
method involves employees in the analysis o f information, taking 
action, and reviewing the results for effectiveness.)

- qumnflHLHiUuinSimnmtusii3tssi^mniJiiMnumnm[tJ 11
HisHmsnrcmM fnntiiJwnnmJtmraRnsmjmjrm tifurrmStufra titn

n  l «=* u  u  tn n  u  ti

mSfimawirM udtuHsmHstBafijrtidramstiiitjSunjfLntJsgiaHratuitii 

tSajtaumtmsHmjutSRsffiriusitjCutrismmG{til?i !t3tutnra{Mwna
I

mjfjjHumHfriJtJifjuitiisniUEanfiritnrin tuCutnsrmraRfirmfiaSitjLi m O u  Li u Li

tiisG i tBmmSfiaffnntimustumss URCunfRfiRsgfutjissJfriiHniiu  e-J r> II i pi Lru u v

ttisstjitdnHmmfdTRHfnjtnj i  mnmTURnRTRftnstHtuttSnitjitjiw a  u  Li 1 Li u Lni -o

^mMgamfjRGttHS nwwrifiHtnBRfiiJLfiHmrai? tjfmcimmnsssnj 
uiRatonnnjEffiHtte sanfsMmsfBmfnB^tiatSf tv in u  vi u  v u  v -o  vi

(Instrumental in bringing about any of these change processes is 
the change agent. Also known as an OD practitioner, the change 
agent’s powerful role is to diagnose problems, provide feedback, 
help develop strategies, or recommend interventions to benefit the 
organization as a whole. The challenge is to develop a creative, 
innovative organization that easily adapts in an ever-changing 
world, yet remains competitive. To foster such flexibility, 
employees must be made to feel part of a team. Change should be 
perceived as an opportunity for growth among team members as 
they accept new challenge and learn new skills.)
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A c t i o n s  o f  a  c h a n g e  a g e n t

- tSrrctm Stitftp:ipflriHnmnntann58jtnafni!n![u
(Be open, honest about why the change is happening)

- tcunsnSn^jHisfnJGtujH sti m jp/m ttm recm H  
(Encourage participation, solicit feelings)

- H S C1T1 RAJHIS HR LUi31i3 IRHS9jHlSfiJnHfnnHlgH1Stmstg 
(Allow negative comments but not negative actions)

- nsjfun^fuiuttindsni3fnnm{H
i

(Explain benefits o f change)

- TjmmHRttjjatsjfinijStirrifirnctitTimSH i a  Hsfn
V I

(Involve others in initiation/implementation phases)

- ggturmrtsffnJtnRu^GfiriTfiimfH
\1 tr> V  L.C1

(Acknowledge loss o f old method)

Job redesign

- fnm fjt[m arniaingjaln i RtalGfiajMnafnnmujtsJwmaurigRragitj

salfarusHHa^RaM ius
n  °  *1 W V

f in ?  i  fniRfi5t{?nafnjaiitgjalmHiastiitji tftmit4i«yiMtnwfncimt

ainBty^jriRiRfnatfiggcufnitnuHiiHiiii aa tnamujinnipiisaga 

mtunHtiRtun *t ttntuutuia mB^MunnrniciGnjigia tnStreiurra 

mmcinmiau aa agnitnaafaHtSnIflnirafimiJitatttunfnn aamatau V I  (1 , Li

snrnsy i  iGfmptScutRaratJuGfinafTiJRCiJt^narniaingfalni Rm nn 

EUHJfmau (job enrichment) min^nmiail (job enlargement) aa 

fruglfiirmail O'ob rotation) t
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(Job redesign is a method of bringing about gradual, low-risk 
changes in an organization by changing tasks performed by 
individuals. Job redesign means changing the makeup of tasks to 
make them more interesting and challenging for the employee. The 
goal is to relieve boredom, create interest, and obtain a more 
satisfied and productive worker. The most common methods used 
in job redesign are job  enrichment, job enlargement, and job 
rotation.)

Reengineering

- m nnBm sjtftni :
O  v J  M  e* J J  u  U  v J  - o  U  <i*

• fiswfhmmjuGmttriJfritj *i tw in
u  J J  U  n*  ck -sx ^  V  L »U  I  v J  . -SJ

Michael Hammer Sti tCUIR James Champy fijimSmslRhuIunRfTinJ
I

utSnftnuat»r4flniiuM8B tnsntihRsmHsmmfdmnTtjifnmtSmmblni
n  v J  "o  cu . ,  u  n  v J

mjimmmgftilcn shmm ranm btglhlnitjiHm ^ssfuSCuiifrinufjm tja 

sBHjM$|jat;§]tii3frtnficuHi9j8iam tE3ioit{5pM!tn3mi[i/itjififirifi

shftiHejmSBfillmafnmnmmsttliSiJ Rtuifnn twfmH smcufta'i

fJiostjinBsisl^cnnRmcinRtjtsfinhHafRsJgfHiiifnstmra ttHtusscu
^  l J  I  M  I I  ( I V  L »  U  u

tnstugtiCUfiigjHwiy i
(Reengineering takes redesign to the next level: instead o f simply 

- redefining jobs, whole divisions or corporations are retooled. 
Michael Hammer and James Champy, in their landmark 
Reengineering the Corporation, defined reengineering as the 
fundamental rethinking and redesign o f business processes to 
achieve dramatic improvements in critical, contemporary measures 
of performance, such as cost, quality, service, and speed. 
Organizations around the world have been implementing this form 
of change with dramatic results.)
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- fnnfiMHimJini: m8R3SfiiJsgEBSftfTRr~3Sn8mtmmcjaRi3SRafnHn  v v i L»u *-»

iffitmngmtuntjfnjwin tnaamfri tfimjmSsmjtnjtSwtitsni ati 

{SRsnBRygtun i R^fwstRHinitjitjifriJgnjrnTttiJtnHisjgga uru 

msHRi?tmiE3tutrisgam8M(RfRistRt{patiati3j i  tiiltiitomjRmj

R 1 I ig 9 jH lS R 1 I iR !y j lg H 1 S R a M ltJ 3  1

(Job enrichment: Builds greater responsibility and interest
into task assignments. Means adding tasks that encourage and 
motivate employees. Also known as vertical loading or adding 
tasks o f increased responsibility. Excellent means o f bringing 
about positive change within an organization.)

- mxmSnfnrtnj : sb
U  U u  n  n  O n

mSaaimnMRfiTimRtiRiitTii ttftmusaBRirniiSitim'nglRiaRUtm
n  v  V *  v % -VJ c t  I N

tStutnaiG i  HatfSRgRHRURffiRig tRHimtjiRtgiactjRiSRiittJEutri
u  n  i  n  a  v

tnattam uatanfft *1
(Job enlargement: Known as horizontal loading, increases the

complexity o f  a job by adding similar tasks to those already 
being performed. May not motivate employees, but may appeal 
to their higher-order needs.)

- m ra w m jtm : uJira

M ^ H t j i a t 3 f n s i u 8 t i i f n n t 5 n i t g i 8  s b  *i

HSHiammsmcaafugtrifnxbiJtmstg tt/itiinjntjtgXtnst(uttnMt3tu 

tjjuQHSM|h5umtjfnxbiJHGtjstu iglfnanmSIflnjHiBntSnmatngM

tfib i
(Job rotation: The shifting o f  employees from one job to another 

in hopes o f  reducing boredom and stimulating renewed interest 
in job performance. The content o f a particular job is not

Common redesign methods
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affected. May also be used to prepare an individual for 
permanent assignment to a higher-level position.)

------------------ A)----------------

Force field analysis

- mftmRnmtimftiiiRtfratgmsfiJ tSnj{Rftnst[upM K^RiRsffiinM R
I

MintraMfrifimru sti RMRnRHitiRiJ^stunjTRftftfjm i gumfuiS
^  u  p j  b y  t u  nv

HISfinJtLUttintjSiSS {fiJtnsmSmtjltU Kurt Lewin UttimtiMlSfntl

fnjinjianjRfiaiSfninagMtiJItiKjm i■ '  t  i  a
(Force field analysis is a technique used to analyze the 
complexities o f the change and identify the forces that must be 
altered. This useful tool, developed by Kurt Lewin, views any 
situation in which change is to be made as a dynamic balance o f  
forces working in opposite directions.)

-  tRitnsrari
cu eu en c*. =* n  j U u

ttiRtnatiTHcn mnjiRRHiaiacutjramsntJcutnstjfiJiajRngRsfwismn
cu u  i  m  cu  a  O  )  t)  ^

RaiaRU tnigianjfjniitssmRiJLtJHiamtgfJtTitglHRmSR^jtjistjiQnRR

wnm u RnjTfntitecujrratRJtnsnnatsItcinjcimHtu TtritutGRinjiMuisf
M  1 u  U u  V  fU C l  v

V

-mrihtjTHm u mrimusnti
n i U |  - o  m  cu  U

(The forces that move the situation in the direction of the 
anticipated change are called driving forces. The opposite forces, 
those which tend to keep the situation from moving in the direction 
of the anticipated change, are called restraining forces. These two 
sets of forces working against each other create a dynamic 
equilibrium or a balance that can be disturbed at any moment by 
altering either the driving or restraining forces.)
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- ^n^iH num nm {uiura5t5^M m jlfnhn«itifriJrTiT  tStyRiuiRnfliitStu 

RBiarafiiagiatsismMnHfrimsiRiJfmus jnGcinRicirigRtjiHssftjtu
(U L l « /  v% c t  L J l l t lI

IwRmwRiJtiifjujRtriafiiJtrisiunHm u  HiGtTiwmsfRHitiRiitm tBm
iu  n  r j  u  - u  w  n  w  w  wV V

ut§RafRinRumi3ciJt5Stnsi RaitiR'imntnstiGtfiHSMj Riitni usgr-
n  #  u  tu «  i  O  if -

Isn MtnittfiR'iJ u iGSiMHSHCutftsmMfirras 'iu  n  e  n  c  v n  ^

(A change agent who uses force field analysis to determine how 
those opposing forces operate in an organization can predict the 
consequences o f  altering either set o f  forces or can alter the forces 
to create the desire change. The forces may include people, tasks, 
technology, equipment, or the organization’s basic structure)

- fnnm tism nm tutnsfm nw sistunfii 

fnmtus9ffnjmj3it3BGut4mdcutnfiHist9jh *i w ism nsHm ^m tm siftns

lmmuHj[mHwsHEuntiwltnntuWHiGuninwHRnut[imRiftRrLms'is *1
(Planning for change is important to ensure a smooth transition 
with the least resistance possible. Each situation should be 
analyzed to anticipate the consequences of the change process.)

W hy do people resist change?
- tfitjmn H t̂?it3Ui^bshmjtm{ugit3Gtmsfnjywts1^nimfiitti storm

toiriuwtfittettij *1 HiJHtuimMnmRmSfi9jHisguwgapjfnnmiutdtij 

B iBpfigm n *1 fnjmwBtonmyHOfiHaftgteltSfnilmtuHitjtiaittSto 

fjjflmtntidititmstticii sh tnstnsitjifltdiiimimitniipmslntiiniijani 

tdHtgjn i
(People are naturally resistant to change, both in their personal and 
their work lives. Their feelings create barriers to effective change. 
Understanding how people feel about change can help us remove 
the barriers and ensure an easier change process.)
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- m in tn m m m m S a w s B ti:  tsItntuiScafijtsfnnHistMifnn ttStiHa

cmttfcutnsinasfi r^SnafrmgraEiu sas'GttjCUHTOsMjHagi i ttua 

tnsifmfnci m| m 3 sanjgfnnnpmci/igmjiHa t fnitm uitg^jitSa 

tiusfMisjnmticuHsmBBa sa HsajiwnriH i  miHstnsnjuGtjtHs 

§jtnsc0niui:usjisatG|jtnssifrinfitu3iG iga sa fnnmsHiJ t
(F ear o f the unknown: When situations remain constant, we

know what to expect, how to respond, and how things fit 
together. We have stability, security, and predictability. Change 
presents us with an unknown and uncertain situation. This 
disorganization o f  the familiar often arouses anxiety, fear, and 
stress.)

- m fim s im m m fiu M n in ts :  tfimnnhUHturm shwiafnnmMttStttjjn
fftum tJsim glsa^sfnm dcuttShSm sIm tncuugujs tnaam tiirm  

tmtutimHtnsmgSjHismitnfiufiHtimts^cugsmwraa *i fnnm gi 

jnGtgQjttShGtimtuttpa i
(F ear of power loss: Often our power and status are so tied to the 

existing situation that any change means a potential personal 
loss. The change may “cost” us too much.)

- m m m m s n m im u tittv tffis :  tmhtnsmmmisstumm^umtfibnfnj
tnmrfnstifinj ttfimfmimJtnnGsTtnme umsiusmsffttinmtintjs u

V  ( U | L i  -VI «-v v  - a

tpttntut^mmg§jtnRu6fnitJinuwtt3i3fti3tt3j i
(F ear o f economic loss: We may feel threatened by loss o f  income 

due to reductions in salary or cuts in benefits or possibly the 
ultimate loss o f our jobs.)

Four common reasons for resistance to change
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titm s titu ju ffin tia :  (mcmn ustjis Jujeh ytRRtRHrofijHswj mutii 

yRHHtiiHiBtR}tn3RyriHmtnt3TtJirafn:tmty i  gsiRssbwbHR

ymuiwt4imGtRSCTatg§jHisumitjt3ttjj t
(Conflict o f interest: Traditions, standards, values, or-norms o f  a 

person of a group may be threatened by the change. Social 
affiliations may also be jeopardized.)

HmlHRafiRtimumfymEatiRfimatfisimgjfc! tBtyurmmumciJtftinti
I

lufjm itm yj sb RiumncugticmtlnjGijtns ttfimmiRtiigiGafmtlcuHa

tnaHbfnaiĝ jHafajnwiRaftjtultiimtltufriBHiasibticultfmmHg sb 
iairincutfbjynusSitiimiyTbyjdigtibitlT i tsIratutiltuttSbimtSnifi
jnrusjitutsnjtnjtibtna tffibmGsgrnnncuHijtihagaifigabttjnjtji

BtuiGRiutsIlbRimaSRSRiitRijjjyjRmtlitiiyiSgfnn i RufimmabRif 

tRtratjimRmratnatjrolntnbBbciuGtiiHraGsatatuffiGRbmiRinunStn 

i  HafiRfdSHUiGaasibtfRiHtasKiGtjuitcvnR-HRtaltticuracujHtJsab1 u u Li tl . «=* Li I

m n m iu  *1
(Resistance to change can result in some benefits. For example, 
initiators o f  change may put more thought into clarifying the 
purpose o f  the recommended change and identifying the desired 
results. The fear of the unknown may lead people to examine 
possible consequences, both immediate and long-range, with more 
care. W hen we find a poor flow of information, we can improve 
communication systems, a vital link to effective change 
implementation, we can improve communication systems, a vital 
link to effective change implementation. Resistance often provides 
clues for the prevention o f  failure. The following suggestions 
might help you when facing change.)
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*  6fiws§sin6ggnaa3^j3«gi5^ja5sni6fi6jgesh8gg6gg ?
How do leaders facilitate change?

fjm B fiam ip jp a sfm jtf itiu  *t csItcicutScuymiHfmifyHissimnFi 

ttynnSnsi[nfws!ntitjist3!Bm t^m ntJiifantjrnnm tu (Change

agents) t3HjtGrnjfj[HUfi]iHti5siutn?i!mnss c dm anlni HSfiytutumG 

tBssi^ifnritnjwnumnmmfnmressaTnfQgcuoiasfRsistjiHnufisi) i
u  «  u  U  L i u  v  V  t i  «*

lUMstuitinri-HRtnstisigtjiHfiufisitsImsttrrmni mslnbfjismcicunU  C« U  C4 CU M  c »  <NI

Htmtiiticgifi tsiitiitBrnHamn uctSmsstia tthturaSstutfum-HniEifu O  U kJ n  *a kJ  oi U c* Uu

tnatmMfij ĵtgmttntty tmsucnmrrmtfcuBis cl tjunsuGsiatpmss

tytuicutjiiriGtiratnrm-HRnis i  ■
(Creating a climate conducive to change is an important step in 
change management. When change is needed, leaders are called 
upon to act as change agents to facilitate the process. (Conversely, 
those who are able to act as change agents are more likely to attain 
positions of leadership). If you are in a position o f  leadership at 
work or in other situations, organizational or personal, and are 
asked to implement change, the following seven-step process may 
help you.)

Steps in the change process

9 -  mSfisfm jfim m gM ism nm inrotfgtjjg : IsSm nwisfnnm tnfu 

ugujs i ■'sisUmimnnnss raimtnsronsnjmssmtnnjutims?"

nsnjtHWthimtnnH^stjitfmn-HnCTt^GHisrnnmiu *i
(Conduct present sta te  assessment (PSA): Diagnose the present 

situation. “Where am I now, and what are the current 
conditions?” Examine why you need to change.)
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Ig-utSfisfmifimmHmamnammJHmeiEi : nwisinfugttaJtticmsiatns *i
n o  M  n  o’

"iRSGvitelmsaam tuitmRwnsnammmssatGninm ujmHlGtim ?’ 

GGRaGGncugtiratanjGiatns *ic« n  c>i
(Conduct fu ture state assessment (FSA): Determine the desired 

results. “Where do I want to be, and how  will the conditions 
change?” Visualize the desired results.)

: nMnH?G«i{Mtdw}rmtGtg1t!)s ttftrattuyflHSlMiim 

"{Uf3stu ... tn f  nwiRrifugtjtu aatuGnmStuHiGHis t  ta s a tn a  

HRcimssGfum aa ilinmfiltiggnjfigriEinfriujnututim ?
(Generate alternatives: Identify the possible approaches through 

use o f  “What if ...” questions. Consider the probable outcomes 
and reactions. Who will be involved and how will they be 
affected?)

G- : tGfmtiSwnftintitLHfJtutuGiantuifi *1

fjtfHGGR ijitR?GRn0jtunHraiS(ULmHiutiR 

cugtiwiucmsijtnai
(Select one alternative: Make a selection from the alternative 

solutions. Decide which method will best achieve the desired 
results.)

tSm itm itJ : HafmdamnStyGiai^jGjifjtjiHiarnJtmLU i tf if jm sf
m  *

tuRstihcuntdnjtntnG u 'i
(Im plem ent the change: Put a plan in m otion to assure that the 

change occurs. Alter whatever conditions are necessary or 
introduce the change method.)

e)- funfitH m rim iu : nnnmntUHSffi sbggcimjR i  fimniHuJuiittiti

yutnmnjcustitij i2ujnsRjijiinthJin-Hntjisri5tLUGfriHfiigdnjtutij

ofitnanritu u isli
(Evaluate the change: Allow time for implementation and 

acceptance; carefully evaluate the results to see whether you 
have achieved the desired outcome.)
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ri-fantgimifriftp : tnfiyHfmHRiitntnG *1 tnnn-gn{Uftn(udiHi6i§m!

nsfijfoumiHtBGss y HaJjjflinJiimnasflitiHniHtitsJnitfiraiiS

LtnwtiiiSwHtmdjtitBjn *1
(Modify the change: Modify as required. You may make only a 

minor revision or repeat the entire process with a different 
alternative.)

- rmlnnraf u rmdifdUJtjtTHM tjimnRHTfifmSstuHstjismnnimH
L iu  "O (U c j  L i  § Lj  L iu  Lj  -o

tugtinjtflnrcfitns unjgtjnjHSMmnHRtHfrnn tgistihaam mifftniuio’ b y  su nw

t[psi3i3icimG3jtt5atnsfnnHcutHR t rnnipjtnfiia^unaaiasjirattifu  

tnsujununafiinJiifnitmtmuMinriR-HR imtncutjiinGfnfiusuisfdwU  e j  Lj  c l  U  V

usmmHltimsisItffiHSMiitfmsrommricissivmfa tt» 1 O  v v o  -

(Modifying or changing an alternative is appropriate if the 
expected results are not achieved or if  they prove undesirable. 
However, too frequent changes make us appear indecisive. Use of 
these steps in your change process may reduce the negative effects 
on people involved.)

- gGfecutflSttjununysiGHmtfitu mjgmngatiRtjinmMSiafjarniwLHu 

wTHfumrimru fitjm^TUiSHSwifnsimTGSGCUJHRhutnjijfnnss 1  

tutnsHSMjmstmrGSGCiijH tmxttum-Hnatijntiinnfnixntnngitisnti
1 VJ U  V  U  c l  t J  U  I Cl

1  mi9mn98timGtnsLmmtiaSfumiiimfitHfnHutanj 

mjgibigliffiSttuijmiHsfRS aij tgliiuEugtiEutitittff i  HafinfuaHtuGaa
1 0  O  |  U  V

8imLmgts§HiGtitn9jttSi3tgmnRR[Hffnnm{y i
(As mentioned earlier, communication is an important factor in 
facilitating change. It helps get more people involved in the 
process. The more individuals feel involved, the more likely you 
will be able to keep change moving in the right direction. 
Communication can also contribute to the ongoing evaluation of 
both the process and the results. The following suggestions can 
help individuals adjust to change.)
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Facilitating changes

- tgfninfnfiprimilmp: tgmismfissb̂ jtnsmstnnjtjiHmHnsiasptn
tetumnstiggroticuthmcu HsatJQimSmSStnxijfnj *i tSmiHukm

u i n  <» »  u

tfin?G cracmuiR sti riifmjtStumnmujmtstnfiffistsjiJ i
(Discuss the change: Communicate early in the process with those 

who will be affected. Educate them in how, why, and when the 
change will occur.)

-  HtmmUiBiuiH : tM^THngiagritiittJtusaggcutituustrtcijgiBCUiHRamj
» > »  l | S  U  c* J J  o «  v J  t l  J J  V  U  «=«

tnSfmmmra i mretuiHisss}3mSfi9iHis "frintiitriM" samin U u u n  JJ i>

tugiBRtS?utGrnj{Rt^u9jtnsitjiPiStii i
(Invite participation: Ask people who will be affected by the 

change to take part in the formulation of the change. 
Involvement will create “Ownership” and commitment to the 
success o f  the change.)

-  marantui:i5fiQifii Stncgisipti : flwfjjafnwtnifin shnStfisdniHR

sihgntnttituHitishsstutituusm fiji TRfttftRtsItffimjnRtfiSG mira
VJ  U  U u  O  !*■

IGfMfltJBt3HftinJ tCUlR-HR "MtffH" U "RR" *1
(Be open and honest: Share facts and information with those who 

will be affected. Stick to the facts and avoid what you “Hope” 
or “Think” .)

-  M tiRBaumnrfttjtns: fatiRGaiglsroticurattintia i  RtstnanmMfTutni
n  w  n  L» «=«

mmtSapnBiintu miutaHLuttintJa mitifummumatniMinj

miwmmnjafRiinnnmnnjttinnGSimaRimtrimrii u RUHacrrmlJj

tGfminfjtHibtns mGtjidpjltimsumQastumTRfnigjnhsnumti<* OJ U  U U  »^ U  1 O

nm nm iin tgistmtitimmtfitu HneihgjimtdRJGiumJutiriBSttJtu

-  285 -



(Accent the positives: Stress the benefits. In the work 
environment, increased pay, fringe benefits, lighter work load, 
elimination of hectic deadlines, or more flexible work hours 
may be some of the positive outcomes expected of the change. 
Although individuals are interested in how the change will 
affect them, they are even more interested in what benefits it 
will bring them.)

numumHmMjGMiTMldtuHBffifntunHa : thgtglfimjimjgWBfc» * "t 1 n  1 ti i n

tsItncuiuCufnHiamnmTu miimfmiimitnEusftcfmfwttfmtnstfiJit}
o  L i  c i  - o  v  L n  U

U H isnuai fuwstmmn-HfiBfitfn5finTwtfjrayisifjn} u tnsnH s
•VI 1 Ij  a  [ ^ n  L i V I  i

**tnsnjmui:5sT?iUTms iai:Hnnnm«HS
e  L* L i i  n  c *  L* u

(Do not downgrade past methods: A mistake often made when 
introducing change is to tear down old or existing methods. If  
you imply that the old or existing method is inadequate, 
individuals may resent the implication that they have not been 
doing an adequate job using that method.)

tnti u  cinntfia suiffiTRftnsraRGtmtnylkmaGtknjmstsItnnmfTim
-va Lw  c i  c i  j  o n  U

nn *1 m tG m jfiim hstBm nsm  thtRHngihgnmtnsucmnhmjggni
V  w  u  c i  v J  i n  d  ui

ran u HsfnafmiimratEjimg ttnmraftjtufiaujuinjnmti i
-v» |  c i  u  L i  - a  Ln) c i  VI u

(Follow up on the process: Frequently resistance to  change is 
shadowed or hidden, only to surface later. Follow up to see
whether individuals are having problems accepting it or 
implementing it, and provide help.)

tirammtfnmBHjtnnLHi : mjgiMmafgHimuWHiamsBmtntmms

m i f m t U H i s f l g n r o t f f l i t u n m n  n m f i s f c m G f n s t f i  t n u m i y t u i m s t f i
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{nMLHtu {u£stuim n-H ntiuLussu^S ti3 tn3nriitm im s'ii i
(Allow tim e for adjustm ents: Changing long-standing habits can 

take time. Give individuals a chance to adjust to the change. Be 
prepared to make adjustments if you hit a snag in the process.)

mjgsromfisfiGftiiffiigilttss shHitititnticuHngiaHMtdcuQcuiHSTggfu
U  V  L o  V  *=« V  V  T j J  U

tURSfmitmra t TUHmsIgnmmmjtiirnnScwifimcatsrrijggcutiiR
V  u  u  ^  i n  - o  u

tunjuRnjHifi9T?iftiumg§ *i
I  F I  c «  U u  v  U

(Applying these methods will help those involved accept change. 
The box on the next page illustrates the stages of acceptance 
individuals must go through.)
tcirm-HnHiGshTnffiTincuTt3af?nfmTfdsmngst3Jfit3HSM}shusfi5|msH 

tsjfi tnnjiSmnnn-HmSfriiitinmsffnnmuj'i qgumtui tnrm-HR 

Tmtnm^HSfinnmtstGfTiiimrafiagt/iRQtjiSutiMS i  GiGirnguchani
U  U  ^  L i  c* V  V  V  ( 1I

fnitEJituufiJBimtumfiGJUfiiHSMiRaTnHgiaHnj tScusaggcuticuusmcuv  v  i O c j  b i  v  v

iBiiHmtJiatgffiaasmfrisfRcinfJHtR stifmnfijsistsmnmnnss t mci 

pnG{M ntuiufjnm fisa|Rftnafnfiuaai i  15wi{wtumasfiLHf9jHis 

rmntuimficutfnntjimfyfLiHtin Hatncuifirm-HnGititSH GitMtiimtim
u  i  «=* r »  v  ** v

tEJtutitutnigafURafiJtJfejjnnn-Hfn fnmtmlctas itmR-HnmGtjtir
II U  «=* «=* V

WTHCudfumnumbthstgl
u u  L i  V

(You may want to try additional human relations approaches when 
introducing change. For example, you may try the change first on a 
small scale. Begin the process with some small segment o f  the 
whole group to be affected. Other individuals will see the 
a d v a n t a g e s  and i m p o r t a n c e  of t h e  c h a n g e .  T h e i r  u n c e r t a i n t i e s  w i l l  
b e  r e d u c e d .  A  s im i l a r  a p p r o a c h  c a l l s  f o r  s p e c i a l  t im in g .  B e f o r e  y o u  
begin, find allies who will be supportive o f  your ideas. This way 
you may ease the general resistance.)

- HmRtimiwLHU5s1stamjmftmunsis i
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£55T)S3fie?n5aa?««55fij5ijfK?5i5V *3
Stages in acceptance o f change

m isgrofim u: URfnmumrfifggnjhricuRTHfrntnamnmm
U R  i n  L| «  L»U V  n  l > l l  a  L i

Recognition: Individuals must recognize need for change.

t^M U H  : URtu{pmutfi?tfifaitHt3ng5ji mitrfjpHiaMiKMSia i tn a n p j

rnitmtytnatgjb
Choice: Individuals must decide change is beneficial and act to make it 
happen

-  xfiBfni : URCutfium^fBEinSj^fmiiUfUfrinmui

cuiff
P la n : Individuals m ust think through the change process to develop a 
specific approach.

-  mifiifp : Hgmymiu f̂tHbifiafmiMCUub ab Bsmnymt3jatBtJjtiraHsiR 

ttismr
Support: Individuals must seek understanding and assistance of others 
to help implement the plan.

- G b tpm tibw  tnrifi-HRmmpsfijmtTjgsiRgstiJfitiHSWjstiysfiJj 

TuHjw[Huw[Hnjmnm{tJ i mnmuJuJfUHaggwtnamiwmHaab 

tinjnnj9tinsmjtnfit3?sfMCUG5 abnciribGR m am nsE m sm i m am n
r U to « v  r> w T j  «

5aynm3ipei m w im n  HisHimnnsnfiHSGSi ab tnammntnmiriGfi i 

tgisutjitnamitmiyttjitiimBmi nHiGtpjtnaafucmgibHW tastibtSj i 

m nm yjtStutnstuntuibtm tss ntnnnbmffjt[HGtg1mH9Mi^tm{tJ 

lUMicmn-gntUTifij i  tbbtang1tgjB-mfM{mtinjtEistg1m8fnmjtiG
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iGsifLfHstsjtilm fnnmjEmrnmufh&Twntj u  fnjRimjsajRHiaR-imijn  o> vJ  -o  n  * a  ^  u

HiGaaunmcu§jHissfmn5s[Rfmjfititjmn] aafmauiutuggcmjsR *i 

Rtimafitss ttirin-HnjriGnrifjmwtjigtSiffifinmfmnamiHsSRSfnitm<=J ■ » in «=* 1 ci

sa fmGiRGssftjmfifnntslicinjRciaHafGSfmnmTmss *1ci l v  i i n n  L>

(Finally, you can use special human relations skills to facilitate 
change. Unwelcome change often results in low morale or 
motivation, apathy, uncertainty, instability, frustration, and 
symptoms o f  stress. Even change that is welcomed can cause some 
of these symptoms. These behavior changes are hardly the one 
hoped for in reaching your change objectives. Additionally, 
changes that tend toward restructuring, compressing, or reducing 
the work force may result in a mismatch o f skills and jobs. In this 
case, you may notice performance problems and a decrease in 
productivity while change is being implemented.)

- HtGntnrattiwtnsmfygR-irratiR RaRinfrsrwimmmmmusffitiriug
U Li o* | c* L» in

RimsfRSRUtnj ucrridsuRfnci aa  unjiRaRim Fifsp aamuutituriEu 

urwr tticutfiEustitmsRiRRntj RtRitituRiraaiRuaim SaraRnticu
i n  o*  L» U v  n  i n  i n  - o  u  U

urS r i  RirsmRsaatiiGtm ttfnjttfifiglt^GfJiTwgiaiasRfrlGtjcui Cl n Ln H
udsnaRintiisfEmtiimnisucTTigiaias iI ct u  in

(The most effective means o f dealing with behavioral problems, 
performance and productivity problems, and employee training and 
development concerns brought on by change is through coaching 
and counseling employees. Open communication, which is stressed 
in these methods, is always a good way to cope with problems.)

*
W hat is m eant by the term coaching?
- Riiu^RR^niRtjilGCirijMRaRimRf|j3URWR tdcumatuntinriutniR 

LuttflwiglaaRimaiRuainitalaaRtsaRiiaintii t  tfiGmn ugwRiticu 

tri3ugcitfinG3 gaSaimtiwtfigtglwfitgiRaRtanasM^iuMfinuaiR}
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*u u i  in  m  i j  <a v tu»> » v

MymumSn.timntiminiuimmnjtuI sattnoiunnarnwHiSti titunsjnj

nfujtsHmfawius sausSfisSusyis ygiumnmBanamjHRfgjsfisim
I

i  giaiitsrrijutnfiuijim
r »  »  «u L i  i n  u i  -n»

tuWtnsmiswHGWGmmsIifrmcuisi i
v  n

(Coaching is a method of employee development that closely 
resembles on-the-job training. Typically, a skilled and experienced 
employee, usually of high-ranking status within the organization, is 
assigned to develop or train a junior employee with lesser skills 
and abilities. A coach may help identify career paths, help define 
career goals and objectives, explain the organization’s culture and 
established norms, or simply share expertise for skills 
development. Immediate and ongoing feedback is provided. A 
popular form o f coaching is known as mentoring.)

Hmtihm^GHmnt^HnuiutptitdWHiSQtunummiuitgnsttinwtu sb 

mRGRgntJinmmsmjdm^jygcunfattHGtnsmmpntuutui^RtimSn sb

mSfiRHlGttiJimtdtutnscunnjirtiJpru *i fmusthnbsnmttfitinjHmrmm
n  v* e c u  *>» U  | n  c*

V

tu^tiffitirayRffifi23j^wnfuj&5mwrmus§jtnss3'rasuifu t  ymtuisi 

s a  HnssmfnntuisiiTiHtfQstrissfGtimuHiJHn/i stifunffnuGtn t• = * 1 1  Li XI >* V  •=*

(A. mentor is usually a manager with political savvy and an interest 
in helping employees achieve both career goals and the objectives 
o f  the organization. Many corporations are recognizing the benefits 
o f  establishing formal mentoring programs. Some companies are 
providing mentors to help new employees rapidly enter the 
corporate culture. A mentor and protege are often matched on the 
basis of backgrounds and interests.)

tuSsTStnRR-HnHaiRf^stRbfnbttitnsHmtuisitg tcmn-Hfmnfinp 

tinHiRHmtuisiyiR u  mslfriffomw** «=* c* ^  <=» M a  L>_* »
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ttirm-Hfimtfim i Hmnnsinim{ps{nftnss[SfiiHfiiJEJirattimcufricitfi 

wicnim t[ms?[irm-Hnmt3nffiasg1t3tijgmfigsatuiuHisfiniM8i3 tnscy 

utjRnaMHSfnmumss ssItncm&uficuGH h ih  atframdalarrutGI «  n o  to

mRunrnnufjfnBgiiJfinmsmafnnSfiitiinEn *i tjtsrtifttiinaaftfncu-U e n  i V c« | n U i  v

mituimnmicimtgflcmglHR *1 Hmnamatifirimmfi-HmSramitncmsfi«• m  «  n  c« n

najitcicmSmilantu faiuM^ntinjimfiitfinR-Hn atitiniafHafmfiJstjiR 

nnngingtaaarrimiuisunjTtcu aa^mMHfif^ja *i fmttBMtlrfaHmcinai 

mGt^mj^attiTiRuiRmiJitijfringiEtfujRamngitiafrii aa R im nfgja 

mSci *1
- (I f  you are not assigned a mentor, you should attempt to find one 

either within your organization or within your profession. A 
mentor is often selected on the basis o f being a kindred soul. You 
can best achieve the close rapport necessary in this relationship 
when the ethics, values, and operating style o f  both participants 
mesh. A foundation o f  mutual respect must exist. A mentor will 
listen to you empathetically, suspend judgm ent, probe for your 
concerns, and offer specific suggestions regarding training and 
development opportunities. The selection o f  a mentor can be a wise 
investment in career planning and development.)

-  mimsHRttmmHajHatftmitGutnxinsristglHStmstg m afifnatitn<=* «o r> i i n  v

M[H0j!|jMiu8RiatuJtfiQamuitjifiJ amG^jrnnijaM^RfnstRtiitatRJ01 

tuirafigabtftmGSGSitja-im atifmtirawjmn-HnggroafGamufmHfifi
o ' U  -V> «=* «=* XI V

da *1 ^uat^tipaCTatnm BH EtiG jim m tofm m tjagiaw puftTiSs ati

wniiuRCun ttfwcnanmidcugjafgmRgaiJttiEUHiaEURtuKfji "rrung$"

trnnas i
(While having a mentor is not a requisite to getting ahead, it can 
make adjustment to the company swifter and the learning curve 
easier -  and it makes it more likely that your skills and 
accomplishments will be noticed. Many companies have begun to
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realize the benefits to both the company and the employee by 
providing this “nurturing” relationship.)

What is counseling?

- nt3fijiu3tjit{ps msLURjitftmgms«HtUiSw^ftns?LUL£nMi3Hjtimi3fii

ufitufi ntim niJisTfiriti5tjiH tiiurrnt£3m usm cut3[urniH Sf£ism ittm uMI  n  c»  u  u  _ i n  |  n

nmR i ufmsitnssfnGtjiutrmiifijsa umnnsstimitni t ucrmufj
u  i n  i n  «  u  m  ^  inv

ygwfimtjStam^uissfrogdwmilJintinJHiSRtinfTin smntrituiRh

nLHmdnjHsmtsggcutufitns i ygffimnsHfRHist{ps MrocStnami

CTRGstdnjsmg^j^tJSQtimtiJtpRtjitipaciiisStmi *1
(In most organizations, counseling is a technique used to assist 
employees with problems affecting performance on the job. These 
problems may be personal or work-related. Employee problems 
may result in unacceptable quality and quantity o f work, 
absenteeism, and low morale, which cost companies millions of 
dollars.)

- jftiHnuBHtDtarotnBitnjnHtBlfjmMjftnl Manage . gmtmJffiifwuris 

Lin Grensing tjisljjtlatii mHim:iTiiMnjiRtjfui:ttiniuiiHtnsiRStit}R 

tnam m riiji 1 8 . 7 %  ta H a w n fim 'Jtiis ia H M ta lm tH ln itsn m sn u cm H S
ui m  i O -o Li in

TUTRRttjRMsmntifGRtihftufntstifnfiJHtD c tUnjiHtnsmantimTMM
L *  L »  c *  | n j  D  u  VI f  U n

rniRatufniHiafjmGtifGRsib aa inljTHisumirimimBtmfGatititSn 

RbRsjhtcmjtjiuGjuufiHmts i SsLRmRGH^imgtdnjmmnsRgntu

tsiuninsfiy tRrfjtinugiuMHSMjgilngs RmBtnafignfutgfuniysMj

tunjtnsgmRgsi3tjiHmnRtRdhtuj *1 tTirrunnomfiJ urmmijShHS
u o in

mnnBBtimnHS{ptfmnmHm tfiniRipaiaMisiriiiuitausasRtJifnnHS
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uttfitnfnnHStsjiw

(In an article published in Manage, Lin Grensing reports on a six- 
year study that found 18.7 percent o f all adults in the United States 
suffer from at least one mental health disorder (which can include 
anything from anxiety to depression to more disabling problems) 
during an average six-month period. Not only can problems o f  this 
nature affect an individual’s performance, but the behavior o f  these 
individuals affects employees who are in contact with them. Of 
course, the problem may not be related to any “disorder” , but 
rather to such situations as personality conflict, being overwhelmed 
by the job , or uncertainty engendered by company changes.)

- TuwstuuarigihtssHsmftnatthsTwitiJtditiJtTitiJTfdnjtmsts tsismufU in  U l  u  U  U b y

STtnsHsnEtHsnHnrann i  HmufinmGtjiHmKmeiti UHmticusgcum!
j J  C l  c « I j O  c *  O  v J  e * L » L l M e *  VI

utmsutunmtjmmuEummGmnfrisTfmraunnraMHSwitjitres in  n  m  u  in i O  bi
(If the problems are not easily resolved, the intervention o f a 
counselor may be needed. A counselor may be a supervisor or a 
trained professional capable of dealing with a wide variety of 
employee problems.)

- tntutdtuHn{unjintihnriunTi

tsis *1 jjtingjmnnmj

WHifja[unji^utiJst3ijgtBn tRmmi5{pftnGfm|Mi5RjiHW^aQa3UG 

: pnjutnuucm mmautnu unm ahmiwuimiiufifni i
C l  t »  C l  O  L »  C l

(Once a counselor identifies the problem and documents the 
specifics to be addressed, a counseling session may be scheduled. 
During the counseling interview with the employee, any o f  the 
three basic types o f counseling methods may be used -  directive, 
nondirective, or cooperative.)
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Basic types of counseling methods

-  : HRgnjfpnps^unutmiuEjtiRtiJHiM

TRfHsrmR^nRutBmnmiHn/i RnjimflsRuwRHRin sa flcuSums
U u  i  m  J J  u )  n  v  *+

nmtinjtgftS *1
(Directive counseling: The counselor listens to the individual’s 

problem, allows emotional release, determines an action plan, 
and advises the person on what needs to be done.)

-  migwiSnjniJimHa^fumiugiuuqTi : giHgiigjHSMjtticuggnjfn: 

TUfinissGrom^Tmstfiwnmgrb i mHim tram sM ti& ftm icm u

itJiraratU tiH lIH tuiH RSU ntil (Reflective listening) H R {5 fiJ lsa g 8  

umianmiHnfi sa rn tn tD rn tc m y ig ju H n ^ jn fn f^ n i ttfitij§jciRtR  

RtuiRucmttJituifJi tnSRusnjnsTfirim sattBftJUfiJtflsmjfLjntJfnn
i n  n  u  u  v*

ttifUftfHJHJHtU *1

(Nondirective counseling: Requires the individual being 
counseled to participate more actively. Through a technique 
known as reflective listening, the counselor will m irror feelings 
and statements back to the person and allow the person to freely 
define the problem, develop solutions, and choose an 
appropriate plan o f  action.)

-  fnifltutnfjjnairamncM tJitpnoRmi : lE ^ fw iB tfltjim jsfisy ja ttp a  

, njitinHttkjttftsffmmumiHm i fnasiacutwaifl saiflisyinra 

ucmmsi i iSifimmi tssHitiRamtinfinjtfBstuttijftnnRHiSRisflifjtn
in  u  tu  c i

tarrani sausntftriRSRitsflfmslHR satGRiimmcB^SfaiTMtuCUe% «” " L"
tnstM isja i  HRtflcumsunp[Ritns}tiasRtiilam5RRfut(uris[£trira

natpitu itSajmastksJtiR saRmyfliGRHtmssaaaflatfli t
U

(Cooperative counseling: This method is mutual problem-solving 
effort. Both parties explore and solve the issues. This process
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may be more time consuming because o f the sharing o f  ideas 
and experiences and the evaluation o f  suggested approaches. 
The person with the problem is expected to develop the ultimate 
solution to increase ownership and commitment.)

- HnfRuraaHaiGssmt3B?ttri miraRmftitsRHmiSntnRHffiRtiBmmgs'mC« U  u  v  V  L i O c f t u  U  c *  *VJ1

ssmfmusfi5}shtfsfi5j tt3tugiHmi§tHi3MnuRQi9tjiHfi2nm *i nmti
I  I  O  { J  u  V

BlatnaHRranntificumScuBmtTt^TsgtusHffif i  ufiRtsstknmsTftJUD
C* U \J 1 FI «J II I Uu I Li

tdwmmjithTHfinms HmSfi9mRwnsfnHlGtinjSatut3njuRCun i
Some supervisors find counseling a difficult part o f the human 
relations skills required in leadership positions. They prefer to  have 
professional staff counselor take the responsibility. An alternative 
solution would be to make a referral o f  the employee to  an 
employee assistance program.

What are employee assistance programs?
- RHJGtsrat5sffiS(mjRnifi(EAPs) mjinHlGdfmntimnjumsjtitBtytim

F I  W I  F )  W  U

ticraRcijRRtimrttfmfmmsJumitiicijsstiGtfi mmtinnutnsGSGi mi1 n  «* L» u  w  t u  v  v  ^I u

sgtoiviMcnGdfGGGSGi miHistTHfiJtTGS mfimsRiJRtiTRfini uurm
U u  ( l  ( /  v  L i F I L i e»  L iu  m  in

tifGmu[utG§mimcut3cufrimsfftamitnimMnRtR s a /u  isiadtum nfii
m  n  ^  y  1 F I  u

tsIrarjrm iR  t  u m ^ri§ ag ia iss iR a iR u a9 jm g sfm am g tan jH S fii|j 

tnatalm atiiG m i tiGtfiRuifJHfRHig miHRtGmttuR tiEumrma'mGs
c u  V  I  F l  O’ «u l

UHHHRmnnafniSitiriimifamirLURm&itiiwigmfi *t tfigigl
I

ucirigimsi(Rf^3n[iasi5uituHn{Rti[fiamH9 i  tslftfrastjujas h r r̂u 

[RR^RfGis^GiamiafiRm?) i  EmuaHmGsstsjn tmEURinoifSeunM 

tMbiRafBatutjifJtnRHatcinjufTmaisoimnjutumivnmjfanRtR uhhI
«> V ti v  | in

Hainnj[Rft5i3fjRituii5tTiiEJiaiHRiHmimitiiHtiim t t3aRicuH{m
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g tu tf is tsm n m tu n ti^ u stS S jH isu n p sim ss  tuitmydwfitftucmiilfu 

tfiatgjbfifitiiJUfU5i t
(Employee assistance programs (EAPs) are formal programs 
designed to aid employees with personal problems, such as 
substance abuse, serious depression, overwhelming stress, family 
tensions, or psychological problems, that affect their job 
performance and/or disrupt their lives. These personal problems 
often result in undesirable behaviors at work, such as absences, 
errors, tardiness, decreased productivity, accidents, or an inability 
to operate equipment safely. Problems are generally identified by 
the immediate supervisor. In some companies the supervisor is 
expected to take immediate action. In most companies, employees 
have the option o f seeking confidential help before a problem 
affects their jobs or is even noticed by coworkers. Sometimes the 
rate or type o f change in a company creates the problems, and 
stress is a growing issue.)

iinrntnm§Husmcu6tufriJtTinuMnfitR i  tfiGum HmmfrfmTfifgiHSiJ
U1 n  XI • *  a  U  U  Lry

^jtnsiGtinfimunriRnffjtirrag

tnmtm §nGmn5 fin3 raufirafiMnmrintignn»miHsffimttro sasuns- o n  U ^  b  O  i n  n  i ■=» i n

tglSnjRGjftHtrnttitjiHtnuRronMfitncu iftinfaiHimSfrutRCUHimi 

Hsfgsmj&n i  {UMsramttnsumsti&uBiitjisfssHstRfCTsmntmriH 

fncuficuimstsis HntRUffiasatJtuSiUfiSngiatsissfRHlGtjtufistiiutij 

tfgcun t^tutdjrnitrinsstglgjHniunjittlnjtrisfim ni Btituniui:M«jg 

incmnim i*V> \>

(Most companies have specific guidelines for handling situations 
where employees’ problems have started to affect their work. The 
supervisor is usually required to document incidences of 
unsatisfactory behavior or performance, counsel the employee on 
performance expectations, and reach an agreement with the 
employee on a specific time for improvement of performance. If 
appreciable improvement is not shown within the tim e limit, a
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supervisor is expected to refer the employee to the EAP for 
assignment to a qualified professional counselor.)

HstjiuotumMiwnfistii ytRJnistitufiamttfttuattiritjRtaists h r{urji 

!E3cu9gcumitRa{iitJtmssh!titijHaMifjafii3t[imsijiritii tutytimuCUUR- 

ffiRRtiRintte[fmmuciritfifusstais i  tinriHntjtjitrcrnntiS^cifrimtfi-
• « 1/1 i

fimtn ucrrnriimfg mmctnnucriagagj ucrnnfnnSi^nnHitii m ra m  

n^nRHitutnfjfjn um RtiRinpjtfiBRnjjm m fitiR i?tni atiSIfi u 

R ijnraftsIfnH m tinm ajsianfritScutBl^niss iLiu O I m  ojw
(Whether an employee seeks help or is referred by an employer, 
the counselor to who he or she is assigned will recommend 
whatever treatment is required to aid the employee in coping with 
personal problems. The problem may be marital strife, financial 
troubles, substance abuse, parenting problems, care for aging 
parents, difficulty balancing life and work, or adjusting to foreign 
surroundings.)

ufiSns^TRfsgtuhisfnitriBinfnnfdHiR taltnrottiroumummsBnnsII n  Liu u «/ i ei v

RianHlGtirotJatnticiftjmuR i  RamnafnmraaufiR uEEumnuttSmSu*• n  u l p i <=J Li i i pi pi

Tfmraucrri tt/itiJRimsfRSRiJiJifmwnRSRtnsimmngTa i  tiiRiinnu  in I o  u Li vJ

wriM RHlGsiatssgscutiisttjiRStHtihama ttftmw'inrmH?Gtinjt5amu . o j  -* n  v

tjCijuRtuRtastnaiRatgratihasia takeuttRTRUTRHtiiamSfRHG'Jsiti1 n  v J  o j  *  L i  L i  | 1 '

h ratalfrum n tuiuuBuiatssRntitfidtuaffismtasSEihjRiSRmEasB ti* i n  v u I n  «i
I  VI

(Employees are guaranteed confidentiality when entering an 
employee assistance program. In most cases, the employee begins 
to handle the problem and job performance improves. In fact, these 
programs have been so successful that EAJPs have virtually 
exploded, with almost every major U.S. corporation now offering 
assistance to its employees.)

mnmruMRRtitdami mftndnjmitunGngnuintsitcuttiRGnfinfw uLi *~v. c* Ln j  n  n  i «« n  I n  ni

mtHtin^jtjistfpayGRUtijRORSRtnRGtmsRijHaiRa stjGtcnsnfiHiats
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jjiiinimrimtmss i  rinsariSfijsisutjnfj^uLfiULnamitmLuttinu 

iEJim{UM9fnnRfnn{tnfiui}itji tuWultinrnM5sitinj(uttiiitjS!3[umnfi 

ttutStunnatG saggcutums? tL» ) V

(Any planned change must give as much attention to the emotional 
or psychological dimensions as to the practical and informational 
aspects of the change process. The most important condition for 
effective change management is the certainty that the climate is 
conducive to the change being introduced, implemented, and 
accepted.)

*  6gi5sgasse*3
Sum m ary
- fnnmmhthtunstinHnjijisfdTyiurifinrnjiJiJsitnfuutiuistsg i mntt

U  e  B  V  n  U  u  W C 4I

wRfRjg 21 tiaiui i

tHuRB Ignfinffa sa  uscnlgn Rtiitimmugiiracu tumdatsm?
C3 1* t J  t t  U  U  V

t r u t r h  s a f r u a i js s a a ^ if i j  i  m u n m M sitc itu H sif im tiM w iu sR m H T R iu  U  as o  Uu

CTssiRgntjifiifniLURRiuttjaSsiaHtu. tjimnRGtyaaitiRmGRlgjitihfci

§iam aa tmnnnHg1tfrajmn{Btm{mjcu aaRinaacjiMtiRMtiaitli t

idimfiRitRRiimitpansHisfriintjiRatijyRiuR MitjatRJtmtupwaf 

5ainiRaRiig3iRgsasfiaH3M]saH3fiu t8HjwyjuMjjarat3mRir(Ritu 

iScutfujiGgiagpra t
(Change is a basic condition o f today’s work world. Changes will 
continue to be a way of life as we move into the twenty-first 
century. Areas experiencing rapid change include the economy, 
science and technology, the general work force, management 
styles, and work itself. The organizational environment of the 
future can be described as intensely competitive, technologically 
advanced, and filled with turbulence and uncertainty. Because
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change can be difficult for employees, organizations must use 
sound human relations skills to facilitate necessary changes.)

midtuHSfiriMSfaTHiumnmTmGniHnnHmGttisfrijflmfTi mntimttru
Cl I  U  L j \ 5  C( t /  - O B J

mww c eo  l a  m m RpRURRtlRs&ntijm gjR *i tgisahtjummtiim 

mjtmujtjiGHfn[RftnstGtgjastatiiHfiiEitjtfiaR[HRsra sa  R(SRRturiEu

tiattii i  iGEtfipGiamfnfTil iGmrMGcmH la  iGfmTfmtiiHiunGL° v u *
{RftjistRttupfijtlH jtGm nm tu i ?GfiTi|f\3tt3cijmltjLiHtjiatRRafnitG

ntemitmTuimria iG&nTwujgfinTftJ iGfmTMlfnRntnafmau larng-*-* u Ln i ca L*"1 *u 103
fmjMHnf^jsRTiusidjaojgjfitjitpSyGtji mitGtjtLHMfRmnujtMmtjfi 

(benchmark) RiiRMtfmatgjaln] (redesign) la  Ri.imfiRigJtfini

(reengineering) *1
(Recommendations for change originate from professional 
planners, special task forces, CEOs, and other top-level executives. 
However, the change is usually carried out by mid-level and first- 
line managers. Unilateral, participative, and delegated methods are 
used in effecting change. The most common methods of planning 
for change include strategic planning, force field analysis, and 
various organizational development strategies such as 
benchmarking, redesign, and reengineering.)
HfutmRRtiRirlgiMfimglstiRinmrtnHtns RimmsiGnHtutuHSGiSutJV | c* U U W ^

RiifimsiGnRirRmuijHiuriG RiiRtuEnnlRiitnRuStfduRG Ititistnsticij
r u  cjj w

(m antis i  titmslHaimtiwmRnslii3!njisRinRt(tifHHi3 RUfttuRtH 

MismcisisficmjGujs RiifiajniHftnsRinsiinnjHmRn RiiutSRtit(HW 

Rin(Sfi3nfiJUjRtis(5M[imHUj mitGrrmns(u rmfiaiRtH lbm itR i(ti

[RMStUGiciG llGfinjCd HtUGSSmGHSfRGlSJuHjgtjgtljGSmiRIlfigiM 

laR iitR i(u  t  IsiniRtimsutuisunjnni I tiju n ji [Rftnsmt(5pwu3Hj
I •

tiaiutuHsq]RhRintiii(fmmuciriHstiiRtmRttituu[uncuHnnRiitRt(u *i
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m jutuiiuiuTicu s ijm jL U f iji

fiLHRHRtiiui i  m itpnjiRt^lGfaiiM namitirasnjuRcumtJis^f15111!]1

^ciiBSitjCumGiG^josmfutjturniHBfRsmjiJinufanmti *t iGetfiffjHunj 

w tnsm HntifnnunntnsaGtji ISfinrauvnuunn iGfinTHHSuinutmn-o a  U \J v  L.r> n  e-> n  o

sti iGfintMwuiTUGuBmj i  nHlStjrofismScuuGCURRijinHlSdJfn!
|__n Ij  n  r »  t i  i c i  v* oj

tututioj^juRffin tu^timit^stfiRm0cmtuR5fnGtG9jRistj[UusmfUutu 

RlIiJlTM SfRSR'livTUnjfjciRtR 1
I  n  v

(Reasons for resistance to change include a fear of the unknown, a 
fear o f  power loss, a fear of economic loss, and a conflict of 
interest. The steps involved in the change process include a present 
state assessment, a future state assessment, generation of 
alternatives, selection o f  one alternative, implementation, 
evaluation, and modification, if  required. Several methods of 
overcoming resistance to change may be applied. Coaching and 
counseling skills are used to help individuals cope with 
uncertainties of change. Coaching and mentoring are methods of 
developing employees to their maximum potential. Counseling is a 
method o f assisting employees with personal problems affecting 
their performance. The most common methods of counseling are 
directive, nondirective and cooperative. Employee assistance 
programs are formal programs provided to help employees with 
their personal problems that may be affecting their performance.)

X X
X
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m s n g f l f a n

Ethics at Work: Your Attitude and Responsibilities

"Hfiscmntmss howcijeS §LmsmuhtbbdigtSsibg]itii[uritutuHnLU{nfi 

HismmtuifiJtLfritiitnfupifig unw g?SpifatrmMcuGHRfligtSmaspm 

[uniEjWHRTurnBHismfHti/iHsnjusiurirafnfi"
c* u  U  n  h d. b u n

f ran ft named uiuStsrhi i i

“So far, about morals, I know only that what is moral is what you feel 
good after and what is immoral is you feel bad after.”

Ernest Hemingway

-rsIntimunmrurimrumnnmrntuuGura wmrwsfnwafiruurnmnumtf
c t  I A  § J  c *  « -v« L/
t  t

ntnsrm&tir tirmiimimsntimrimfijdtimivcuGBhfilwivgmfartfji} 

ttirrgu ? mmrmsmiBnncuuHimfirmidjtiGtrnsHtftiJ smmnmnfnitmn
M «v> Li «*• V 1 at «=* —

JUftitffiuI9Cj&fUB ? (Is feeling good or bad “a fte r” enough a guide to
ethical behavior in today’s global environment? How do your feelings 
o f  what is good or bad differ from  those others? )
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*  gg6ggfga56Srig36SgSS8 
W hat is E th ics?

- mitutffiHtfsaiammtttiGntjitjjaritutd

ntnmmHjtif HHa^f heb h h i^ r HuinutuitiiMCUGH sa HTtjifJGifi
V  t»

S cugh i  rnfMtJGGt3tjituntiiiufijit5tittiGts1mHmnitJj[uitSaggtutiis 

tntinJannti i  tsInSuinjumnsmfWHQims itBtitjumgssfwiafncisa*=J u  L« t>

Gfrri3stdcijfitnrisi3tEJi5ffiiimtt}itnfiriififnMRfirinititaGss i  (We are
faced with decisions every day that require drawing on our sense o f 
what is right or wrong, good or bad, ethical or unethical. We make 
the ultimate choice from a set o f values instilled early in life. The 
process o f  deciding can be accomplished by many factors, so that 
we often find ourselves facing difficult situations with questions 
not easily answered.)

- mnjftl &5£5S5§ tumHfGmS[numtumutUttliri§ American Heritage 

Dictionary HlSStftth" fmfinjlHntUntinrStsixsSfUGH (moral) 

HntSuMWtUGStjinnnRmm t3ty{umstftnRhrnn5gmngshtjiutiJSt3 

HRdtg u  HiasmHjihtgjRtji^Rimmtumin/iScuGSumnj *i ’ stintu 

^jfiiiHmtjiatastgltgjfi wnjGHRftimJwnjiHnmdfUHSfdjtriRgRtjifiJ 

{RH{nf ati m \p n  *i StuGH ginghHaipmRtglaafnnuhtGRSMgif u 

njHiffimnnmstg msm^timjrarciRsfmsjEmnHTfif cu u ruin t  turn
h u  i n n  l n u  U  U  n v  ^  u  U  h  m  Li u

XJ

mtuHnHtjiSwGH ttHtJmitucusfcTmTHtuGss^tutnagmngstjatJmnT
U  tl  ( J  U  u  d

O) o
WCUGH *1 (Ethic, as defined by the American Heritage Dictionary,
is "the study o f the general nature of morals and of the specific 
moral choices to be made by individuals in their relationships with 
others; a set o f moral principles or values. M ore simply stated, 
ethics is the study of what is good and right for people. Ethics 
involves not only telling right from wrong and good from evil, but 
doing what is right, good, and proper. To understand ethics, we 
must explore a few related terms.)
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mnjumt^njtjitQm^singttsbmRjwnjGStmsS snft&selfei tticutns 

stn^t^m jm fnstihl38iu3ssfTRHm m Him ig i mtncuutiUTStss mj
u  O  t> V  Li U  f j c *V I

tnRufiRinwGlfitnaRimgltftumifjsiawnmjRsuiriRS atifanuffitirrag
1 n i  i n  i n  «*

fminndcutnsutJ^THissfqmBtuiRHUiGss tStatmtisatnjRHjRHR

rifnnnsslicifmrmtxiRaiSRmss t  mRTHffituCUBiagmRgaatihaBR&jR
U  U  C l  I I  u  U  C%

.  o  ^  «  C »  o b  o ' s  C »  . c* _

tjIHtnsamRIMtUGHtms R 85SSZ5 1 RtfU RtfUR'ICUR'WU] UgtflS U
U  u  R  M

Rtuifiin iutuiffitJRRfiiHiajuJtintjS u Gtitna i tfiRGjiwtjitftastglsgjR 

mcuRtjifiiatHnHSH htrJ hcu hhitrr HtdcmnGggnjtuRtna i a
U c ^ l  U  • / H C '  u  o'  tlV

HiuCUHainGggtiJtiJRtjia i tfs^giaiaisGimtlHiRRs^aialRa^tmunj 

tmtiRtiacuRnnw itRffimcmuMtt5aTaafRgnEutihasianTfi£tfiJ hrrr
i v  v o  r o  n  n

wiraai emcuinfa aa  ranatfrntiritiJ t  RtcutjiRRiRtinriafRiiramR
U  Li  c»  U * r  x J  n  v  b u n

rafjttSatalnaM iafnnsi I (One term frequently linked with 
1

ethics is integrity, which is the strict adherence to a code of 
behavior. The lake o f integrity has become a critical issue in 
individual and business behavior today, causing some o f  the very 
incidents discussed later in this chapter. Another term closely 
related to ethic is values. Values are principles, standards, or 
qualities you consider worthwhile or desirable. More specifically, 
your values are your beliefs about what is right or wrong, good or 
bad, and acceptable or unacceptable. These beliefs develop during 
your formative years and are heavily influenced by your family, 
friends, religion, schools, and the media. Values determine how 
we will behave in certain situations.)
tsinbfiJbmdcuMunumufattSb RtWHiafnn{U[um3ibts1enufdhHm

i u

fmstt3cmt5i3ifjis1 *1 tslRtiai I s j ia n a  Josephon tnsmtitsR

tB^tgR1IRaRt^?R(RHttj}43')Rl?nSRirtIJ(U[MUyGR1tuimg HREUEUtfl 

JHHtU *1 (UGISLRHGSS m0 ^ ^ tiw a™LRU(ftJ91UfRn:SSlRafijaH 

tnaffifij(nHGtfnsmcuGa3& aatnssujRiuifi^jtglGjiutjiHcuSiaRam}
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tSfniwntsGfi i  ~ M sw isiti^tstTiRgunan:" iH tnsfnnsnG fitns m i•r o  e  v i  n

tm sn fn iss fu sw ifif  m ric S  rrum ncfisncJin m n tiin c iJ S u  t  n r r l n m r o
v I u l n  n i r  u

X '

jm s§ ] $ m  tfrs] mimra

m a n w r i G  *1 cm mcmufiyt5titwb t s n i H n m y i w r T U T n n m f i h m b m m s
1» 0 - 0  Li Li n

HnutgsbtsitnmtuCuttSbtSrniwnGSRritulg *1 f3tuGHi59jtt3t3|U|ng

tgi?flH|UnSRtC15JUWttI5x3 *1 (Values vary widely in our diverse
society. In 1992 the Josephon Institute set out to determine whether 
a diverse group could agree on common core values. The 30 
leaders they brought together from all walks of life agreed upon six 
values that make up the ground rules for decision making. These 
"Six Pillars of Character" are trustworthiness, respect, 
responsibility, fairness, caring, citizenship. Along with these 
common values, each o f us will have other things we value, as 
well, such as family, specific beliefs, honor, duty, etc. We 
demonstrate our values by how we interact with others and make 
decision in our daily lives. Ethics brings our value systems into 
play.)

M fUGHHSfFHtm iiumfuwuRwm RTOuurm g m sfim ftu rm m w firiu s
L» in 1 n  a  1 nn i n  in ^

t i a t u f  *i ttStimGmm?fJumiHEUGHts1nafmustnsiimjitiss1fnstJCtfn9t» J  in  “  ^  w

mtJHWtsIntitfimufihmiJ i  fujCHmwMTOSHisfignwtLrlSwrmfinG

G m U H S tt in B m tJ f t iH T O S  H R tk jS  S it ftflG U tU K tiS  1 ( E t h i c s  i s  n o t  o n ly

an individual issue but an organizational issue. We cannot avoid 
ethical issues in business any more than we can in other areas of 
our lives. Corporate culture influences decisions that affect not 
only the organization's employees, but customers and the public 
general.)
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9 . um fjrraw tm : talfitimRfijaH ucrafim ^tithm sftfiuswsia5)raw  

MbH i  ggitm rui tH m fuinnsG sitnjsafnjM cm uH R  tu c u fa c ib la s sO C* c* Ll CUU

jufj{ntgfaGSRHtiisfiitiigtStfifHcuGHtuimg? tRtjirru[HHyiffnHMCu-
I V V

Gtntim tg SuniM UiiyfriiHlntifaitia: tft{mgM HSi{msm|fitinj[mgfij 

gs s[m:tdmmmmfiMgHgwns1gimsiRmnstgTUtjigtg1 ?©* i  O  v J v

1. Societal issues: At the societal level questions deal with the basic 
institutions in a society. For example, are Chinese Communists 
ethically correct, when they imprison or kill those who disagree 
with them? Is it ethical for the US government to confer "Most 
Favored Nation" trade status on China, when human rights 
violations are common?

to. unnw nuT R um nns: urn iranuT R H m nnsm nstitg lshrn jm T nfiatiin u  o' in Li o> Li Li n

mnGgmngsbwHiHriftamatimtsInaGtmHattintjR HRtimii! HRttes
Mf u  «  c« c t c« n  ni

tnfjfnR uia aaH Rm rm aSsgjgfR   ̂ gititasHiTftjmtglam mram jfljkueut* l «=• c* U  Li

HiSinHuGtii tRiRHiiiamamritiRGutun namftjaiSnSaatuHRBtjaHfi*• «  Li j  o  u  I fUl c« tl

nfnsijin^famancutatiiuRtjCuiufjsa ?u  c* n  i aj«u

2. Stakeholders' issues: Stakeholders' issues pertain to appropriate 
treatment o f  and relationships with employees, suppliers, 
customers, shareholders, bondholders, and others. They deal with 
business policy, such as how much obligation a company has to 
notify its customers about the potential dangers o f  its products.

m.ucmQtm§tmmstojitntii8ihnhhJiua: ucmtastnriHiatsjmalGtmsgain

sahjfihfmuaahuRi5nmut4iaijimuhJfi*i qoitninn timfrienniauintnuji n  U c« • v

tdw m nnatgistiwgjuwatanBn sHJtmjjfcs tralfnnnfcmroimniHfi
i

mJGCUJHiuwamnBn a b u h h s  i
V  11 O

3. Internal policy issues: Questions o f internal policy pertain to the 
relationship between a company and its employees at all levels.

Levels of Ethical Issues
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Examples are policies dealing with employee rights, due process, 
free speech, employee participation, and others.

d. unjiwnmjncu: i  unri

t9slfatJ?mMSiw3'ism : tnitn^HisftgiSSnrurawHnStQt^TmaritjS
1 - v J i i  d  d U b  <=* Li

rotittStitfirots ? tRmtstt5i3ttjjfafit3mn5dQts§ij]s!t3img ?
4. Personal issues: Personal issues are the day-to-day questions that 

occur in every organization. They revolve around two basic 
questions: Do we have the right to treat other people as means to 
our ends? Can we avoid doing so?

- tsImstitSmi wtuGHmns t̂glshgnjiutjiHtuthsIsunTigihusmngibw * ' v  c* tn  ti

itu t  i^tufirinwitfi{pmfifU5fcinuficuHinotGH5tg1mH9ctriumfij3s
XJ

tiatS8tBtg9jfriiMnGGR[fifijiatGsgja{unmtjifiiMtuGH tdtei{RfRRRi

^jtnsuR utusatG tnsfnnujiM jt^am cniQ tinusiaisii’t enema w iam n 

mSinHmi^jyRtufinnLumatiiRgtinuGtiJ tufusw ngtm uiufjgaM nu 

^ssiatyri *1 qgitnmn fijiuaHtiiHiGmaRtJiGjiumiHitjiHHaSjHis 
fnjggcuHifimmnHRtjRtiS stuiaanntSatnafniHtinfiimiggnjmcunoiu f i  n  ^  \ j

tUUtSSUSmSHSWghlfiJls 1 (At work, ethics concerns the ground
rules on all four of these levels. Because most of our personal 
ground rules are already in place, making ethical decisions requires 
us to be critical of our own ground rules and to improve them. 
Occasionally situation in business result in applying a set o f  
ground rules different from personal life. For instance, an 
organization may set ground rules that prohibit accepting gift from 
vendors while you may feel that accepting the gift would not 
violate your personal standards.)

- tmsirjtawianingiffliungstgjR taniwf9jit3tiigmitati!tsRgfgt8fanj 

uisfltuGH sti giStdtu[pifatnnStuGu ? lyHusim ^m sscincifim Hn

ati ?utu{tnwtnnSfiiGHmwyRtu ati gmg
fTIJtSint3hTlUSHtU *1 (W hat other common situations involve

1
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making the distinction between ethical and unethical actions? The 
following box describes some possible unethical behavior in 
personal and business settings.)

tlfitUl n

mGGtubtsItncumsTb u tSkimU b  v l M  f i

SQnjffinsfrruwnwjHnmacustHti
M V  •=•

Hstnstg

msusnsiffirniRGMEuu «U Ll v

R|fifits?gRGfmifj8saaw u  i n  «uV

iR jig R m fjim  aa cimiRimtiim 

SMGJIU

hnrmGntiGntimsGuaG«J n n

Mills

- BnjtingJSnqjsl
V

- sgtuaiRmtuntunHRiTmGU c« U

utniiPI

- msfL)?GiasGRii sa Gtimra
O J

- tumthtitgrm tsltgfnmu 
tfiniss
*  oj

u

- t[upifj£i3fn!:rafGfiTmstBtu 

[utuntjafitusa

- GiRmRMnnnifiniuntmnfvria

Personal

- Cheating in the exam / test
- Accepting credit for favors not 
performed

- Cheating on income tax reports
- Betraying personal confidences
- Keeping unauthorized 

materials/ monies
- Violating minor traffic rules

Business

- Copying computer software
Accepting gifts from 

subordinates
- Falsifying time/ expense report
- Doing personal business on 
company time
- Betraying personal confidences
- Polluting the environment with 
toxic waste

giSpfiiGiRaawniG§tG|]H3ftyggtut5isu4iRGtcui[jyHR(Uitintia!tjja5 

igjR mauGfflHiyiRmMfiHigGiumanRuiwttiRGgMmnuiRuWRiitrin
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nsui ytjitinsGsitni i  rmSJnHHiBsasswwssinmiuifistlpiGatjynn 

mtuiniseu matuMstftLfiitnamjmmmtiitjiayuinnsHStiMnjGH Etritif- 

nmaisai5tiu|y9safri3UJ3asnGnHtml3G8Gi tgSjmtnfuitafnjtufimw 

fimamJcifiGs aa tnnuaganGnnMcininHRStja saftfiGimmtis t
cj l i n

SmGHRt^ngrtymmfaugCUSbWlUS I (Unethical behaviors may
lead people to financial gain or other benefits, but the 
consequences may range from a guilty conscience to a fine or 
prison term. Corporations may gain sizable market shares and 
higher profit, but, if exposed, may be faced with large fines and 
serious penalties as well as decreased sales, and a loss of 
confidence form customers and the general public. Ethic is a 
concern for individuals and organizations.)

*  fiM aaa39ft5K ssspft3gg
Social Responsibility

- migscuswTfifmmsMfcH
u  I  I j  n  ^  u  L j  L i  n

v  XJ

t fnfMnGGGrmngtastjimRtmuutjG

mnnaatiurniHffiGsatiGt^mimcumaris wsHicinnn HRtiftun m inw
c*  i n  u  u  u  i i i

s5a ftififnagfim aam aH m insraw futfitja i  fniggnjswrafraw^  cu u  u | U
V

[TiHinaGsmsMaHmGttinsiugftyatlMtaHmRaGtaiHgfiya^Mrau r
> I

gflj}a:lftjuiyncui gM}a:lHtuggci58WLRf a a  gq]8:ls3ajwiG'iiiu]: *i
TJ

(Social responsibility is the obligation we have to make choices or 
decisions that are beneficial to the whole o f  society. These types of 
decisions most common involve issues such as environmental 
pollution, welfare, inflation, discrimination, and homeless and 
hungry people. Corporate social responsibility may be viewed from 
one o f three perspectives- classical, accountability, and public.)

- mnjuSnjtfi ^ugSgm t^G tnam m iifiinfgsw sfij 

plmmstmriM tiHigjm tw m H nm jhntaliM m iin tprim nnm lm pstji
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tMdRGtamtnsHiBjnmatnRmtjmltJnjmgHmaHmtjiatuiamtS} *1 

sM jstltutmsstM tsjtitri wcuGHmHiaflfnnjRGRGthmsRiifjnGGR 

tt/itaiQatuWHSiautjGGmfiRSTRpfiGtmini^jtnatfGa t  hraRmHcu 

tH^Gm^Mtaiti^snajuamScijulwia (uSajuRtuifncisjcuatimrancugR 

H3(Ritn3tfiRRRItgt31s ? (The classical perspective holds that
tl

businesses need not feel respect for social issues and should 
concentrate on being profitable, as an economy based on strong 
businesses best serves society overall. This view suggests that 
ethics should have little influence on decisions and that profit is the 
bottom line. We need only consider the effects this approach could 
have on our environment if no concern were shown for air quality 
or water pollution.)

gwjsrlwmggwsfJLRimasiumsJtitfi fdios(Rftnarmggtu8MyifGtms

Eurramnsa miggfusHpfHmtdcumRGus&fURmtftffilGijanrrmcuiu v u * 41 *S
lalntimitGjmiffiHiufGnmR t gMiartaiRjfSrHiamiairaBtiHriucm 

m um  ati wtfHatiitifMfthmifGUGGmdrorawGiRMfUGHtalRtiutm^  n  u  n  u  e* ini

HmcaadGtji mfGinMnHtjiBriEU RinlfjjHhGtmsrRHfriRRB rsSu u v  I L»j L,r>

StarmSfitnfiJtjnsynfm *1 (The accountability perspective holds
businesses accountable for their actions, with a responsibility to be 
fair and considerate in their business practices. This view requires 
sensitivity to environmental and social issues and prevents 
unethical decisions in such matters as toxic waste disposal and 
discrimination against minorities, women, aged, or handicapped 
workers.)

gs^a:lMmfJiGnicih:djiimu(fiHUiaHiBfnH8iijSintjicu ai3[nHidjiJ9
» 1

tsffi sfjfsrnx?i j  e-J Lj  -» v in vi ’-I v

SjHigmiGcuiHfiTRUfiiRntifnnwnmnaRftnfncistgl'ta3?ti i  mifthniSn
( J  v  u  I j  «  l  u  O

mfsRtgt t̂iRtiimmunflhtSBjtMtiiRLtnRGianfTi tilanpfnntitimm:w * *? ”” V 1 n «
nfiticuusmnjQtmsmiunnjujftJig stifnnm sm xttm g *i (The public
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perspective links businesses with the government and other groups 
to actively solve social and environmental problems. This view 
requires involvement by all parties in improving the general quality 
o f life. Decisions are made with goal o f profit for business but also 
with consideration o f  impact on pollution or unemployment.)

tmtimHSfiyarlMOJS'imsi! StuEHtSintmbMsisgtimiMnGtiR i m
% »

LnHtSsmtpjfisnSrisjrimmwstisri ttfituwinfigaefisisHstns 
mgjtiqumniiyfifinaRjttfEumamnng aa  tScutpjpnG sm im m w sa 

GiGGsiSi m a ? tR^uammfiaqumnriLfinnaRjtftKnmmamwsfi:
V

aaficuuimtutJiHltjtriatjra^rnnuMsatTjiuiumraaitinBRHffiGaa tan:
t-> n i l  VI u

frim m pjm m njuC uum im am iam m alnaw m R H atiayts? rmckni- 

lumsltramaisiasnhss aauainigjttSmfnatRGjiHafsaiRgaalamnj 
HmGaatufutnBtmm âtalsiatBmjtimasi mcu fnmwisyRti aa
wtuGH GraGLfifmfiumGminminmnaftrigmnturamRnatjiHmaafn: 

3gnj8fi3[RfGim8faaH 1 (From any o f these perspectives, ethics
V

play a critical role in the decisions to be made. Should a company 
pollute the air or water because control devices are expensive to 
install and would reduce profit? Should the company install 
expensive pollution devices that may have a negative impact on the 
budget and cause employment layoffs, affecting local 
unemployment problems? Considering these questions makes more 
obvious the relationship of the terms mentioned in the chapter's 
beginning. Values, integrity, and ethics must all be exercised in 
situations involving social responsibility.)

tfiHtusbmssts{ngminfiHmGssmtntuum3mtsbiimtnt98tTisi|§jttSb

sssutfi tmmtinnttiMtaiRhMhHGffittiromaGRmBstiH tnamcu1 «  n  u vv O v . U -»

MmaltcuJStfflmateifijfiH y mtuaymatReitjaiatpstByjnatijntlpffi 
tuCumawGrfnmmi ? tfrmwifLunatyriTipmuGUjattciatm^mgi™ 

stSLmwGinMWGHJBlRtilwffigitiHMmMfiiamgmtnn: a a  mBiny
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URCUH1R9 sia P^ussHffi9LRf[pbt|ua§jtjissiatjiaHsnt!rnf!Gmaa?i 

{aJMHdHtgjRSSStUGHRam?IU{nnraM8a'l (With the obvious
I u

escalation in numbers o f  events in recent years, we are left 
wondering whether we are living in a mindless, valueless society 
on a path o f destruction or whether we are victims of media hype. 
With the media now probing all areas o f society, government, and 
business activities and focusing on negative ethics, individuals and 
organizations have a greater need to improve current ethical 
practice.)

- t{jTinmmftjmCTthhtRmfiJiutnsugmhtSts1nb]pn3tynftjitij wuninn:
i

dstrnnudtitjitiismiiatgidnjmnusGjifdtmfiJgiaHtiJ *i talKinnasgftga: 
mfdnnt^snsunrihsfmjHafitjniLgis sh
ftftfti *1 (Aside from the media keeping the subject in the forefront,
the public seems to have reached the full span of the pendulum 
swings. Public opinion now reflects the sentiment, "We are fed up. 
Let's all play the rules")

-  HSW tH 1R9t^H m SfniM UtiQ fiTU Rm dltIJW CU GH  HnHCUtftSTSfdfiHfnnI O  c* « = » « *  n  U U n

lufiisai HSMimuiutna fJh u i rmnnJi snnu shfitcuuftisss tt/itu
a j  |  O  u  v  n  u  U  cuu «

nmGmbHH[RfmmnutyMUGHnHtjlMClJGH I (At the base o f  these
v  u

activities are human beings placed in positions of making ethical 
decisions. All bring their own set of standards, traditions, rules, 
and values, and all must struggle with deciding what is ethical.)

How Do You Set Ethical S tandard  and Solve Ethical Dilemmas?
- lGrui[tu|TiltnsuiSRt^hi3Hjtiaini3mjfituRtcuHnfifUGmsmifijnGSpi

rowmiti *1 : (Methods
have been developed to assist us in evaluating whether a decision is 
ethical. Five o f  these methods are described below)
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M ethods for Evaluating Ethical Decisions

9.mntM msjm: tnmJMUGGgmwHnwRtsinUtdsnmimsGjimdj u
t

tWGnHSTfimfifnHfififnnj u  tGminsmntdsIs&jfra
n  U  U  - \ a  ^  U  v*t*

m n *1 HnssttStft raMstftmifjnGGfmmHisnjnnj):a  «u U n  u e

UumsistJGjiuijiGstns fnalrnH sm  mifjnGGgtmsR 

tjimsMnGGGuinuJiJimMtuGH i HisHRgsisjnatmtu 

ijimiGt3tuulnniHnTnHHtuGHtRnmsis“Tl3ts1tnnj5Cua
h  i n  %» U  v J

m stspu i
1. Legality: Is your decision within the legal limits? Law

governing situations usually correct some previous 
misjudgment or define the boundaries o f an 
activity. Some people believe that i f  a decision 
complies with the current laws, it will by definition 
be ethically sound. Other people suggest that the 
demonstration of ethics begins where the law ends.

ta.MrocStjinjss: mim thBm ufdunfutnn^nhmnmjnwS sfci&JGmtitsJ•*> m t i M  r> i n  «  o  ^  n  m =»
W  I  V

raM«sfvyst3tjiSnMttjmmsLunu5uiffiLfitfScuGHts1 

tMitfitmjfrismgMrgibHW *i IthssuiiitTigiHSnisffm 

mnjubHnwtuGHsrnfiJGmtjtjnufdss *1n  curt ai

2. Personal Morality: Personal commitment to uphold human
rights and dignity will most always assure ethical 
choices. This method reflects personal integrity 
and moral sensitivity.

m. m iraraH tiH nptintiaBa : w sH nsstSm ^atiiw iG sm Sfm sfH jtirras 

sstusfutetfmmsfLigHrittfnsfitjifniEy i  gfiysrttJEmmtmii 

til miraraBaijciiTJittntjass aisifSmgjbtji fijm ssatistu
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stisara^tm tfsrautiK M nugsm m m rm jm m fim cifiipm uH
V  M 1 u

nfntgfitntgiHfi i  tsnjrattmtisnaBmtinjyismiggciJSMTtif
n> Li «« n  w I Li1 V

m m tw ay  HfnmssHigsfnnmfnsBstja *1 miumticurun  cu Li

5tint3s3itttfrriRfTifggcutnssfrtnnm[inni3fijtjii3Hssi3tnig9raL> u v  u  v n  i u

tnsnjstifut4ignfiMfntutt4jt39 i
3. Enlightened Self-interest: Some people argue that organizations 

should promote socially responsible behavior because it 
is good business. This idea, termed enlightened self- 
interest, suggests that organizations' and people's best 
interests are served by being genuinely concerned for 
others. The internal payoff for being socially responsible 
may be self-esteem. External payoffs may be higher 
profits and other measurable consequences.

MraGHfryfjftmnHina: mafmuatynGatnawrtfjafnlGHtHGaaium 

mSfilijmstmmgitOTtflmScuGHatimffinaGmututtJfimtfim 

McuGHtalnfciMiuanjfiisa fiBtftmHratm iurSfifijH iBRnji:- 

nHiGmiMtuGH aa mmtuisutuiiroHnMfUGH t iGfjijftjtutu 

nciasnniauiyHm RfnmiSff5jtnaaf[fiHMCuGHHtiittJ[UGiJ

aa unHunRGttnigtSHttJGas “i tgisutinnaiRuiHtnaRGRG 

tnauairnH nfinjGH tslRtgam M nn m afnm jGataLRH tnsgiy  

taisaaum jurim ia'ii umsifia: u HmmwmmsaunBrituri 

tatmwwaaMtuGHmfjjriHuistEJitDtGRai i  G jimnwssSa
I

mGsmuJtfitmugmrjHafijjtnatgjm msHnRitgnamimSG

9jHi3Gjnuwa!mmgjatahyiREiyjytnmg1utu3!tiriBnyi[ny

uiaHiamnyyiGGGjmsfnjujan^jyiaM^EJiiHUiaaSjfimfiiG

m jM iusatgitnHfiiiafnn i  LRHwroGHtntussjyJwauiaiGn
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t f in i : ftfEUG§tjimns wnu(nHinsHi2}fia ati wtunahjitiJ:

I

4. Corporate or professional codes of ethics: Many organization
attempts to institutionalize ethical policies and decision 
making in a number o f  ways, such as ethics committees 
and training in ethics. One popular approach is adoption 
o f  a code of ethics that requires and prohibits specific 
practices. Although few companies actually display their 
codes, most will dismiss, demote, or reprimand 
employees who intentionally violate the codes. Codes 
may not actually change people's behaviors, but 
proponents ague that they do communicate to employees 
that company is committed its standards and is seeking 
employees to adopt them. Codes of ethics are sometimes 
categorized in two ways: corporate, if  they are for 
business organizations, professional, i f  they are for a 
specific professional-group.

miHafRaiJigisI : HiGjitMiSHjtpjmiwnGGRLRicisiGtgjtiLunu
tSimwfUGHUiciJifiJtfitnsunltii m jHsiRstjigtgl maatutfia

I  «■» V  V  C3

ttims1tnji3sg}ii3njtri ” HmtijtimGHmtittii" 'ilGisstfifinfu 

turommtnsRGRGnamjtG3jLMmg1stiMCUGH i  gsitmon 

smsutjiHnStgtfiggramnmamffinHmtjmttifmvJfavimuitiJ n«=* U C* -o  a t

rnitiiRRriutnHnmfi5stHatjirri!{HHLRfi€ UI i
V

5. Common practices: The means o f ethical decision making known
as common practices relies on the belief that "everyone 
else, does it this way." This method is least likely to 
assure ethical choices. I f  others accept gifts from contract 
bidders, following their example codes not make you 
right.

- mjnasdntgltmtungmcumMraaiStjjfnnGfnifijtJDGR fnmfGaatiai 

HRSffTul8Gtntt3cu{pfitnt3ituMtuG5 *t tgisutfiraitiamfi iGtasmeSj
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ttStSHissmMssiTricutGrniiBinbmanrnMHm tticuHSMttnn^tnsmtu^  c* \ J  | O  dI

swm i qsumcui tmttstittasfmjajtnmsIsnfmGmitfiHUiuficmticumsl "  v v  «» ti i n

ftijGHSMnttna “i mE3cuit5tiREifjm5wG§tsintifujG§sffitijnGtftfm 

ttifam9jgsfumntnstjisudmslRt3ftrjG§tilg i qgitnmn isInhfujtiS 
sstmctetfi H ĵ f̂itntusbipfgggutjisttigmRssfijnmfjfittitunfitRtns 
tini "i mstslwtmtfmtmn gtpumssH9{pmRt^m?LtnfamRSfiJti§

tRUtamstg Utafilfn^ftltjpmfiHigltSjnfiti *1 (Relying on our value
system to guide us in our decision making will m ost often result in 
ethically sound judgments. We may, however, experience conflict 
with this method when we operate in an environment that does not 
share similar values. Operating in certain other ethnic cultures, for 
example, m ay create difficulties. What may be considered 
unethical in our culture may be perfectly acceptable in another. In 
some cultures, for example, expectations are that government 
officials will be given "gratuities" for services rendered. In the 
United States, this is considered not only unethical but illegal)

*
Solving E thical Dilemmas

mtrrlHjititajHihSmMtBmnj tnnmat^titsltnnntiromra sam i 

gsnjSMTRfmmsMtiwufihtStinntinngeitslunnsitirtti atimnunnHnu i u  n  I i/i <=* uV I

81ht|fTi *1 (E thical Dilemmas, or conflict in values, arise when our
sense of values or social responsibility is questioned internally or 
challenged externally.)

- GSGfijsiSiSUCTTlScUGH 5atH9MRIBl[JlfitiltRtt5aBt5tjlH3HHtnJt31S

mafiMmalLtjfiiiiinHitinugtaniiriBliinfui|cimmnnaniniin:yiH
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u^ss1tntm5miMtrecmBHjgirtHnLU{n£i8Sij tgisutfiBtitrimiHiJG

GRtS1Sfnt5UtiJptu9jH13fni8TOUv!yHStJlSSgra9fHtt3Cl!8SGv!tnSmu1tI5'1 

gmimnfi RintjnJHnBstwmtsRiJWnsuMcrcastftmwmtiitHfmnfmR«=* I v ft •=•

GiatjisiutinuHtgnitsimfB *1 HRHiaHimnmimjtftHRmatBimftltais1 i J  *V» v* e* v i  c i  v i  v i

HRsagsggmtnsBnjTiuHiiHniin2|ifimufaHn itiiraiBitiiiQafjsis 

mmsHn i  tiim w a finfaiuCULURmtjitiJM[UG5RfriiHs!Hia?GiTii9jtiis 

IRHtnSsasfyajRlSttljajgjEnBtuMSj ymwmwnugnns'iH'ifStais t
V

(The heart o f  ethical dilemmas is not whether you know what is 
right or wrong, but whether you will choose the right behavior. 
Individuals m ust decide whether they are willing to risk making a 
decision that challenges wrongdoing even though that decision 
may result in losing or not obtaining something desired. An 
example would be filling out your time sheet showing a few extra 
hours that you did not work because you want money to buy a new 
outfit. You feel that without the new clothes, you will not be able 
to impress your friends, which is very important to you. Obviously, 
the ethical choice would be to report your time correctly and find 
some other way to save or earn the money for the outfit.)

HSfiyyiR9giayjRRH8M9mGtmsgmrjmcu i HRSsmtigiatBnithtiUsI 

tniutiss tm fsfjn  u ng lunnfj'i HRSsisfR HStnamnmnRfjrm
nJ mJ  i m  | o> ni c * n i t J  lit v  nj

m gjty ttam m aRin^M twtuRaRifwram m rorisajgltjiHraam igtfia
V  l  *u  W n

§UtIJtunJtfiHlti99flJtUfitflS I (Responses to value conflicts are
different for each individual. Some people may respond physically 
with ulcers, alcoholism, or mental disturbance. Other will show no 
symptoms and easily adjust their value to the new accepted norm.)

urifrmmR tnHnsbmsmimHumHG ? Hfiugutmuhhtinn Pat«=* L» - *  v  f i  u

Amend tJlsgjtSn^bSfStU nnm tU dtjglbipm ss : (If  your boss asks
you to bend the rules, how would you react? An article by Pat 
Amend suggests the following steps:)
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H nm inftsiaH fjis t iGRitGtitiltiMnglmRlnimHMrrotii" m m ndtu 

ttSatGuGtssHistGaHSfmRtsInanGMsnrmimttjmtg ?** v i m  cj u u  m

1. Validate your conflict. It may not be real. You may not have all 
the facts. Play dumb and ask questions in a nonthreatening way: 
"Are we allowed to do that in our work agreement?"

to. fm jm tuttutnahm m nna : tnssHnthnjufisTutjmutun ? wmffimdjbc* w c» *  U  i i rvn v vlv

fJHIUHHRnS Barra Ley Toffler ts1fji35M|ftRl mrrjimftiW W W n

ts lR anR us M wefframmfnnpm/tjffrrffrti[r>i] tacutjistcuRtgjafii *
"HSfiytflR9[RiRSRSfSfJSiflmW3S 1 HR[Rft|^MnfJltnE1tjtmtIM8s" 1 

SGmilfrmHnBnuirn sasiR  - iBHjfim.mwHnuGffirosauGmmLRRtticij

HistyanRinjBMUMrafjHRfriGtitiJutuRiJMtiBGRmMHRtnamiani t
2. Assess the risk involved. How much are you personally willing to 

risk? Amend quotes Barbara Ley Toffler, author o f  Tough 
Choices: Managers Talk Ethics, as saying, "Everyone has to 
decide where the line is. You have to pick your cause." Doing a 
cost-benefit analysis to assess the possible harm versus the 
probable benefits o f  your choice may clearly guide your decision.

m. fG tsIm um jfautiSm ufijss : faustm usiunm ofslm um iw um sgo *u n  * «»
V

i m w st^H n^usw juhs[u tjm iu tjis  Hfimmsumgjh 

HnmiHfiriHSfUTUfaHnmmsmJu^uunritais *i 5s[R ft5m ntnstufns 

iGlirntmufjHmgjm mg[?ildri9mfatBiy9jmhjnjiH3HinJUfdm6u 

^nfainiinufamntsisln) *1
3. A ct on yo u r decision. Decide, and then proceed with tact. I f  you 

are willing to take the risk, you might mention that you are 
uncomfortable with what you have been asked to do. Rather than 
making accusations, give your boss a chance to save face or 
reverse the request.

9 .  u m R n s m w i u M H f i :  f i f m m w t f i t Q f c i S s n m g J a j  t  H n ( t i t t / i c u t j i H S u a
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d. sw ainm ffism isIna& nsfnncutD ff : fuSatam Jstin tn tiiH m sijlt/n tii•» u c j  «\ L| U o

juMHms1iti5affiGi£Jii{fiJiraMisfnntji3 HnyfiltMmntjamcifjwnnHfi 

rauTHHiticumaitiarniJSMtiaG aatJiHafjnatuHnfintusuiragnGfitnaLj Li n  n  i vJ  a n  i n

tits i fnffisifjatifnifijssGGG ttncuattintjuu u rnmaffiattijb'jrafj 

fjiua risfmsttStjSfitiimJwuGGn smfuattintnraufnmaftiagiataistna
u  m  i n

£ijn[ui:H8Eir u HayiJUGjra. ttiniinftnatmtnltii K^flRSffrj (whistle­

blowing) i  mnasmumtumamngSjt^bnJsititwtwGmglufmjKcu

tslsiaturihritja tuiuitasGtimcrnnSuHtii i^GmssmujMiafnnHamy 

uayytrejrom tns m njjuGttiafrm gjalni fnnijuGfnjtniaatmtyfn! 

ijmsfalrn mafnngtiGtasyifGtimtnHMtnfniaaintutfciritrGa ifltutii 

tt^GtGSjHnyGUjtiaHtiiGaaGMtiGHatHtriGtCTiswianicitas i  tuSatfi 

HRramr]at3s!g1nfnnjiti)HtnaatiintajiuHHR Hn5atpftgfittiuiicmfi
ti

rniHabHaatiriraGJCunsyHttiltgltcutjRmturiHrat^tii t  tgltnjmmticu 

HRranntiiHtmtiimHinMjaffaaistsiHtiitiGtii " tmnmfiaqMntmGa  Li O u ll V U U tl U l_i| l ^  d  v

tiG tasttim ?" t
V  -v»

4. G et help in a troubled situation. I f  the talk with your boss does not 
resolve the situation, **seek help from a slightly senior-level 
manager you know  and trust. Opposing decisions, policies, or 
practices within organization that we consider to be detrimental or 

■ illegal is known as whistleblowing. It also can include publicizing 
such behaviors to  people outside the organization, which is a 
sensitive matter. Correcting detrimental or illegal situation may 
involve replanning, redesigning, and reworking and, hence much 
time and money. For this .reason, many managers choose to ignore 
these situations. I f  you go to someone above you, you should be 
subtle and not nam e names or point fingers. Approaching this 
advisor with general question, such as "Does the company usually 
do this?"
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c*. m m nm ttiH m m w u : raMstuHnHstnniGRt^HmstimcuGHrawtGl
w  r j  L i  «=* - o n  tJ

ujirann HnmGi{Sfi3nwmnmndifTiJirimmjfmtmmGrninuiHiJi3tsi§
-----  * M ^  i 1

tRHti t HntpBums1na{fiHuisHiSfngtslRt3rLitJiTt3fnttnRiTim{ps 

tmfnntji tBt^9jin3HtuGHts1ntmii4nTHntRf{RHiSM[UGHgGgi5s1st3 

MtuGfifUMtsImitiiHR t tms5tjiHSfajfin9}nGUJLn?i8sianmt}itiJ 

MCGGmtJimtiRnamtfira RnmRHiGsirasggwtnsmnnniGfinMcuriRu u m n

ttrlupmraMnmRtnssgjm t tiGsssnntRpuicutjiLnfiGfnnmgjMtuGH 

mM8ssBtyus!giBf:iuMnmms1mst3iGfris t mjtfistHigsrfnnmms 

ssoaGimBHGiRGslm sslHim tfossi tftGstnwtmsHRnmncmjmsMf
OJ n  o j  I  M  1 c *  y  c*  c* L i  y

mstmssrmnstiss&tiusistgfm titutsfJfTtHRHiGtnsmirinmSmtifnf

TmtintistJignfitrriitjiti'HgfG t tricutmsHnBtimmtgltftmtutmuwu n U «=* cu

W1US 1
5. Consider a change in jobs, if your boss' ethics are in conflict with 

yours, you may choose to transfer or leave the company. The 
majority of business executives in the U.S. agree that in order to be 
ethical in business, you need the support o f  an ethical boss. 
Although individuals can behave ethically on their own, they may 
be "frozen out" by the boss. You may, therefore, adjust your ethics 
in order to survive professionally in this particular organization. 
Self-esteem begins to erode, and by age 50, you may not like 
yourself any more, but you may be reluctant to leave because you 
are locked into a high salary and comfortable benefits. You have 
become the organization.

- HRSC1S Keneth Blanchard Sb Norman Vincent Peale tltUSlRJ
cat C l V V

lGfm[wufitmsfu^tfrsummumiM£UGH t ntitMjftnlrawnmmuW  

tnSGtUltisStitfl mi/nGWmtp'UlTftifiJlUsS ( Pow er of Ethical 

Management ) tflsGujaffijBtuG8iatlTnHtauBHjt|]JftnMnt3naGJtHW
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WtUGSlsmJ{U{fig : (Authors Kenneth Blanchard and Norman
Vincent Peale provide a simple three-step approach to resolving 
ethical dilemmas. In their book, the Power o f Ethical Management, 
they offer the following questions to be used in an ethics check of 
behavior:)

§>. ? tRHfimshmfiGjiuyLULnnsMstitmra

la. iRmiMnGGRiuMHntriSRrajfntitSimg ? tGmtsmiGGmuMHRtnafrici 

mBGHGtmsfnRmfingsiaHfjtflimg ? tRmiMUGGRtaisfiimljtnaaf 

fmafnntmscHtnsuimg ?
«* V  M

tn. tRfnJM UGmfjsigljgHiafnian/iuGmaHnsal ? tfietrigttnsjTimtlssg 

tjiHraatsStjMmfjs ? tsitnnjti3ctiLnHyi{mimM|tnsBt3HfifniwtjG
I 1 U 1

Bnmw8fnmm:mtwfiRb[fiJn tR pbH ism m tintytthm g ?
1. Is it legal? Will you be violating any laws or company policies?
2. Is it balanced? Will your decision be fair to all parties concerned, 

and will it promote a win-win situation?
3. How will my decision make me feel about myself? Will I be proud 

o f  my choice? W ill I feel good when my family reads about my 
decision in the local newspaper?

- tnrm Blanchard Sv3 ItUlfi Peale tIIPJtl5nitjldltinugtutU]]JnuWCUGH

maGnafcgingtimmtiBfiMgtfiHmatimtHiatwgafnnGtmssstiSj tt/ituo* c t  o f V  CU
V

HmtfrotnammiiniyGtmssaatiHiGuiawsfrinitGa wnmcmiMUGGR 

st3cuLunmuitnSnjG5 aagugwtiiHtuabfijcriGLUfiibaiafinfugitigpra

lUMga 1 (Blanchard and Peale think that ethical behavior is
strongly related to self-esteem and that people who feel good about 
themselves are more able to make ethical decisions and withstand 
the pressure against those choices.)

- StnhimitsmiMJwanEJiffiiLULtnMug^agtsI htfftGfmjwHUJfiaGta'iH

iGwijftigiagptiJ tBtytimgjtmamamiMUGGnLunmthraMcuGH t
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Stoner Sfc ttlllR Freeman 1 

uswisgtQlRtjim^HfugiststyiugciiimSfijmumfiJsfucTriSnjGHGHm1!

WSJgil3ta§mt5titUHntnEUtiU(Ugs3t3UfrpSfUt?5 1 (One other
approach to ethical decision making, suggested by Stoner and 
Freeman, is a questioning process using common morality. 
Common morality is a set o f  ground rules covering ordinary ethical 
problems. These questions may help you when faced with ethical 
dilemmas:)

fiisntinjmQtiragmsItnnjtdWHRwatiuahumriLnHMnjGS
Questions that M ay H elp You A re Faced with E thical 
Dilemmas.
-m w n in m ru M ap : tR§t?nTnmnjwsjitE3njstngtgmg ?

-H snntng: insttjisulitGicumnGgmgitunidciJHnStgmg?
« J  c »  I  B  C *  M  c j  M

-mnjm?mfffinitglHfi rmstjtriHRutgts ruSatusHiscusfnnm Gtirau  c .  *y -o u  «  ■ >! e> v

tns?

-rnmningntSto: tRsthHRmRgnuswjgiaHwwgtRHisfirinfjms

tfrmsg u nrijnmRHmtifu§mGtyu|pwtGtji

HtGntnmtSHTfijuijtrntiJutui^sas ? iSsHmnfiu  cJ w V -oV I I

friHtmmtiratg ? tRstnRgnHiuiraGmufjcimfiu -m t v «  xi

tJnj|t3ffiJfnHGnuu? tRsmfiGCtgnfrmmms«J L» iJ -vi -o n i<i l

unfltiftnfrmjficimmujutg ?u  «  \ i  *a

-mnmin{gnjHHj!|Hn§tg • tfi|ramuHHn&t0Hmpitf)iirwBWfni

-Promise Keeping 

-Nonmalevolence 

-M utual aid

HSCTTffitjlHBUtGi ?I «TJ I
Am I keeping promise that I have 

made?
Am I refraining from harming other human 
being?
Am I helping someone else if the cost is not 
too great for me to bear?
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-Respect fo r Persons Am I treating people as end in themselves,
rather than as mere means to my own ends? 
Am I keeping them seriously, accepting 

- —their- interests as legitimate, and regarding 
their desires as important?

-Respect fo r property  Do I have the consent o f other before
using their property?

How are Companies Addressing Business Ethics?
- tslnhw tm dm

i

turns ncitainttns^cixnatslHSEantjfnitJnR 

umcuafMnjGHStimcuMcusisitsIntjpBuRrniuMsa 1  miggtusMijif 

mmswbH K^itnRtjracaaHtiittituLfiitnattiiwnt^tjmntmdfiitJtR

fantimratS?i9jtria5ctJGHt3lnt!fiJ1U8 *1 (A recent survey of Fortune
500 companies indicated that organizations are taking steps to 
incorporate ethics and core values into their operations. Being 
socially responsible was listed more often than any other as the 
main reason for building ethics into the organization.)

- dimwit [nHtSatijwnnittRUJOHHasabdrmwmGHtriatitugjattfnBRaf 

5mnimiafitanaiHfinGjunbmip[MtumRgbdiHraai5HntlRGtiRi|trfie. 

UJttjhatmRBtis *1 qgitnmn (jiHtna Texas instrument tnsGiutRotG 

mm^Ru^cTiHnSnjGHmMLfiHtna tiatfcuaianSntjfnhntsIgadcufin1 i
mwtamftMaiuRmR3jwifuuiHtnatHs i tRtytftdsmSni§BWinsfra 

umsufricmmi nmRtnatLULtnwfndiMUR (sticker) utui{omw (poster) 

rrmmyucyuj (Wallet card) arntjonRHicwnRuriratna (Written

Material) Sbmtnaj[U0ttin)85HfiwniGH (Specifically, companies
are facing ethics problems by providing guidelines to their 
employees for dealing with vendors, competitors, and customers.
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Texas Instrument, for instance, begins its ethical guidance at the 
new employee orientation. They use stickers, posters, and wallet 
card as well as written materials and an ethics briefing to.reinfome_
the massage) 1 

TfiBtnS Hercules

(Polymer) ttnfficrmjiciGS

ts1rti3tfnnjfTiJ(intsisrriJEanfi3Jimti!SiaiTtitriaffiHifistjicutfiHa i  rru
«=» L i v J  L i  L i  | <s. ni v  i

uttiRuaiETiHriTRtjScuGHtsInamHina Hercules tnsmmcmjfi S e3cu caW  U l M  L i C t L l II I
this tSniJHinsitncumninTfiHMWGH mitBntiaafiMfJmlnftintiHfi

11 u  V V u  U

S pjgh sis mifntmrtjiMQiMnM^am i fGuansuamaiTfiftnatrartniu
U  u  L i y  c i i u  n  n  n  u  L i L iI 13

tSHJHmSitmBnHnumQJiU (Hercules, Incorporated, a supplier of
specialty chemicals and engineered polymers, has developed a 
detailed ethics policy, the ethics statement was penned by the 
chairman himself The ethics training at Hercules lasts about six to 
hours and covers ethics policy, brochure, and how to use help line. 
Follow-up training is used to educate employees about legal issues)

*1

{R B U iS  J .P .  M o r g a n  &  C o m p a n y  td tU t j lU iU U lS G S lfn m J W  W a l l

tthtnjjiB5cuG5ts1nh|TiHujs

sttinBnyifi^nhm jHslRa tnyfirathwtujufdinutnstsitcicufitijm nj
I V I

mitmfutngiHti?) i m tuycu fuw[riHtiis[Ei(tiisiH(nftnatRfiinMi
V  I * t l  tl

unrint^Sisjmsi9nigHmiSDRfJiifitiJRtcumitrii{tJGigi i  (J.P.
Morgan & Company, the Wall Street Banking firm, backs up its 
commitment to ethical behavior by evaluating each employee's 
commitment to the company's core values during the annual 
performance appraisal. The core values are repeated on the first 
page o f the performance appraisal document.)
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- {sisutjiinanH?GSraGH|Rftnatmijumgji3tmatu sbnjHfimtfitu n

p u is iR g a m  sijfitaJgnBm gfinitglHm alnbm tinm M HtiitatuRaR 

t^aitfitiJHRjRULfi>3ts1mRRRn! t fim[fSrattuH||itjSoRgiRRntu 

(CEO) i  miHia^RHScuGHgia GjmtfttmujfURtifmRj! sbafiJaraw  

TnHuiafLigiRHiafmRMsia uiagimasaajtnssRtjirntJiMGHmmiuns 

UiM atum sm ityfiiGRSH sb RiinLSbgjtnasibmRbRiJHafRnMfirnR 

HRjRUTRbnjRSfutais i  Riru^nifim fjnbgRRbtgHaiRRraM (nHins 

tnHim:RHl5uwisu[unn5tiiu3umuHiG tfimGjitm tuHjnfiribtjt^gR 

GRtnsgfJtmslHR iutufiiRiimnslRbRHlGSfUGHsatusiarafigfnciHtiifl“ » II CJ V% U C> U
*1 (Even the most detailed, well construct ethics program will not
be successful without commitment, communication, and mutual

- trust, with the tone set by top management. The key is the CEO. A 
strong code o f  ethics, written rules, and corporate procedure are 
important, but without strong commitment and enforcement from 
senior management they are merely word on paper. 
Communicating expectations through continuous training 
programs may serve to build the mutual trust required in an 
effective ethics program.)

W h a t  is y o u r  R e s p o n s ib i l i ty  R e g a r d i n g  E th ic a l  B e h a v i o r  a t  W o r k ?

- rnmugyininfrffiWEiiGB 3bmjggrosw|y(sbtim§jcnmuM Hntns

[yiwi usumicimsRasbycuLumntiSutaaSigtgjRBtmsgsifigatimfij 

HSfjj sb mSamnmasmgsfncimmsgaob t utaHmsstgltgjRmitucu

S b H R M lU G H  S b  m i[U L n R W H fa jf jn G IG 9 jH R H 1 3 R 1 Ib ira tilG U ii!R 1 Ib lI



tg  1 UgUjatSSHmgmJ{pUJUtntntjtS^HSfgutjmmtfntJ: (Behaving
ethically and responsibly enhances your life, makes human 
interactions less stressful and more rewarding, and boosts "self- 
esteem. Additionally, understanding ethics and behaving 
appropriately can make or break your career. Anyone working 
today needs to take the following measures:)
tm m nm tiam asm iasa  : tM hmcuHnmnamcuahfitstmwss *i twti

U  fff €U u  e* c J f U
V  Vj

mnjHmtrifimfn/imtultiJtRajuMHfi ttinjtirfisntutinjRimmucmafnciJ1 v* c« c» Li Li u

mriiHR *iC» U C« y Cl

TRUTRia HRTflflGmmfSfiJffiUtStlfiSciJGHtuHitjffimCimGtSlSSISnRLi Li «  u  «/ u  t; u  #\ i*J v  -o wti

tm§
1. Knowing your own value system. Explore with yourself your own 

value systems and beliefs. Understand the events in your childhood 
that shaped your values. If  you feel that some areas are not fully 
developed, pursue ethical teachings to help you fill any gaps.

In. m a a m tim m jp ^ tm m ta g n & h  / j j if tn tf ip u tg n u tim s lR a m s
^  TJ - I

fnn8Mtitt5ti tt/imnHismnjBfLifittaatui ittS tirafim inalm nnacanm1 1 Ll V U
v

2. Lean about and respect the value systems o f  others. Remember that 
others grew up in different circumstances and may have developed 
a different set o f values. Learn to respect those values.

m. iwamtuHnSciiGH saugfratalRtatagmtjfnHJUfjHR : {UMStutfiH 

uisraMHntnatmcusttiritnaiufnniuigiHnMfUGHtjinriuicuncuiHRji hr 

{RfiMtiajnjnimnjattintnratiRiJtuitmiaisiaims i RtiRinJi{RHtnaiai§
t i  1 1

matHicuajtintnratjmntuiai HR[nfwnglHR{RU[RamwHRHniraju
V

muHtUQ§stsl9tms i  ggiuimn

hr HRtpffdnRfijJhbtsi^ni3st^tRfnnggGtS8{HH[jifyHR
t i  v  ®

3. Learn about the ethic and the norm o f  your place o f  business. If 
your business has a written ethics policy or guidelines, be sure you 
are familiar with them. If there is no written code, then ask 
questions to determine how management views certain behavior.
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For instance, before giving a gift to a supervisor, inquire of others 
around you if  this is an accepted practice.

t[puJiM?GHraGsstacutna{Htgjljntaflcinias5 BHjtMbinsflGiBHjtpu 

Iptifjrisfnfl *t fanMitnHtutjiugfBnMsim tuitutGrraBattiamcuHn 

RiuiluB s a  RanMHTmaBnfasHm^HggatGmifijnGGRtGHHtii t1 n i n  w i  o n  «* «* u
4. When confronted with something that feels uncomfortable, take 

time to think. Use some of the techniques suggested in this chapter 
in order to sort out how you wish to handle the situation. Make a 
list of your opinions and pro and corns before you decide what to 
do.

d. miMUGomfifujcnnssHfi : GitftHmftHfiggnjSMmfmmsrogtlnjGan  u  \> (U Cl cl  d  w I u  0* 1
V  u  V

tLmmtamjfdttGGgJUMHfi i  HnRtjiHmdtuahggcutitULmtintjS ym i

tnRufinfnjMtiGGgjuMHn *i
5. The decision must be your room. Remember, in the end, you must 

live with whatever decision you make. You will reap the benefits 
or pay the consequences.

*  6 f t5 C g f t 5 6 g e  

Sum m ary

-""ScuGHR^ifruHsfnaTsinbfnnGfmfdnGGRHnmcutdnHtShtnsggtutnsI (1 f l  u

taffm tna i  m w gim asitifisnnjm asianm m m sutStw tSiiifw gl i
o ’  a i

Mnoimrtnnis mtinusrtnfiiGinwaiGHHiG^nGURfuufinuaggnjtns
W  •. U  J J  m  M  ^  v

tptnnfiaiatuHaSmdi mgMnmtimtinriftilm ffmnugttrotastGfij

mEUuwitiasjuminjtjm t wnjGBraMURwmnnatslaaftiJMnGGmali n  m  u i f i  o ’  n

HfrimaatGmi mtuinQwtuGemTvnigifigaaamfMHGGRgiagpratun

tStugifigaaam itfu i  taltBHgwjfajag so  mipiifinitjiMtnninH

futuGBtnarrmfiatgja tt3futtittnsjuiimcu9jHi8‘JuRMniG§aitnnjUGuj3
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tas i mfttiinRUJifjtriRlaSffiQHtjisLtilUGcuigInvJtgnsitintntu tnwis 

fiTiMsi tuntn mBfntj aangn luCutjsRgntUutustuagibHwm iV» vJ C» C»

trematas TtrtnatigjffiMtiiGHRnassnjtnss^nmtjfnmnjiditJuistin
i% w a  U i v V u n

walHtjiaaifmtamnmnmumaarafiknnwEUGHaaHiamjGinGs i *?gUJ d  U C U 1

wiffLjstg1udfifariunanfiJi3£JiSnjG6fi5HmTJH«is mjnsnnSnjBffiinL,m v  I n  u g  cJ v

^HtRfmHGjimagtS mfrariBaHriimtintjasaQa mroruntglrrreum
V  %•

WfUGH Sb mntimgltCUttUGgBItin I (Ethic is the application in
decision making o f values learned in early years. These values are 
heavily influenced by our environment. Individuals and 
organization may gain temporary benefits form unethical behavior, 
but in the long run, they reap problems. Personal ethics involves 
decisions outside work, whereas business ethics applies to work- 
related decision. Beginning in 1960s, unethical practices began to 
escalate, resulting in today's ethics crisis. Unethical practices have 
penetrated political, environmental, religious, military, business, 
and sports fields, affecting all o f us. The topic o f  ethic is now 
receiving attention in hopes of reversing this trend. The five most 
common methods for determining appropriate ethical standards are 
following common practices, checking the legality o f the action, 
considering enlightened self-interest, abiding by codes o f ethics, 
and relying on personal morality.-

H SM im nsfaatfitiuragsgfum wwGHtiintannittf *i urmtasm ntiatgl
I  U  d  u  L i II  u i  in  o ’

aamisGmiwnGGtiHfiutmitiia? tScmGigtjifijaiGtmiranamtumfij
n  in  O  w L» o

ttSa i HiafiimaHraG88iuratitii9jtraatGfnffa5iGGRLunmuiti5MtuG6 

: mmmwntjsciris mifitumcutpsunantu miiGmiwuGGR mnwa 

mfiatn aa namontntnG mnGtnrtJiMUjmiau i
u  c< OJ O

(Each person is faced with ethical dilemmas in everyday life 
situations. These dilemmas involve m aking decision on issues that 
question our value system. Several steps guide ethical decision 
making: validate the conflict, assess risk, decide, get help, and, if 
necessary, change j obs.)
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tStJjtG^jmnGfriSfRHHisfrinnm'js' Lny^smmwstfj)fflsfRssMjf 

sRlnnnfunuHtius^sssmHMciiGS i RHlGtinGsniuntunnaTfiftnsn u  r  u  v» o  n  i  Ut w

iRiptpEwt^Hjnipa îGnuMtnHtnaHntjmiijiHMfUGS t Hn{pu[pu

mfiRREU yiiGmJHRaRHlG8imSSi3Hjt^fTlIUnTiriGMll:MS1SItJW

rmlSgiassis i tBtutSisyiRU}utmmtuG59jmstRsis{UM|fTiriitiH 

tsfri HRtfiJfincussaa safintuntcumMss ifniciRitmuwHnStg
l J  <=* U  n  cu n  w  c%

XJ t i  • ti

sft tgm if5n tiS R 9jt^s^gu t|fifnm fim m m s1tns . (To improve
business practices, companies are issuing code of ethical standards 
handbooks. Training programs are being used to reinforce 
company positions on ethical issues. Top management participates 
in these programs to emphasize their importance. In order to deal 
more effectively with ethical issues y6u need to know yourself and 
your values, know and respect the values o f  others, make an effort 
to learn your company’s values, explore situations before acting, 
and then make the best decision you can.)
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