HUMAN RELATIONS
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Human Relations: The Key to Personal and
Career Success

What is Human Relations?

smnsstsjfittHSfiURt*"fnJMRpHngmngsunaGxarnHHBW} i ssingsh
mMI;Inmtstnmo]jtitslncilJtnfiIiBfflgg?a stimwistaftnus unuiBmti
saatmsHigtunnn:tﬂifmi murigfmj. BfiuR tnsltnmntp, pguiifljsti
UMtnfnimtnani. HmscuBtn maigfaJps i . Hfisa
ras"simtarolbtijfil;!nifoititjnmtna§fttnnjttJi;fintix§s atisfiratffttji-
Bf: ttjiratitDHfigtifnilHinitiaiaHtmstmrataiiuMMIua i lyrlfimstni
gmnSatSiuHI:InfritBUiHuchugia§rgn0Hira tiacgamgn nsttsl utucip atJ
bratr t talnafni&u HmnagainaaatjiHtiiHmimHU{tiu Hmgm?

tjiHEIifn krtrutrs f(nSimwatgigiti' yHmraraMtMfi aSmBBtSa
(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) A1



tilcusaiufann aaiuMHRttg mnppwtSainiptfittijgingtituRtJ
uJimpwgmn fmdcumcuucuul]y stidiHcicmuEUffm i pMBttmmGs
uamssmiGSHntiimgltutu®jnitwftgRGRysMj  atitjsfignpnjgfiGR
HSMj. HnmiRnjimfiicmtfl atiRirnaRjmmafRamttriJ. atiHcifiitmtStt
KiGmurabmjttirjuftihatiGtHG tmsnnstiHisfisimgmngstJifiaH Sfiji
mstfirnn 1 GiRtjjwsis'JtafiainigsinggaHaMjiHtna: nutiiEut&n
pfin atimnppwHtim ggnjtnaaffimtrittJistfiJimumri lafiaimtG
mifjtiGGR. aatii[ijB43HNR8Rtg{ugR mimSRA"jjH atimimniiumgR

tSIIU SttfdftfGU (Strengthening your human relations skills involves

an understanding of your own psychology and that of 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 of the sources and
uses of power, gaining problem solving and decision making skills,
and understanding creativity, team building, and legal ethical

considerations) 1

ct 3

Why is Human Relations Important?
- tnsniiustTithSstnmHnssingsbnbGtTmHUSfiy  tpstftHSfcyfitjitaS

tnaSwsisudfiJuwtn 1 His{nHmstRt|pst"b9tutu]]jfnstijnHfitju
it3wgnimimn5ggRtJimwntgi
mi atiimnntfl i migstuftfifutfi tnratHfinjgnHMSim ffftieilJHBM]



gitimu taistfinnytfifiMtBnglma
MisfnnciHs-iffis tijCi3HSETTrifiijfitiSHR sa|nHtjisssnjtjisaJHtututiStns
I wiussisiSatji tRsamsiRFistjtuRfnn ttSmatunBmu&HfirnattiHiB
mnncnGfitcicmciH taltnnjratrafiainigmnsamfitiHaHifufiuitfttiJtfia
ipfigmcitais " {nHtjjagimaiitSnivauatutnmtliajujRGH aaipH"i
mmsattinBRsiaHM  aiamtimtfnwssJlrafjwioa  staicntutclitJicuss
tjiGHfnHisttjiR5tnt"8tiit3firiuaHaGistu{finBtGi8 i tjiGHfn ujatiia
simaisifraragsthcinsGGmi HisninMnausGuaatsinbmitjtunmmm.

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!8Hi3ttjwgfnfnnGfnratjiHmHIfnfigia§Gufin
mrrmtfimjffi yunSffintimBtimjinnufjHR * snuHcuaG Carnegie
cj&fnmmnamnjTinmttijasttiwsHImnsisstmsitftfiSmniifriJtm
IUHttStifnlnnincitfiCL;Ba stmnnwititumtinsBtimsmgwjtfifnRgiams

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



According to Carnegie Foundation,185sj*dent "of the factors
contributing to our job success are'personal qualities, while

technical knowledge contributes only ;;E\w[ye%lrﬁ\)k;i

16 Vv d B l6

itncugii3HH inftHutnjjmnmimntftmftnjnmRIBH*raef*?03"0
Stg scimtncmScu cmSfnmm  tEJimmisssinjis®OTtBRtsM  (The

Harvard reported that 66 percent of people fired from their jobs
were fired because they did not get along with others while only 34

percent because of lack oftechnical knowledge) %1
- ibmnissifi9sI3JfibHSMjms?fitnsfiriJ:fi58ist*ab tsltntmwdfiBmw
t imdtgStfinjntfdgRgHmdSfigsnitglfns
twtimjHtmtinjtacmMfi.  tawnffnwHwtfiatanfiHiaBtimQnlQn xdtu
jnhgnsJtfujjs 1 iMannSissn{gftmragn stiatanSnfltaisjmGmi

ptfumsingagn aatGHamHtmtDHigpMgnicitBIfjaisriBfnnMptMini

(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 Human Relations Develop?

- fanML~njjjtamnijuGfiJius  s“mnribsnmsttitnstojomtijsttinSn
tnstSnnmSmcjGmRSsbjfTrdSfajmGtRtnsfiriJrwsisD TmnwtiJTim

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



tSIMTM
Psychology

d Lir

Sociology

rnitfmfitjiJjfimgmgMputpttmjiriTWsmutSHtgtatsltwHnjgislgji-

tdcmutns: miMfginSjjRniM. wtiuw'iLw stiHSWjwi{w i

talnbmiWRjigmiigstHrifcHSWj ratitninttimisiHugcugiri® stijRHS

HmILUing&t5tt3cutmf

sat*"mHSJRHiuwnmRHiti*fiftmulJiutMi

tMiuhtigmHts " t?2nfumianxjiHfugissit3tssst3mstsiniafnnt3rinansi

uGB1t3i[jTIH (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) A

IgjicmLMMgu”~iHcugiaipstBtywfijigmRgaaifilaHaM}
Social Science Basic to Study of Human Relations

tfisfou:fJ8istjiu*Ju  tpsfugifimi

mfiSfigntfimwffianutjiuMUfiwinri
stitwtftnmfimmuyTnntiotecmm$

tpStSIs  (Of primary importance

because it focuses on the behavior
of individuals and why they act the
way they do)

itfimcuHSIifiHJritiuficunJS'm

sb fimnsaiMUMpmmgImsTfiH

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

uutss

tgintrotpnn  stamiHnifstsfujQH

mifljnuwngmsfi mntjiHnSnai miwins

ar st3mn{upwHCirnGt3Inawius

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

tnswwMS'ia  tpsratiijjfmnnjHSttu

tuimMiuasiaiHia
JFIHRG991i3tais (Important because we

must all function in a variety of
groups, and organizations consist of
small groups)

matemsfmirMSiatsltnnjMtiH sannriti



HIMIWILM

Anthropology and development of various
cultures)

(Focuses on the origins RiittjRistRBJIsntjfliws nxiffitftJtiRtSRis

tRHISCURLtiN:Wf1tl5 (Increasingly

important as society and work force

become more multicultural
economy more global)

What Factors Influence Human Relations in Organizations?

tgmdwwmant3fnn|3tpMi3mn]gmRgsi3TfitiHSMjtsifitiwiuadt8tgj
m igfBtit"Rt*gtgiHRMHabwiustmstuittgGtHQ 1 Rtinmn si3[tnng
HSJRHRhmammfRCugihgjim  satRfi*wunsinb”usimsuhbciiri
ggcufigln&ufinmtjtttps ' Rmgihfmsms tmvcmtfll fujau frnnufib

WH 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) A

. 6gnabSgft$3£5ftSrag Goals of Organizations

RiitteriiRinnttfiuMftnus  itlwHRnritiunmitjsjfitstitiiimjnmtiitutji
tRunRHRiui:LRULRail mif@&t3®6 utnRItnsfmn/i tecmRRCtiHg 1
fimnjSniRRtamigariRgstiifiaHSftjjHiIGtimtHiujHRutnmHSslJii shscu
julfnRgisfns?RHistuwgfnn 3an:tnniwivaiuMHRRNnaTul3tTuatStiJ
RUGUTutmnjidlJUfijgs  ttjimtimHRt musjitgisarriJgiwyi sbttfis

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

and



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
tsty, ifitiurnmtffuscmHfitifmus stidimSnsi stmmng§f?fin5s 1 imnS
tmgRcinRthtmmnjttiimdfij~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) A1

Special Functions Within The Organization

itfl gagfintfliuHra i

I Vlc N

ftfraSuUu imimitEtgjnfiRHHilInGtafmfitincfitfirctmiatinimai 4
MHHSMnridtfitGimti | Hfimtacutai trh ymmntfiaTRftmtimitjiHtn
fmtigjitfjrafio umnusffisfsfiti*tufutslitusibLmgfafn (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



{UMsraHna™mntjysiriiiuRmSitijpAS*f1  HRXRfsgtuwncusfeit™
miraMHntJsgtslgtdfmua saimiriGtmsmBcutRtu M Mtiijtfntiitns

Rttitis:tfttgfiHffitatmcmtfiraiuMyitjs i fniHfif*jsaJSmnjgmngaa

JIt3H3fiU9jsibC1tfl3atiUJHN. (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 of overall
organizational goals. The development of sound human relations

skills will help you) A1

W hat Are Your Responsibilities?

tpSstuHRGwmnarusHmt*"HmsumuritJts

Hnm3tytim~ustsi8tHimfauGtjissft?nnjtdimfdt?i  tmsHmnmpju
nmatiSTRHtgf 1 mitrisSsicrtntnGmsi fnmiwngMitfliuMgn mi
MiitsSfgMtaiflfititmsijnratna ipngitifnifiiunm BtifltnnsBBcmithjff
atsmnGtmmmuTlnuMHntltgmatRlJItDTMnjth|t|Jrf|90|n1d|W§aSt||
IGtScuHRJq1|R|f|I—h(tan3;||nEﬁt|ru6LR-(H i tJalrngsmgatufla
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 ofthe team) A



Contributing to the Organization

HfimsrelmfisistfiHtnsafiriusjuMHfitnsmHrarmiLumsmfiEfitin-

udigHis Btifnimnnnmyjirt! ufisigjuwHfitnafu *t mituraBtinfrutm
JtiMgs mnppMBfrnismnsBtiifitiHBMifitnaiUMgffiti stimmssm

WH Si3fIBCiniGtmsHRutg?itjI*t3ufi381S (Y ou 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
piMtDsingtiSaiBitIMBmn i tuMBtuHfiHsmniHcimjtriitetmtiffm
ImtutS HnmtmSfjtHiujtnsrriiugTin i {ususiuHRutitji Hnusmti
mtirnrrmnigiaTtinjniuiR  Hn[[jdfinuHNnssfu8 M ~Ahfntuwsms{fi?ntj
mstmmSi * tsIRtamrtn: mmnnmumnsImHHtUSIHmmjTmjraH
KRtstatns HssHSfnHmticuHnBfitfimtmg mjitQtifusis t juSsra
HRtHU{pajuMgndnjiHitiJHnsfrnJtniisi  t3 Hjigngm:tnHcuniui:tSra
HRRfitiicijntifi iScuptincutjisidififiHis islsnEUHRtnssgcu ugntfincs
BlitjiaacrmnHnganisMTRfiaMHR  tsmmmm5smsfnnsis mulSmfj
hr 1 AU3mmpsgnmB43Mnumifirnfiptt3njtMis[fi6HfRG8raaiSn
tSmeationtimiHra i nuts  valtntuHTHMR&OMHMEMIMHMS?!

C

usiuntnstSminmnn HnrnftnHsSntnHtmnjmrn/itwisisitstsii

(Another way in which you can contribute to your organization is
through effective communication. If you do not understand an
assignment, you should ask for clarification. 1f 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.



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

mnRQuatsmJvnmpmnlitinH?|G9 sbfnnR9ji3tsfiriusGotStjritufnn

9snsnaftiriJiimsttifjsistjimntutun58i{3HM i

C«

iHsans:tGmHUSucm titoHmMSmTuls tiUKGfiGFTmtjjtmgitHstHstfi
IUHHfi sagscuajfimjtnjS/siitGimfflHnfnujtjiattinSRStnsmHtnfi
¢ tuiratsltncutnsmJfanGGGnfnTfnnusraufiwfi umtititym sttinBn
tutuHishJtinutjtG8p5ffifu  sbftJtn{pRunmiradiHistjujmwgRt3t9

xfiwHBtnsmnaagagtimrtni  atifatHmgnfi (The growth of

employment in small businesses and the restructuring of 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

GsnStysgnjsfmmnhguampjtsjblngndigdfnnHm'tsfn nssRaRIbfnj

viUtul 1 iSIIFICUUSGRISj1I[U[UEU tSISRIItniltiWyi 5tritI3tj1SS)i331G

sitinBn[nhmriagGttimGt/sijiiimnGmHtijas Mbtns (The

willingness to retrain is another aspect of flexibility. As technology
changes, work changes, and employees are regularly expected to

-10-



%

handle new and different jobs) 1 mmSUjSHjR mmjBUJItDHBtmti
mmjsnjancutg i RinnRtsl EugRimdnjHnmijsrcstRQsfrtituRpnR
juidaRtMjtjtmtisgtuaftjujujURmuimQffnntRHraRR isInhMfiSRjs

IQAtSS (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 214 century) 31

Personal Needs Versus Organizational Needs

dtunj-unbQtcunHutstgfn i t>smcu rrefmi sbSnjmraumu sbrnw

hJUJSHS1j8E\5[Ht3gl (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 ofthe individual and the organization clash) A
pnadisrtftsmnBntrm uwtnBntnmBHios HnjRflIRracuHnssHn sti
fnitsfitnsBbRiIHfmnuMHnN" tuimntRjtiJcuBiaHrBinssutuHis URisdi

CUItnniROFiHRjIJUMFAIUSASIS 1 tiltQtll") HR[RIIRUSNIIRB19HtII (As

an employee or member of an organization you must understand
yourself and your own wants and needs and be aware of the written
and unwritten rules of the organization. Often you must play a

role.) 1

Summary



smngsajfiaHSfOjRt HslgituCuSnjingmfiQsasfitjysfaj t wiRtim
WS1B ti3nmjSH82tiltSIRtutytljS5u5U{| HgIRHtjIHtIIHRatgtgj{itH1UI
maiRtnsrawgfnci  tuCutjitugdfutGtmuittSummdisttinBnutnsmH
ts1nl3gyitjs sfcwtingiaycu i LRtifnittu

3ffisini3S9nl3fnjginShJFIU3HSWJ (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) 4
mnniBtiHntsgcmiM  wtiHftnytf ~ 3t3H3W|jpjiyjj*ftRmRHmMtut2Hj
wfijuffismrissmftotfswj thifHMM tsltncutticufitjiusingmslisbn

{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 tsintifanntjnSmslgji tjiHmati*usGsytpwini arnnSn
Hi3RRW3matR (utf3itgjb  iwtiRSRRRsctfin  atimj«aRG8tnmi5jja

RAHJImISIfisig) gSingsaifllI3HSMjmStRGtgjtl5 (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

gsingstitsIRaHiusmGggcufiSRMnnmtltitfi: tRicmt)l fajGHtjnua
mmtnniRGmj sancuiasiaturl i ncuiasit3t{fiiiHtns ulema gjiu-
attintnra uaSRG ujfmawbuiujGH RmfujunnamGlIgji t[msuuis-
ntutdtuHstnsiRtign  msumcuRisamitunmiiRH  mnui(unmu[Ru

(Rt3 stitwgRGriRfutirm t fimmSsitintnRagsifigaaifitJHgfijjmGtitii

-12-



HmHimtAsymtnt®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) A

atiftnuatmmMUtstnasftmtinaiiuM
iff i HnHitiralfrmgis ttittumjHisfiaimmitsmefa: stsfisimsmrissb
ifitiHSMjtfitnG mnnmfArustMtiJSingtJUjnmEJiraujSsfnn mnss-
nanafnitni famtBWTmgrtjini atimitgmnummsmrintiBmuHwiuB
i flmnjSmffsatiifitiHaflgltiinffatifiragffuaptffiBtiurci®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) 4

- 13-
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Perception: Different Views of the World
* g9gg9g”"?

What is Perception?

tt3ngRggnBnssImftin~ smBmwismwHnN i srmmitgwjs: nn
njuQ tffitftj smHitnsajHStnmfnsHIJHOjI uwi3 ttigjHfigggjtfiHtiJsa

tsfilttntlll, npCintSfruStifis usmni JWAIB 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 (thrmns)
fnimtifagnnHnfin tSnj{jnrait3s mro mnsSturrm? sh

rmintign ijnatRtjirgitnjtinymossmamg i ngicnmssjBJfnfigis

Rt3mR8M*)jn  immuJoiarognSn  stitfigmjpfmriHs&y wismian

gigmmn Sttfiyffi (Many factors influence perception—culture,

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) *



What Influences Perception?

HSM]ttStiutStis}riftintJf3ttjjt39tg'itfps  tmmtgmifmiaGmtirastintra
Witinutssitiisis i mnaimgamantitgtgfnﬁithisfignnjticumm ah
iHImfigiammsfilmutimmtpaRtiittimtinnsitiiuatisatdjti cSujgh,
mRRfpRtiftijyiRcu yumtiHS. ticu{mantis> ttituntnRshggciifmcij i
mntiigtg|R tictiit mtmuMtisinHfifiR. Rmfmr ucurscui nntncutii

tnffisbRtinRtjistiib i nuts ttnamtHtmirm stiemsfnntjSHffis frra

HtUgISfrunR (People develop certain attitudes and tend to make

decisions based on these attitudes. Some of 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) A

nbGtnniHRmt tipsmmtdfUHiQtjssi|nfi5tffiRsntnsjHHis  figncugbm
shhgncusttmHItjHis i tsitnfuldnjnsntucbmnntiTuSuSfn? rah
fjssitii - 1SusMimRtnsninm: HeuHtattituitSt«HfiinS(TitHtHa ieis

CURJUIL:tifgigiRIUMHafWj5ailR{nJtfiltiHIStt3] (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
itrnHfigrinjstigiHItitna tmaHstmtitmtuyRtuRfURtuitH Ititnatistil-

nwHItimattumiHtmt{jGrauMtdjtigitiBEij 1 tcntuR  mtmuuingn
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mmymtin uugrowgnjiiHmiuMHaegjntsiHILRn ytgisnjiffitmbab

tSnjjnmjjmon uugffincun”:t3totgjfimriitJscaj TmstjiHiuimdf
(Under the influence of the revers halo effect, we allow one
negative characteristic of a person to influence our whole
Impression negatively. That is, we consider one behavior or
characteristic of a person to--be “bad’*and, therefore,-view all other

characteristics or behaviors of that person as bad) 4

- I tslinrottSti
3mBIthHmn|\/|tp&pnj ttStiHBHiBfiuymnjwmnfniafitaitD
tumtuHRfnntjimfijatnsts | fnyimimmtawrmtimaBEuw-iEUfmafrici
tanjMpwiniQtmsgR Hnmt;mRustnmni&fnnmjrim3G3ifi tdcumn

UbfTIJtUtfifiuftffiSfiJuttiHfi (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) A

5_c*

Why Are Perceptions Important?

- miSacmanitiMsaiia aaHttinithfignnjtcireamais tpHsiaRgmuMHnN
fitg Hisfidii:fjgistma'lLmnsatsimsamfn:sitncuuGtJjs i tframsa
 mitSanjmas HRHinnaptnnitGrnfisctuiujRacuHntnalnitifiiiafnnGB
fanpu i GJwrsstiatfituiRHHRHisfnmnfinujmss tsitfigntnatum-
tinjHSsMnuiniHcifitms  sat"tRHRRnGtuucunctmsmjHtirigivatms i
M}RRRiIGsmswisfnfisisi8H(RfmQsasuwiei  mSisytfimutrpttJcij
giRsalagmnssaiftaysMjislRa~fidinjBs aagtjfntini i HRjnn

uBtMGS8ai5 uaonujHttSramtirimtRfttnafTiiratnn (Being aware of

- 16-



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) *

miutinHtSwinGtisfilnwtwRsmuMHfitisg
satimHmmmtGswtnmwLtinji samsifiyisfjtnstsR i taltncuHnsscu
wicuminfi lufutriHRtjlgsgffimsMgtMinmmsH'imtui ug«jis:mfjra
tgiiutjiHRHstucurfautJiHUjnRtR RHnmmfrsTftfiffiffmnmiQjitns

{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 of view, even

if you do not agree with them, you can deal with situations better) 1

IfijnmnSntns
aJmitOTHtDtusmgflmgIHR t gsingsisSsiti tSnjnwifcitjiatraHraaia
fantwismta aamjturtBtm mBtituHNtGmitftHtamutSfitnBafrnronin
mms&al  atJtunucumtgfJtmglHn i tfius  fanmsmnGsiifftudins
focmsmsimmiisl  mnnrnSRGtrnsfniinifTistRGScintiiigi  stimnn-
GnsRtifnUTumstRtrestsl  tunjsucimfatmmyisSojGHfnsinSfij *
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
- ysfattitstnBtinfismufijHR tsltncudanJtimscmthfibnsﬁs&ia tticu
ir{rh{rS afRURR miHiui
itinupj astHGRUTtijtntiiitiMHR RiiniiRyiSitjri:s.atitifnGutSaafRin
"RH’\thsIRItBRiJ{tri{ftJtiisiRSi3 tuimHiGayRiRugmmnI\/JiRmn] tp s
IiiHRHaGitnGnnRHithirirﬁMHRtijts  tiitjtansltgjR HRfrraati
titSgsfRiimtuBtitiBaQa  uftramnuRBtmMmMmsnRHIagiti'hJtna  sia
Hjfima i nRtriaRut*nRmatdojdnjuninitihmHswjHIiR tdfufimntcu

fiSRHfNMtIWHR  UUnjIRSfIMdCUHRggtUtnStlInj (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

v Johari
W hat isJohari Window?

mets Johari  thRndnjdmtmhtmmmfUHngsiRssb  atiHsmHfiti
GtniTIHHSMjgihSptlJ (The Johari Window is a model that helps us
understand relationships and interactions among people) %

- th&’\RsaianRHiatalpsgttStitSwttStitiij atignnu Efjtinud amsti-

tmwnjjtticugriHsBfc i twtcyugitss nfitnsHnssttfiti ygnnu ffttinuti
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gignifnMnjjiuMttSmnti y8smt$mtfimHndt9tgtgjm i tcw L uft
Stilngham thnunjnj*aJtmnjffafiOTtHBS "HjmSRtjIRmfiurGQSS”I
nmnsit3 6 ts§HisRuaMRHfnntc}iratMi RuannmnijH ytgfUjjMfia

RUSSIn aURtianaMItU (Each of us has information within us of

which we are aware and habits, attitudes, or talents of 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

atiujat*Rnnfitriami (tgisHIfitnaultitna) i tBImjrnitnilGtJirrttjjti
tuCUHfunmGnufujsstnsiHmsmnSrjtndi ~ samjmmmitinucijtjntu
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) A
- minnnptJiaaticinliaitgIntiutigJohari finSttfiurdSfjunujfc tfiniwai
tsimsrnSmj  mntnuHnumiantjsnSstnfi ufinnmfitfifcnKmatiini
8smu?uiwtnnmQmtmtnHistT?n8ginutufnlifiJ * ttStimtiHMfpHira
HSEiyttSmatmmimjunTi~nisaracijnRitiGtmsHSMjiMiipugi ttfcura

tiu 1 mmgmtmftnnBs
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tmJiniMroHtsImsvHSms i rnjssrijs![fnHtmH!jitt3mtcufiHiiH(i/iiufj
HfiHiijuajjnffiHismngisQsmissiRgsmfiaHsfijj t HawjtuimSmi
HGtijitintJitBscffitsj ytuimubtsnmfnrecmtnu  uuJdiajisjfiHttrt w ki
ttdistmntfitufmstintiJiii srenafercufetimmtwsfptiniiffljBMm I\/I>§

tnsfitISgIRGCimM (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 “1'm just being honest about myfeelings ” have large

blind areas) A1

rm f nBmsmmssmGsrnGtmmQsmguiStm§jufnnlgji2f: utoHRUti
tnSfi i1 tsisuttiral3gil3HMmiIRfmmshyt2Hjtt5RnguRfTiifiJI3ih sb
tinri

tunnsiMtlIfIRIStHGTTU (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 3 tmfistimsLuBnmutftun? tmtiturt

tsjimI~frtdnisiinnbdnjfnitURugfriiiJiJTuwHn  ufrnmm & 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 of 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?) %

- (uwsmHnncihnt*nSHistmsmtittjinnnjmmmRtns  gnnn”aniM
tcirartnn L w e L I tmmnnnjmfitanin
ut9KIitsmRGTiIORMnufi?immsfTii{tnmoMttSa  xtximnFJftnsrririsis

taRtgﬁti (Ifyou 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:M8ista1£|1tigmnOatiifitiHaM} Sift
tRHSthtUbHISHITHEiritOUCIiTIGthUSSVia tCT ICUfIn‘CliSS\a'a 1 fridHIS
HUHWirammsSSOtfmftfiSStmstgImSitfIRSm 1 HSMtfHUIU igisutfi
HfitfIBthfftutifi StiHISMSfI3UtimSIntiS?fitfICU3S StitHfilfrttjf: RTfif
TuatrubtwfificiwRsnfiicussruMmtjitdstJsiuiSj " mittinssHBtSn;

mssumms (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
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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 HswijtticuRsmtJjtJ
iss tRttrritjigtiMgpraH i StrninvigmannRaltiRmuuHIfitris trnml
tTmnggBBtiJH * tnHfniTfinfrtjiftnautnnitii HncagBstirnggratnaitfifi
8ranBatjit'HnggBsuSH itgmtmtittimabtHnmSmtiitmtnfiHnmM i
tSISUtFUSIMISSsH ~ nHSMjHUSQSRGGradfitsitnji3SSHSM}twfUtEiaSR
RmuuggBauiH i usiuan HawjggpmHUJtuinifiisastnsu”strituaf
iftrcfmjitinHufajnmuifii -~ tuiuyMinfiSaMfiragGeultiHisffimnfi

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[]injRmuulg5ns tfiws*iHsfnmHuBuTIg ttirosgtns : c9>
BtwistSITiffimufijm. cla> tBvmmsskntftuBmRsamijfittifiHBss

aatu'jligais. shem) 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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- mtamriamiBrnuftign: RjpgHtnSfnnSwtiSnitingminnmttapujfiti
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

ofyour mistakes or someone else’s achievements),

- tgtmmsvstifrutfmnatimnjfthnsVaaatmffrjtna . rrmnaiamr
HGujitututuHmtpiiGtm iljssaa I miHGUjitufistji" grrmtgm ttmmii
W3~"etjiHncws' u swaH SfgahtinfjnGtituHnHifjfnncuS"GifssHG

tjIS (Engage in Positive Self-Talk : involves making favorable

statements to yourself. Statements such as “l can do that job,” “I
am a winner,” or “I performed well” can help you take control of

your life) 4
- tppMraMtflwHTCtHranSn] : mnSwranjssotitjiHBfigw |hms

tiffififnnSMRIQtjtIItnSTISTreltinutHtiHIS ~ (Use  Visualization
seeing yourself as a good, productive person can also help yon
develop a positive attitude) 4

Always Being Positive Is Difficult
- HBfiyml3Hw!StAutmijH3mcu:tgM:rijtnms1gi33™i i mwitgw:cfitnfi
mgunmniHnnnintggi®njtt~tncmimiinmsJtiimtigiti fnnmsHb u
fiS 1 ugtitEmGsalstgRSG*HinjifrinmMHSMjtenitts atMopcTj mi

tnntifiMttBmH o . gip:-
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umgptuGtitfim  Rincubcusgn mmitniRK, mmmagaMuitai mrasuti

mitru  stjmicniafRs  RnmtawfiiniiHitiiHiafriiHyiMim (Al
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 of a pet, loss of
personal belongings through fire or natural disaster, divorce,

robbery, moving, job loss, and retirement, also trigger stress) %1
- fnnvvipEyimmmGtHitiigGSifidtuRsn sbfaHnmnmfihtStinltimjntihfi
RUAR UmnHtUUNilfnymirtjimMiJ (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-
limi way hrmjrgr (fimfbja abHRRRRtjigffunmn i RaigaHtiistria
SfiRutmun  sbwttu|RummfiniHIGBg(utna i RitaniuRaigttj CUHRab
umnj si3mJUJfnp{SH{RffdnuRmgtsisHisfirij:rd8is 1 tjsMjmti
mstfuuonmstficu tsltnculufiitnsTGfriitjiuUtiJHSIfdontifuttisTLliJ'LIJ'ncIIBQJlss

fnyfjSIS 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) A
- GHiassTOHiIsSJURRyStimmaRmgtswgRutcini - atiRan  abmriribgR
tdtUHRutgyisGtmsHRtalnbRmggibtafs i GiMRjinHtifjnRujmtm
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tScmmcernsR - 'ttntnumtiuRM UjmslsafnritijmtingiaisistsitnnjMH
t&u 1 mjMLHussiglstimnnagmsfatcujnumn sainmjjmuntBI
msmSm! satjtMHntHitiiumnirnitfisEmaHisraM$frici saraiftHSB'm

jtimhr tuimstltjtiJHmjnratSnsIHsrafimutffiltfiSf: (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
HSfiJI38HISmmflliwRbRS19HmMt41t3RSISHtUttymsj?i (Some people

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

frnShitiusmsmmafi®sinhfisigSHtuStht*"GHthB i rufistuHn
mwnHinurmtinttfnipmgtmtT nfmi nfimBatjicptisrntfimig‘uriIVLJmtnn-
ujmtint3tyfi3(HutsiRai9iSis[Rftmnbgn stifrraggnjtijfitns ssisHn
sainGttfisfwiujtJiHtusajtimncuHSsmcu  tatusii&lIfristisisjsiimsIR

ptl\/cllnqoj'ti (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) 4

BsmninmoHsmsmnBjiMnnM i HaftgmmipsuflfitnsiniHfinHsw
TslttisHcinsmmiS§ hp]‘;litidi8:tftvvtanijt*nsim—II—Jtij ttfim&mimrraB
sjiMeitRHtiimrinagRmcTmti % tJiBHatgjn mnnafniHtinHSiMfinn
tsstJindaGHtjiB 1 fnmjsHcmmgflIHm aamim”~nflt*iBifjunaiBtHis
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{|j?fnnncin?tITl (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 of them. Again, this
unease is natural. Learning a new role and developing confidence

in it takes times) 1

How Do You Cope With Anxiety?

HShutpmmfihLucmusumiinmtriJHI migramiwfimwtitthmeminip
HHGSsditstf thcmsl'}’tiRrrg fTinSsoptanrifa ymmntumcutwsvaviti
snu 1 Ujrutrin]HStni{Ufimuimmmnnm ratJ~ftnafniHnjitii|RU
{msislqtiWRummufjmb stifncggcumntjismmsHNStg i mJHis
HiiminsMiamjmGggnrafitnaHiGggifitnammsmiHiamiHii/igio Is
fnn{pu{ms i gsitnmn wwijtsjitiimtjgsnj*ssfmjGnjQRRtditijfiTiJ
tmRtngutiffififirnjKtu 1 mMiiuTnTifmssmftmyrfitititt] ©  rrutns
HiiHnngMtsfnnipupnsmGggiRGtmsmiHigHIJHwigiu ~ tsmunts
ggnmintna 1 gghniimSfiMnawnfstnangsM fafnaSttfin uffirmti

I ms tsitnnjfnnfRU[?ns stjmnntngwaintnstnangiu m|

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 of worth suffer) %
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mreniHgfi i mgmrgibtssusimjfnsmjjnmwnScutnsfiifuiuriitKia t
mmenriSi mnraffisfnimicnrfnHuamtusHitiJtRfiHissiatugfitultiHis
stmltims ‘i nnbcuR”tiismfmimjHiQsatmHimttSaislgitijfiiTisuj-

AHH3QOTS8UNTinfitnflu (Individuals frequently cope with anxiety

through the use of perceptual defense mechanisms. These
mechanisms serve to protect our feelings of worth. Note that both
positive and negative outcomes can result from the use of defense
mechanisms. The trouble is that defense mechanisms may keep us

from confronting the real problem) A1

8nn:tcicuts1msbiGmj mBtiHnmnmmtinrafiHntfig t tiHUHtismti
tBtyBtiHssntuHnjtiBnHfiu " puicut®HRtRuitiiJiufjHnHisfisans
TSItJs tSURmmelmRthtj18|3I—$l\/UraLETISSInt381tIJRtJIS T tRWSIU
HRBtitfi tnsmn{tltoE|5 HRSSbfjIHSS]SmenmtRIRLngIVIImIHRthfI
Rtisstg ‘i RiJBtunffitntuHttjmgiuHTRRRimmrHsiRHHStncuiGRn

tSm?iumt3timmSsSmnis”*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.) 4

How Do You See the Boss?

- RamummgOTtiMsistsIRtigBiRgsttttjmstSbHistfiHWHRLRtitRa sa
QnatOt8jmdnnslritiStt3t3 % nujmacuHnBftmmsAtittusiJRtinRn
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JraymdCUHTfitGMnHfnmUtllunssI®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 : HRHiIGSEJmffiuhastsIRtifmnjynj y tuwHraj HRmotHR

njicuisimtuncutmufammBHjatinui mm  (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

HfiIHTCBismiynhHSGjiwmMHnNfisdjKjatnsHcimti tsIsfiPjHmmMGTm
tityojHngstutiismfmgjhgimEUHR ytnsmryo/iHsyjann taltncunn
ggwmim”~hjjimraHnmtGmjthHmgn i RysfmitficutfcuitBtyusp
, ssmA~tinym nias[in:tnnjtdnfHRmRnsyiumnjsnRsig8t)JUfijtR sh

HtdCUHShyyiRsiriagRnHRBtgtSIRaRmgiatSS (You may feel

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) %

tnnjHmtsymdoJHnNmGSbtrismjjnmtjim mshnojHfitnsttrltJTitHmtu
| 1 HRHiGsasRtHtnfj ttriraHatRniGRBfitnmBuu/nittritnimmmsS
BfHftituHRmMGtStnarifimj t HR(RfGtiGI HRgihnitRfRinncusmIHj
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HiamiHiuitpwtHiKnisfinwsIHR 1 RinfRjHBSItftffiHiSfihafi fuSsra
TRiimw  samftlciji3stiJBimsHRTRurEiaSsv3TORIPiCfiuntiJHisgsiri
gsbnjum i QjjnjistmnuRGRTmtugtinm 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 of 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

- IGfm[MtacuHisujMgfiinutjmSHjt5cutcluTimsim RRiiiHcURIRRti
itisttjiHSfaitutuHisffiiHiuitjicuvsa siJRinnstfimfstqutG A tdimm
sitHntnsmt3Qcuit5sit3 smsptu tnHgitiuisttfmjtffincy
% mnRfdmnjfTunmas

tntUtUT] (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 ap\proach them) 4

- GiHisRingsRsmtrisHniHtuimfjsGitnitGsiffi stigwisriuMRIR tuiui
H3 {RfuicuJHSISRinisIGtmsH8 HRuts msltnfUfnnHSHissniHtuity 1
BiBtitnth  TGitmrasitBsaMitMiHimsutGRtgMRtsgsiRgsa  sttRiti

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

_ 0JJ70J99@))9j9SgiK>5
Managing the Boss

degnhR«ltittbthHELH&?9™riJtd“ tIr,tI551 tIiUQtcTisttnnjtt}i  ahmtu

tmtsSfiniifi  HnbmtShR«tFii3ttr thiFIU3S1tHHUWHTitHitsji | ro5iUQtm9IRI-

rdIhimgvgstwt-anthttif . mmsjmurussunstasrishi

t mitRtikhhgibtroutunEutHitiiHissmRsstifnatEIuiiMT  fncigarjatal
nlbtnitnmnbfruttianasEiSMtgb sbfrintirititiJtuHntiithfrtitnituMHfi
WHtwusttmmci®usgtsimii3tuGfnst?iGi~ti | tottustSro HnaiGsa
mstRtnarrinygiGmipamsimstTiJ  HisStutsHmsiRsw  atimSssf

tiVWRFTin (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 of 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

#5
v X6SYg&5P F Summary

RSfiSMnmtihfcgifc tdimttamwnmHtucss ftfwjtftnsmiHunuMHn
mnjmMHK safulGHSUMHR t misscuMicu BbmnjfimmcuGtmsfnn

tt)jo™MsIRDfissiHiSfiriK\Wais rmrsM—IernritinfniirintJl\/l—hsll?b
maStgmi i HRtfigtgjhshnjanRamufmtrifc! taittitmtSbijafgm:

uniiinthbsaub t itSmijarwamuwtb myi*fmggwffifinntnasra
(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) 4

utits Johari twtft itStimtnsfiuBctjra tdtutjicugdfutnsHnnfmcinRT?!-
tfibsssti samitnfiBuiiBtmstiRtnsfiu i mnmmmnnwsstiinthm

Itims mrwcuittHrotnmiftmwsuSffiH sarnitiicufifimgtuCUHaMittSa

tnimtirntjaHta I rnmn

tOTIfiinsHit3nittatnsmHJtn:mitiiMuiSt[uinsrnmfi fnimnnssarm

tjttinHcisstitiiSiffiltjtfis sammurofmuCUHImHnjuSm (The Johari

Window suggests that ideally we should have a large arena,' the
result of 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) A1

jntitimHmtfmfintmjiHmssviti .atidmsltftmssmsfmtfifiSaj i ns
men msmsmienjticusffugtinjltims mstusmisimsisffrastsnnvistSh

HStH1tIJ{UCmUSbUmnfitjimWhbtS (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) A1

U n m i *4 ' Uu . , «*

hsmj imraitJistMiujmfaiifiiHtiimmSitiJHatctriHigltsis i cmjstpa

(Remember
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that the best way to view bosses is as humans and deal
with them accordingly. Learn to manage them by using the

concepts of upward management) 1
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cn

snj6jgnbsSsssisbeg @ eiggssssimsmm
Motivation : Maximizing Productivity

ygSficgftg?

What is Motivation?

gRGRjnGtjiRTHffniHM traramHmttimtirartiHnrammitfmntJtittJrt)?
I tsimstisGfnr miflitmtuRgfiGRRSituntiitanfngitiHfjtsIRatnwis
mrtnntIMttSti ttiramtHiffIHismnutisTtIsltjtris umfims t tuitSa
tucuHnHtiitjiHfifijniiffingRGfiidua  imsttuagstitlunGMUGimnnai
frituss sidtrnwtSf?tjiBf:rafj5t5t3 i SGentsstto twrossis'UGstiJtuci
uujufiinjjcuRgRGRaiunBn tmitRabfnGmSsdtufifnci t r]astuutnra
IRHGiagiaHfjpytUJaaimttufignGRssmiBR Miua”~cutnaGaamaifi
tTGannattmsiafffigfidiTfuS jugiunmuggiRttiia”m ttiratfirnGntnuj

fijmtfURSFHIGTiNUNISItNtUUtUTStSS  (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 understandwvhat 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 of organizations are
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introducing new strategies including different compensation
packages, as a means'of motivating today’s workers) 1

snHim-.tniSnnHtifnjfilrmwfigRQR samunuti HnHfiw'itfiKjigisltns
MSilistiifiltmutjStsMaghMygiaHMNgtRm&gljmrnemtfi - tStusgjisssi

QgWitnsafRtHfrniltltim iJfnnntJQR (Through studies  of

motivation and behavior, psychologists have generally concluded
that all humna behavior is goal-directed toward satisfying a felt

need)l

HSwigteHWMstfiBigmufmj i fnptifrmtatftSi! tnutntu tnusn sti
wnn t msRTHfmj9iyts§T mstRt t msjufririiSutiuri2 i HswntSh
tRimmijggcuran mimnmsfi mjggcuftncu sfcmiwnsm i tmtifmsri
tfatH fmutijtntji mntwfiimstivras shggcutns t

ttntjtjnjfiimatmsufinj stirrm t rnimcunmEiMTrifLnmlattnfitSnj~im
usitHJffusi®ss tentuligiatiiHimimwssato shnjfjHntflg hissjii:-

wsisnamsuiSR aainjigsingsatuifiayscuj (All humans have

needs. They need to breathe, eat, drink, and rest. But these needs
are only part of 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 of individuals
and groups. Understanding the complexity of these motives or
needs—our own as well as those of others—is essential in

establishing and maintaining good human relatons) ‘1

Sstnnjisit*mHnfanw{pfmni sttmnLwtRtjpntutsttnRtjQjSjni Sfc
ftQgfmttttrattSti i tRmnnpuuamtdPiHmMgHHty ttnmftS!8Btitiftf&»r

msrgtfrps? u mtinmnmnnm m pfinm ij? (Our behavior is clearly

motivated by needs, and yet we often do not understand the
complexities and the subtleties of our motives and needs. How
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often have you done something and then asked yourself, Why did |
do that? or What casued that?) A1

\ == u a L»u 1 I -0 Lit/

sbtGHtBmmtimsffifHimjtais?  maminR  tRfaRHfnmanjHmM$
unjncutfntitHNHSHiI3fnncicnGriut9?  mitucutinHNnwRHJTingimsssh

timHmmramwnEfltiriUtilUfjHfl (Think of 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?

- timJtD!) rmtstimamtinditi Stfi tijfftm tm mtSti tutu
tnHNMARTHfMiHiQTRfwutnnitmtiRnHmMutiR | rabsibHfameustfi
tnsfijHff) 1 «nHfMNNafiiitnng ttoti fum sudu cfiiffnipu) sx

US1U US ID ("RT/V7/jitD(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) %

- mHfmiudHihdmreffniHwtfig fanjfrimGtBmSImMna  {totiimum.
sn. 8jpj. tSnns safim aamiiHtns i tiJiuifiTUhmffnisintasws
tuntui:fiiHCugisMntjfniifdns  fmhjnGmeutnsffihlilmthimthnH  sti
nntjOTtitHtswtirfitintiijiuMHBMIiHIti* JBanjtiatirofitiytffriiffiatflis

(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) A

RmffnmmuyisniRiui:tjiGRfiJiTfd sttBismnwmfmmtihbgiti i muf

MN i ntHfmigiatasRtjitugtjcutamcu sathajiumma (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 g : mbms'tMIitfrilfl mm ralmn rmfig mcunnni
Ctfulsutt ShfdSfinn (There are eight secondary needs: security, faith,

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

What Do the Theorists Say?
- tnBTSMfiijrcatfiwmnnBBtimiflinitnirisRSRmftnawuiSmBEti | 19
UBRaBtcunmsfygituss  JtiftimnHnHBfamcTisrfjOTUtimmnjwmmj

IBImBtitgtni (Many theories have been developed about
motivation. Four of these theories apply to individual behaviors in
the work setting) 1

Maslow
Maslow's Hierarchy of Needs

- atsgnSjjRiiLMtiitpBaxstgjmai twin Maslow tnsrawiMutji bibxr
RIHfmitBnitRHiBjriiHCinBfitnaig tdcutSjnitcutisnSg ttjumshnnnfi
gsnrasfitgfmnms msbtnjbtnsrmfijni*nsnSn iRutgRiRtnantinfi
BlpfirfIB1glftHXB«Igftni A jS'MIUftitnnR Maslow fltumBIttigfrm

fimti gtstfi tttjfmwnwngji RiHimiMJgfrm shwsfjs nigltniwgH
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RfHfmiMnMi/tfnin stSRmffriinafrmiSnmnaM mscmusatla (Like

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) %

fitgfmicMicmtM m*nsmrcSmsHumtJTU mnna 9R tifHR smuw
tt4imgfmt3njtjiRTHfmndRpaint3 i  mmssRtjitiTHffmudHiuwtiSti
ttIrtnsnttntfSQscutrsfiiHffrumtitss  RtHfmintijtogjfiuswfins  ums

hJmfdSiaumat*m (Physiological Needs include our desire for

food, sleep, water, shelter, and other satisfiers of physiological
drives. These are our most basic needs and, until they are satisfied,

other needs are of little or no importance) %1

nrafffUfirinfnn aawaws TrftmSnmScntiBaxalntin THffniftjaMirtfin
traSnn tjianmfmifjifRfnntiSnnafnui I myfrmtfRMififrinitiEinf)
tHturamtsintaniGnmnatititii : 1URscuiRutnjwfRRIin wawerrmni
mriflaLtnmujfqjfnHflwnnfnnj tiropmm3Stfijti9|putfna urgwsji

MUSh {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

ffraimiftffiH UjimanTintjrafitrstvim TVemVannii miggwiViriinfc
Hyah BaMnamnranmilJiaiHRaraijiHtDHhatg *| tJufinj*) tRmcsgm
tnaRtHfmigimanalmsmGmnSiffiHRfnri  tBpj(fgs(wtumnt!(nHrni
tn: fnnRU(riatjnnmti - aalVHIBnRicijiawHRB uHtiRifttfitji: t wra

HAwjmmpa R(HfmilgRgaingaaSwRitfntiiifirnBRtJiHmaagrit3t9
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@ U e a@ umsfti Rfcssafifirafmnas

tJit"tDDStsnStmtiJtnaunntiiBEi  samjHstisfijTHtifrigsgl  (Social

Needs 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) %

mtffmnssjHtnamnsStnsmnfmnnBStto shnndts  rmmnmmKf

mi{g??’ciacy shmn
tnBtfutQjtontia % tsimsmSmt
Atsstnsmtttmrmittu&BisstB rmgscuswyifmatmnatqgifc rrusscu
emnjnHmHTfnittij saHR”ptitfil3i5tmsmitftndnjMtit3W3ttjiRfim  sh

mnSsplR  SttihIStdltUtftntfBtjmifaHjB (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) %

RtgftTiiRUmiranmnhMmgntusaaa wtditsitffiumihitnftimfattSh
tBtymtiitfiHHmtdcuttntJHisfiiHRfrinHiGtsiiti  tStytunstgldojftjms-
ntmnnnronjmwttSh % RAffmoimasretfia npginhrnnfiQUSdicij

tgtjiljfi i tsfntgmgmr fnmjpa tRHiMItnRUGtmsntHfmimmsgtjia
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mHMmyfrintigujucH Sfnfauimnj”™mgiylR  sttmiMuutnssfttfi
St: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
itimsTmjtscuftiunjtftituRT Hffnj tniftdhUioninTHfTinslrauiunfnHus
stiustsimnmmHimicwfriusEatfia » nuts tnntnsutsutii ttubtntsuh

Gsmstatnuitisistnutss ttfuntiattimwRnsmnntiia (Maslow

believed that we generallyXkatisfy 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

Herzberg
Herzberg’s Two-Factor Theory of Motivation
- tslnasi tsnn Frederick Herzberg tjISUUICTISfTsSfiinitran

snGrmiRfnmmfrm umuntnaMranmstmm salramtlia laoosin
HnHtutusituiuitnsmnnniGR sammstnniGusriatjiatmsinamsatG

T (In 1959, Frederick Herzberg presented his two-factor theory

of motivation after questioning over 200 accountants and
engineers about in their work led to extreme satisfaction or

extreme dissatisfaction) 31
- mnnmSrit tawTRIreMicatsifiinmifiBifirffii  tnBMif:romBntimifti

ifjpfnnncjSmHiratsimtiHmHisttntiftnj gtitfriimHBtmM3n i ngi
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Hsiaramms tmcustontjitiJtfiHtns sbsfftn. ragstinRUvni svimsms
fmtns. tinnattintja aaitnmujinjatunBn, RanfnnRamiiputFia.
smR9satjiHtiisaHfiTtiuraa Hmsmitm saHnirmsSfis i frigjgl
Rjnma:[ssfiujsufinRHsijntiJssuanHafijuntijBnmaIBIamjinnuMiR'i
RmsatmBmuWwunffiGfiHalHswsifitjlatmBmuEussratnafmthm

ItBfigfiGfnSIstg (Hygiene 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) %

ntnBitntturigriBti  mSfifnitfremcuRSRtifi - saRincinratuhmsR'iittii
mnsM i RfntssmtnsfiJHgtlcu riHrsus Riiggcufmcu RifggcusfJTRf
samsini i museum Herzberg sscmBRsticumsmiBimcuRgncRseu

msmjfdtomfaHR8smh8fiJGtm§friJHStnmQR itlcutRmgjanHfgHis

@ 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) A ttSt3Sx3H1SHIJHtuitjiggCUriJISICTItCURgNQR
mHmj-.macmtuannawsifaaiR  ustHsmuim:HttjEmt3 timatmtritu
tsistg (We tend to be motivated by what we are seeking rather than

by what we already have) 4

-40-



1pSjg6Sabfe'S5T3i6g"agS?S£aS5;750i5eRy3H McClelland
McClelland's Acquired Needs Theory

islgi G>dS® tcmn David McClelland tnsm8fiSFOftfHffiH?imJt3im
tcunsfinri  ttJnjGiaatintmji  firairnrediaigtjCutsmnnGusufiSn
cunmi:fiyvimfjitst3 i EnHiai:fnicinfi[EiuiafifujG5 HSMjtraagscutns
sJyiysiigtsRijsfmiHcuSisu titstji ftiaftlcu hiutig aafjnamn | rygi

fmgiaiasRIJITUintiCufiyUtsmtinud (In 1961 David McClelland

developed a theory of motivation that says our needs are the result
of 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) A1

- TuSsratmatatfiRrafmrammymsfmnMsisuTjmhmsHfiutg  ttSa
HiGmSaulftna8(Hn(RfrjntjnmEitn3 i ggmwui HSMjtnsatHimma
mifdtiGMHgtiCusfatnaasifnifiGHtjiacStStjilyBnsi uHnmuraa i
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 of their work style)

- HawjiSnjtnsfiLHfmiG8iji8Mnamn|pti  HisrnjtnmnGRGGtmsSuffii
tglHstjUimimSygaingan BaHfimnSRWS8tftHujgnStgt9jm~\fiarnt

tm A nmmnniGRmifcnjttfmfiLHftmmmammtyaiPtagaingaaHaj

.URGG (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) A1

atifignnmSai tcmnMcCleliand traimiSnHSI gaftmflratnmittgnitsitd

Hnggnjtnst*iRSaisimtQsgQcumijfiitmwRgRGR  ttfituRtHfmtHtimts
(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
StanimnafnnfSfiitifi 1 suntimmgsmss  HRUINMffitinutSsim
ttfK U fiiiignititifigBtutnatuBiJninjnHtDfiriianurltais i ggnnmfi hr
higrrSi iuwatuHR8{ut3Mnjijra:tntutfafjnufnJttitut3mtntusiatj8
HR3t3H138mfiJ!|B3ggCUtn3G!UnR"R R taIRlUfR 1 {UMStUHRINS
RIHffmnSaiH uMwtsMtjgtawW tarofiiipxjitimiM ticalQfimnfiin n hr
gsl3tjisI3mstR8R3WRjiRbjm:tncutfh  tAtmntiiiiatiggniSiUTingin

SMBtQUINNjRIHffIIUMHN ~ (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
of 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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- HsmsuRffin muisintimost*fimmatsRitwnm tdwmrmssarm
HstRsmitni*t  HttirouRWRmMN9RRt3i*nafidii:H8igtnsraR[ui:«HiBj
GtmsthIHnmfitfitiH  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 | Apply Motivation Theories?
mnnsBtiHmgw IsmjfijnitffingfiQRHIQtjmraatjisfibtfisrtjiuR tu
fnHIctditres t mituraHfifnnsMtnifrtJfnitifitns samHImi. rmssra
tmtuHtanifiinitSRanBtmSti,  miStiffiStinJuMnttrnnhnnintHfT Tn.
stirrmt5sn?n6imt«SngnGtiHfitjts  tsitnEmmywRfiaftnsfnntjfiEnHIG
g’tiittSatfnfficiins"siacuifnEutuIf;jiravas saltfitil: 1 mmsisgguftncttsf
fnnsMEnifiamiGiitns  atimHfmimBtimtmmttStitnmBnijiHtnatiH
sSrattStitna * tHtitata:mtsidmtratitmmwamiHRtIR saifnmtGttjS

miHtNGtiifinfijnbrnimfigiRLHirnr  samjQ~tns (Knowledge of

motivational theory can help us as individuals in a variety of 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[URfiae SfacutuEUmoms  ~tamiBiatjittSvatrisfiunssin.iantiritJti
rafjttSajrintitSsHitiiriiisfnnntjtnfrifjitiifLnsfnnltjHis i tiJrattifwfiis
rfitinutjHItjtns  stimintnjtmtj”*nffimutiHmfimHnGatitnGtiwimm
HfiMhuintteictdtia HnniGsmitSnisfrmymcinitijHif TinaniHN
G\BGtBtns (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

wrrauli

8ts8in 113fUHIGSt3nnt38fnfi5SItntUHMRR (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 tHlagtiigfi3fimsntlim:tniHafR9fnitiinaM|jjH *ftfmgen ss-
tinjluMgmSjfnHijifntstfimrofnifijnjtwnSnQgtjnmtgStfinnnigftQ
ununc -i miksJfiSmrtdii stimifiinitfiinsRGRHisssingst3jiHrn
wiuBrms 1 fnHfnitiinsMt) HraignGtsrnittiirafjm Bnm " ftrisisf
gadraHBmmis{rmmjvn: 1 mitwhsRBRHntitgtmmntpnHmannj
rafijnmmHiraScumriHBtfitn atJtiwinitigiaBfmmRjfm atitfmntu
mfimsmtutjtumnnnw *JmiaimntmRrawtHimtnasianiHmEricu-

R3R aamGmsM qamjfijfmgufig RGfi 1naitntmtSbsnuBtitjiHutSgmi
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thnuffingmifi sftisltriroratiratummutiraM Hfiuts imtiHiGretHitD

UJHnsIRHIStICUflIfnn  (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 of others, we are able to make the group more

productive) 1
tsisumifomtronsRHfiHmBjmHmMJiRSigraMHfitifisi RHRtfcsiHS
KimGRiiiimsstnRiiatnstSi t russ HRufiaimGtaRgncmwmfitsRij

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

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

ncint38imTfrlt4njaf9mwsGudti - t2mt4sfigncut(StnjfijenttufignBfi i
Rrihtll;ttllG§SI5?lthitUTIHgitJHI\/ItnS RIIMItMI, RlU]lJ:[tJnicI?\’mliail. Sti
jtnsttiRuiicrifR i RiiMnMimRfestiRimsfR TURtittJitifitjHissfRiiiJiJ
tt3fgRfiRmnnimia{RH{Rf t RiitiutuniRtimitimnHtRRt|[bsmnra:
rithiSr sbRiitHtfntHRistRcuRCirirjisIRtiRiJtnJHtiJ. frmnRfnaRcma

RIltnInsftIM URIMiIMRtH1ffiHfSiGRinsIRtSt3ttj?ti9R1 (Outside forces

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

rotation through different work assignment) %1
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nmasiantiHsinffiatimnHmLuunfifsmg « ggiuimn {RmiiattftuGa
tfnrasttinSnsstsjsnHIGnnjgjiuTiHra 1 mitinifnnicimucimnmtjju
taimBsauiSamifiimtmnsnBnticusitinBn 1 tuSatucuHfifnciSflini
tmcuttJi;jicuAv§sI—U|tiiG§a BtunBRtaissch&;GtHimRiatfiUtmwnngtiE{ViJ
miHafRamitm 1 mitjsfignrotwmiSinuwmfoBRrowHBH)fnmtij:
iMtmannntinflugaaHatnGtiniHtgtalGtiumu i Rfuitssnatssrfif

tRmSsitsIBtunRfntuSumsHJti ttSffitgiastJiujalRijpnaRtcu aaBia]

(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. If the new ability promotes some personal goal, the
worker will want to excel in its application. Influencing people's
motivation through the areas ofearly forces is virtually impossible.
These forces were established early in life and are firmly fixed

within value and beliefsystem) A

How Are Motivators Changing?

aaHRtHwmiggniMinitiitriarnituiiuraStnawiitM aia
GtmsHtuCuBInitEURgRGRaMtmBRtsIRaRtstJtGRIiuGUja i RiiwaRtti
mstRwmtgttfratiwBmtURgRGRHafuj aatjiRiaatGRiitnaMinMSia
tfiGutitalRtiBbraMaitmBRtwtiHiswnwRimgjmt/iuj t mitfluyra
tnatRRtgja tynstli fiaianndim inm yisrninjricinN ttnuifigvjfara
RsttjiraMtR  uiwwfiRtiBsississcimsfii filmam tjiBGEUtpgjRtaltji
nfmumitdinjiHtuattmnj shfnnnhgmSfU8fagigmtiinfimagnnHitiJ

BttSdSSfnftfi&nfilff (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 tiaiagntimimnyiamimanN msmsHtifitjitnsggtismi
6inirangriH?ifnHitii:rniticufTiitn!ttJcumnmt?itiiHEifarmtin ~ tticmns
yQfji rnimitacannifimtntjfniHfin samrninacaHismitpcffiH.migsfu
foira samifanSifnitifcinifriitnitnscii. RiiGcmHRistmfGBtalgaRiitG

rumuggr. samnnsscifUfanRmstmtGa (Baby boomers," 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)

RjHfmmIftjismitnnticufTisffigsRSHiGumusEna  mstfirntiJtjimf]j
fufmRGvitns ‘t stontjRtnat|tiiEiu ttJitURiicasu/tcifutfciTiRiatmjGa
tBtyHRiusttin*BRrafavsa friHirntRiratinlsuturicu. RinGtHiraRiitni
matRcuRcirifa atSRunjpRRuau i rugeurriwii samratSaRifggro
sfajRfGtcnsRijbii tuctmisjfa'ra RjRftRtju~fatjiHtGjitnmRaRijfijni

tFURgGRGRSmnBRtalRai3si3HnflimtfritinJ13RII[URCU1fa  (Demands

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 of motivating baby

boomers) A1
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The Next Generation

mjusaStintntutsiSsisHnfiymfntiiHiarriJcutinriH i HmSinttHitiJ
uiamifiimSngnGRtihmtmGiuriEi}  wauajisatfiHraahmftnamitiii
tdcutnamanEana ahutcuisnttmmffimituuuWtnamSmgjbmmra:
whintjcp i tintfStnatifpmriSsiniHamt!tu§(u  tuimtjrnRHiatjaitTi

ItntMtngingtitiltUinfi atiTtfltlifmfilJSMItta (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 of command. They demonstrated good
interpersonal skills and they had reasonable written and oral

communication, skills) %

titiLurratfrimths?jin - tsimHSh nmfiHiGahiajimtfthtjaiagfitjimfij
HismicuRfinfj ttifitjsirn&jwai ahtjantmhiutnsi i ttaStiti HSftyfims
HGGFUGRTnrmrimitriiHtiitgIHmtgjEi (uwsmHmGifmmtfimnnfmsrn
(ms UHaMujiranbmimnn] t utsHsqjfimaHGRtjiHfihfitci*s ahtfi

Hntxhaftddtii mntungRGhmH5 tuitntJnQtnuHiafiainjmGmgM Sfj

(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) %
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New Methods for Motivating Workers

tEHjfoniransRGRstmBmtjtss sintatwR HRtIRmj Rintyynfijgfits
fmLwflirnttd RBRttjjt39tji?{ps t tBtyHRf|jm mittidrofinmmtnmrii-
Htui sattitiJtRSRii{u[ujH 3itintfR*RftU8tI* nncmlcintintiJtnsi{pstBHj
5|RiiHR f|jssttm BR RjoAtjiRiiHui stiRiratipsmum Riiifimra
mrtJiiwntuiM atimin®nmitiii i BttmBniglfnigfmiunjjitinjpRifli
usummS”~gscutnsaffimm atimnnsStit) 1 mmtinsucuncutaS8{RfHis
jumntftm”~nmjarjtigin attmmecuisutunciJtsiRttrn”j i fnjGcifom;j
INIRNSHMtgjfiRttmifiimttSngnGRattinBntfa *t ugntarma afom
unasmuncumaHtasatitifra ttituHisquRmnutotgi

fifntjHJItty'IfiStl! (To motivate workers of today and tomorrow,

leaders will need to use a variety of 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 stmintifiyn
RirtnmjHR utnislf), sen, us”samitinjitQatiHM tsitinjHSfgjyiRS

uatwi3JfiIfTHi3inuEUtIIUQR (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 tnsmmjrntbmRjicisa uurshhr Btmsyafijjym tututna
mnrrimibinwtittriaatjradQ JEmfififiraritiSujm | 'ngtmgfirMn nsmtu
BnHtusicnnitti tm m atitfisatfG ffi
jfrrtnni_irirr I ijsSsssiatssu"njstamgfnimcimfniaintJira:sla
da UltrasyjstSativ'nffl JitM HasttnmsiGajymn%stfi *pwgtutmHcu
satfigatfiattjiHmtfraSuj. gnnmnHiwmn. abtftwtnBmBIfrmgTatal

naRcmamiaii sfunutjmrjtRssat*saHsugmaRsaTss (Smart

leaders- have discovered that words of 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.
If they see themselves as successful, respected, and contributing
members of the work force, their.behavior is likely to reflect this

perception) "1
RtnSitmcungRatiusibHra tt3cuidtfisnmtcSfi‘itmuti5SUMs?mBnm?cinj

treyJBRmreStnsmwrfcmHrimjpis (A strong motivational factor
influencing worker behavior today is the desire for more leisure
time) 1

JSwiujJHtuGss tuEUEOTUssimtfusutyitftspitBtjiymiftmiBStnstnra
wnmipatnsaGtfi mififaynfstSfnjtymsi(Hytjstti iSfunRytJi'tmG
ffiTtithtriy  sautSmHramsjHititGmittlragsfismEumugrnsisinj
MymHtOHsmmHnffiHisintmmtifiromnmmitiiilHa abranma t
atmfiRulgtsjRHsmimiriajattiriBRtnatfiHfnnRbfTiit"HitwSitRn

tgHmnmifdnbH¢tjiTJtttimatanSRKUnramnt*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") A

Summary
mjCRjifimifiltjtffiRgRGRStiimiusuaijluaummBtuiwatnfUHntgn
t RiHirarRisSMRjiHS") ttuatiatfigaiR
gstiSfasistnstsimmsRraimi aamjtormSngRtiR t RiitbrntraRgR
GRMRItRRCUIRIIGIR[HIRI}  URRIBilJtSIRa8 SHSMjHIRY t6 tUCIitIH -
ncutHimHjtinudHmGss * matRRrafmnucmRHismiHnUijTCijtnstg

tdcufijmtSfisntimei i tslramtfisscutnsfit$frmsn*m nigJnwmi

™i3tjIHRfijn]tSngnGntSjfittjiim (The study of 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) 4

rann thrasj raamSnal|pMilimatnHtanigffnnqiti!) tffiwnjuGfrm
wfliurifrthmtftnnnR 1 enmtSH3i tfinutn
misiatssmHtuthunGHtjin ~ tmcuRmnnisfsimffnnsirij*iusiutjiHa
ms HstcicuranaiglutnaiRfHjRiitsicijaiusM i miuinmtmn uiwuR
ttananR8ILMRgR[Himnsasnj i RmHsiHtmnamiGims
[unMgaRiiiRjitMtIMfiTIHSILjjtsIRagtamHattinBR i  manSRtnthni
tMRgRHRaaRfinbRiiflfnisMRgRHRffIRSM 1 tmJLgMiufjstiDR  hir

tmcua  unjinfii HaHjHiIR9G6t3i3RtHifriigaRiiHNHtnaMH|t3ra

Riitnagaifigsa yAturre tnHiratrnituiRtn™J” yS53° M1510M 3151
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HfiJAstfgrcficuniwrtStrti 1 tnnnliH xtgiTitJSfqjtt2i3XPXfin?nHIQtjin

cinRHUifiaa Amtincugdcut®tujn* gRnmmutjtms (Maslow

developed a hierarchy of 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 of 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
tutnaugtfinjtsiISmdJtnmtimsIRtiigM tsfnjfijnjtcungR Q" tii rfitm-
farotpstglmnnjffnjfmiHmSaa *
{uSsmwRHrnnHmmtgImfijgdcuJgHia wfigmnimsstiLmmrafttgf
tmSfiHrngjfi 1 juMBrahmtglmwgfiwjftgtnB mmuthmstfitsHen
I ntHfmnnaftnj:M8iB shginswentglmH
hbmjjprs mst*stglmmgltStutngHtiiRamcuriHLmng”iHnjgisgih
ni tdfuiHHisfiLHffTmjdu BtontHfmiumuuqj i fitHfmrodHtfiHcutfis
{Rgfdnufnnranstgnnhmtu ttiimRtHfmmmuusjHigfmitfasismms
SgwiLM i tthmmtunfringmmjfihrnjG~tns BtiR|Hfmi hswjhir9
mmijsfintrjumS?ifinfdwiusi  tdguHstStmajstisindfUHiScifriJt?j

i (The most persistent theme in motivational

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 of 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) A

TUfimsfTufiimtcuRgnQfifiyh  nsitifiti  nsimtrritisdgnmdcumtmuti
unffidnHfimmatjsfisnraiwmjfomiSnsmsfi iiJiffiSGmittiitfmmsti
i nuts ttSti$fnsfijsfmnLUiymfisis9islnti
npticufimitrofignHnsmnBn i mitimtimmfmtwwmitjnfi stisSfii
mjsgtuEmtusamifjnSieTmsrnitnitacufjnGtnssaira

ttiifiStn mictufHRaMNGHGRIMItINRAijsns?) sarrmnstfinjrjinmipa
tjisHrasaHnBaMRtnBjfntroRgnGEitnfjgHtiJUJGasaGtli igirrinh aa

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)
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i s"ssgsfsssfgsJissesshas,
Creative Problem Solving: Making Good Decisions

$gj$SASAST 6tSM5M"gt5r3$389S68#1gneS585gffl?
What is a Problem and What Are the Steps in Problem Solving?
BffiHsmS8tri9 {m fttSffimmsmfijttn77 Rinssra”mnHjfimnj taro

I tfitfragpmht*hmroftntta u
tfttQtttftross tRmtitnRsnhtjitiifnciisia nutrntanjHsmatSisyiimj
iStutiLHhfritiJBiaStnmsymmHra progtu&ritjatais unHawjsaisGtj
mnniystnnmratnsLUMSfnn i ucmahiroBiGnjtfUBrih taltncureran
rogfirontegmgltpjmGjuthHfflahrogfirothmMh i GtjnsgmrnlJmiji
Geijittitusi|Hitififfitri3Stlurisyirira 1 rmntuifiHnStnmsytnauRffiiu

mngaaafrmGtMGnMtIGGR (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
ra n rniratMGRHttGBRRthtfinSwsiaHmtsIRhStnilnamitfiishErnnj

utm t mifjtrefiifitnmstfmraHranmRnipMnHR{jitQtiGifiiG (Once a
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problem has been identified, specific steps should be taken to solve
it. Decision making is an important part of the problem-solving

process. Deciding which solution to choose is always necessary) A1

- gfijgggftgffingsgqflg&gsggjggsn?
How Are Problems Solved?

- tthmHsBfinfimsmwHmslinhfinus  HfififtmufiBHHSstiuem  sft
nralmnmmiSmiMtttsSR

c« L#u ii u

urm aafrmntfiitjRfantjGR t LtiSamgsingstiifiaaaM jtnsuJMgfnci
tasfiaaHiHtitaguEinriUfm tittfisTfiiluaucm i TtiSatugaingatufib
HAMjHatnatuSgfnntgtais finmomSfiucTntiatST i ntssuitss fiaim

i"sttmraofm Tfif5SRtnfigfit3itji?tin§M8i3iainag3ing313ifit3i53fjin

(Regardless of 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 of human relations) %1

- mittliiTMitiiticrri safnnniMsnMtitjBfitnagsifigsacn i mifjtresfiti
wspMgmnufttiiGtgju  pwstutRHimfiistfiiiffiumtiisturroitfim
mnnnrgmnnrnjH t mmnrmtnasfucT[i atiStwnsjgmtmScumfstris
GtmsucrntsisRtjnQaSfjsis maatrimmnBsHsgiatncmcunuBItgjtmg

ItnRunitnfUtt3nitt5aMtIHgRtiLtRiIH3fRfinH[IiITIHM (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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uiBJGmipsiuwWimLmtiHjtgmjMntitsfi nhmfitimturmlIGgitiisn ins
ISgsinsujSffnmJiaJGSitgjfi i HnmtHtun shHiGi(5(WfiBGtji{uns
IslnamnSisuinuiutTn uiGsanasGititGfiuttiRtranGinsgigl, mslsSra
mm). umitkittfuijprmmsmg i StmimiisiatffnmssinGtjtHHmMHitii

MnGtnSSImntfrmStlitj'ItUSS StitfrifiSfitSiRtiH'iStl (Numerous ways

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 ucwiSmtnannnmamtijByjahwmB”vnrnSta
wattfiiirmmmnniwiivmwm * SsHunramisuntiitn ttffijrBnpnnr
nrnmhns ttStimstintatii ttntitalfjpjwnjwnmigwmmstBujumu
mntitas t gjtuhiu salmfihRinssitiHMsScumnnsstiurrn
HSMj, Swiijfro. fam?:. gtimnfimm. 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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Problem Solving Example

samflmmHcuSHtnssifigtjgaHmaHratSwisittmmfrinjunGs  hr
mtsstatiicij(jiH{RtnstngmR8M MfnirHRanjtSmntu  ttUmrangncitgi
tuCuipttnrjMnumnatrigucrn i RifitnJcimtjiiRRtnHsiutupcmmra

mst5tms|jjttfm3jfii3njgtlcutt3tujnt30n StiwgtinntmIMti (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) 4

mnwttfBfifjitfttRH  tdtufnnsrdtuRmtjitug”cufiUHnlm mmsnmfm
{ytucurmmsglgij tgllawRetimBHrawsg % {UMgratgutHisHBHIG
ijdistftnraucrncngtg nmgngRj 1 tRtRmHumuRtnagigtfituiJnrimg
tpSgiuHfRtngfiRisl RtiHyrmHrrmtH tjrawirmHRScugigtcicmffm
uraLtingncingmg’\thfigiRgifj)X(i? ummmmnmiffithlwgiaHMias
Jmtrira HRHrcgUfjtJIGGRYyittjiRdcutticugBatJiaiRu"RtBisRmiHRScij

Q' e

tumsfdfm: (Imagining what difference returning a changed factor

to its original condition would make. If 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

tgIRtjggumnmgt  IRHRHIHIGHgstw i) iMmfmRt Eugi Bttmititm
mMcwWHBTCh? qgitmng  HRHIONGImmuyfmgamtm—ratngiti? B rign
ggmnyififiaig ymRtymBmugugHHIGFfIRquntiuittyaHmpjaM
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JURTEUGUHItIfi (In this example, what can you do to assure the

timely arrival of 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)
- umtiHfi Grinl36nnfijgdwtE3njmmnRt8jt3nfinwsHtD9 i Hnjrrcsti
imtSnitjifinw3?m8nunpt|Q9t btth§]jmmunp: pfiatugm”~*M SM

HmriGstimSRalunrutim-

u =*

ug*! tgigut* mmnpgsmntunndtgtiTiRutiGtjiHisttiiRdtu gtuntssa
tHnjtmcjttigjRngnitnsmagjltitjitt i gninmitiMntiti|jiti fnmaqjissni
ntunnHsunnu8§Gt4ifinM8wut4?i ms”agrrinjHfiSsHiGggcutnasJfni

tisStUIRtjIHSHfIRLHffNJ (Then anticipate the likely results of 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 ofthe need) 1

How Can We Make Better Decisions?
ncuyius sliHShygiRHFijtRtIRIRfrgfnjMtJtiGR I minmtStitntifmS

fnjfancGRtjnipsL”S tnumtinmnMjficrm smgmmHfutgJtttgl

(All organizations and people are faced with the need to make
decisions. In fact, we make dozens of them daily—from what to

*wear to which e-mail to answer first) 1
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nratnrottitmmatnsimresntimstGHHtu  tujatfiatmGmiwtiGtirn
ithtHiticuvgifniMtJGtanjttSatG'[yfiLiHurrthugiaiTmtJisfuMiajuf'[nn SsiSeu
tnatcummatals'iattiHtjcimsst  namtinuimas  ttSasatfiitm|H8a
tBHjsstutuRaSfnnsfiigiifiacugtjtutStuinasn stjeugticunnxisint] i
GicrmntugstgjR ttSaaaiiBrjnMranfiufuta®fnM maitutujtSatiu

{USs (Whenever we have more than one way of 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{{jwtnwmma88frifaf5tJtjQR jHrititkpjgra sfc

ItfiSf: A siaHn{tiu{fa sa agrotmtia iRafainajnmtianmnltfmmaa
wiafnniufjgntRnauGujamcut ttSamtRtamSanmntriGiGtfi gism r
tum san ~ t tSimmiHaiGtSuHtiHtu TtSatnstrSfjfiMffiri
HiafnauGUj3StamiG?glsljiti' t HarajtticuBsHatnasGrnTfaiiGGGGjifa

fmHOmH{tltpsttiHiamiKiratniHGtmsfTIItilfjyi ~ (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

GHtnHNn5sHiQyditng5tftirit|p3 nan

191819 tuitUhHSmtjStgdtgl8tth (Because you are faced with a
multitude of 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?
- rmxfutSmTcfitiQBnHnNttiim  unrit*njmncissamjiyittriPi
tjps ayunTi®njsgtipstijgnmmtfismjwnQQntihwijiHHSW jtha
um A AsmmuutssniHftHimyisfimmssinQs~*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) %
- thgtgi*nmSmjMTJtsBgtnschtjiytjgni  ithmfmnfimsmmmrossam
stiemnhmstmjps i ms

fitsth : missgitmnrotinn s@fnjfimiifinsnhmmm©giatthmi]iH |

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?

SmStifltnmtifmmsm!dwMtn2 RYii3HfiilaRningi i trintarm | umj
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RiiLnytLnjafnmftRiIEmHfifiimftLRHtalgbmmfijpRsiHUJ  stiiksl
hoi tulmmilsctiJJGt titiditiJHafiUtScurriiifiafriEitfGsutjR t fiSayia
atufii ~ Mam?(EyiffiHbATnraGtliyinms|fmmtuwmtriBRayra9RRt3ici!

utiR utaStomnsistmajtmGamMsgcufriifn*gciMHiBngitiHf] (The

goal of 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
Nafnncms-nDsSyigiymRmgjhtaiincumRgianitsutrnHtiJHiafn-

renntfuficffis i (uSarafnRHaitfmthuiHatfninfnRHiiitgjmg tmstt*
GiRgmijifitjiMiafnncms-tncj 1 tslQhitimncutfti ysfojcmnama ah
tcffitnHSfnBmtiitjiHfiGftniSHisipSgmmaistg tpstjiHSMjaigtgjfi
gahtjiHayiamitnniGfi islunmfimcuummamTBiGiJ i tSitufiJiimiGi
tnitjittinHU itaSIfi(ptntti  RinGsGiGiiPmMHgwuamjtSsguwgfrin
talnamjtnnufUHR  abmnnniGRnfjmhnHRntumtSfumnng t rii
mSmmtcimiiaRin*"gRGRahMuHRtaiRaRIiitJiiGiBii i1 (uSasugn
6iH3fjjiSnjmGgtimfii3[miRRicij8RatRhtn3 iRjimRjwy ahHBIiScu
Rjfinutt! }jiR tsisI—C|R3timmthHRaTOBthaIRatkn?iiRinms I vmtiGtfi
rBHNBefdiaaatasatinapMBmnntimiHafaacm”™awG?. mmitna
m gannhi3im tim m s..... 7, SMBfnmuBmmMM.......2 Bisptmtis
[imriialRtJRIIGIGIHI i ggRinStgtgjRtaRi?t]jitMffigiRgHii3ciitriafiTii:-
wsistalnaRiiBiGinna : RiiMiuttJimnianitijR mitHhtiituafHtanj
ptiigBliitna atiRinasMmahHWRIifmRitflIRinuriimaMjtais t
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fdtfBtifi IfiIndfjmmsiHmsmnStMtsfiMtltiSjjaiLnH (A healthy "win-

win™ situation occurs when both sides of an issue feel they have
won. If 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 of the negotiations. Because
negotiation is a part of our daily lives, learning to negotiate
properly will increase your effectiveness on the job and the
satisfaction of everyone involved. Establishing a reputation of 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
about... ?," and "Have you ever considered ... ? are helpful during
negotiations. Other aspects of 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 of decision, including the

use of group decision making) %1

* 9999919j9999j99
What Is Creativity?

- A fonnfi
tffl RsmgtugqRuiscmnwsisiunwtslRiatrijgRgugujs tuCUHRE3mN]tf)

tfpstnRI Rtft  fitjilStLRHtIJRm StutHitiJHsSsniHim slifanstna  (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*2tcuinsmiBmSwtNiumraucrnHai  uttituwtiEtnas?

tmrotSIHwmHIintiHtJicu atitnatuttintis t stinratuufinHm fitfi
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tugfnmacutStHimHRHitjRfitmcjciStamstriritiil lamsLmtintjsmcns
ticrnt HSHjttiMHISRSTfiSG*"RmsmgnintHroranigsiRgaattimMa
tsIRtimftmHmittufrnpstgjnttiwSsLHjiaga stiinmjrgijiaﬂ—lH-
Gig8i99i0jR8w|pidiujHSWHmM 1 rnitnawaniMtHiMtH tJuJitifnnnn

tflfilftib RtjltriRtijuHISTinjrfiJglS (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) %

y/rattipujutnBM2ABnwMnutfBBtgijjgB | HBMjssmSflafMfn-
gnwiuwtHWBtpBthtignflts i mnppMmitMiSipilrffIWBIBfIA

_ I pwBtSxriStiJuiuflypBraMinnn tnv!
ttfousuntufri  utSnsHraratnafitytJiHiaijuifiUimSRniunt THmiinng
tfRitiitn  tsistraamGsatnsRirlsctijRistRRHGtcrisssaa  saunals

(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 | better
than creating a second-rate poem, we may be less judgmental of

ourselves and others) 1

tmmtSmtji HSMjHisRsm8pgRinsugffiRnjnnji:mMwtjit*ggt39gi
i gifninPmrd  HsiHSHS HisRamip|Rsii3HVaiayRfiRtfaM
mhtsstg  tuitilygffiRWRmitmMMHmMQSBmmmmtSnjtsintigBiuw

HSWI]8t9 (Creative people have been found to have several
characteristics and traits in common. Of course, not all creative

-63-



people will possess all of these traits, and some of the traits or
characteristics may be found in other people) 1

mtmSm! tnawinwsianmM
BimsttjifiSmjufiftrras stitiRcusiscituucusta8 4 fni{fimmminSfin]
yi"SIRHiIGtStuRutnamH”AGOTSstiRn  tuCutnamitunucuaisfirauBtija

tSHjtfmiuintiLmtjti tmmnSffiRtimngRiithfijm 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 of a company) 1
mmtSfiSyaHimRmgjaifriramaRamgyjljn t gnfiainisiafnrtiirfiani
tjiraRwtimnrifii  rogmntamimSnRafiij ttJimmH'itnRaRgimais
mGHafRatnaRt*lciRHtuRmBHjiHiajuiHuiafnmtpaHiGiMtnaaisnnj

UQUIS (Innovation cannot take place without creativity. Many

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) 4

What Are the Stages of Creativity?

tsiiutMuitijinsfTinGyj*msltnsmnfritjRtTimsli*m  HRymfLtjiftna
RmiRfiamfnTUiuMAGS & i SnmnRiragiatmsHia RBRIgwja: i
Ifyjstsgfjjsttjimnb RiimuisRaR 8tJRutt3|titjiR 1 fiarrmRicutna
R3R/gM}a:RtgftHiuittStitH[uumiriyj43tfi]43t)Rit|GatjitiHRi3tgiHtu
G8RiroiSnmRRicutasmRfiaafiafiiiHMai3RiitMt3iRg3iRg3ti 1 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) 1

SttffiitgmfHisRsmgLulfi " HSfajtftspsstt)jmGjUutmRrnciitsssiJ

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

on a nest of eggs waiting for them to hatch) %1

GniGHtpunM i lunmtntmst itnRtiraHiaRgRprimtJiainjitintRRtris
naitijttcicutfiHmtnfiumnii  msfiRtiicusdcutacutnsHnnmiBfiSuii t
rnnnmsjhJurafis5sm Gofijjssitidtji3ts sfcmmfim”msltncmticuHS

tFISJfItigfiSItiffiJbtSjfitjvi (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 of lengthy
thought. Its occurrence is unpredictable and can come at totally

unexpected times) %

I twin fitmu tnsstintutji

fnimBRRs«§HtjirmutiJjsR3?1 ®mmra
tfuunfc Wfnmtn t tBlitnwtflrottStifimiSniHBRHtD td&tiigttnutjte
tmwS winfi fimmtufi ristijfit™tfinj .wmfi

tgjalnj Btifiramwfit*niiuMstStntxiB i tirofimnmftnjgfnntg
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fltnmstwiratj sbHisfinKfiisiamsifiHiainSsfnti i frnf}tii9 Stunfi-
mwiBsfiLHStmffitfmitfiHffiHntilgtmmtnatjfiMg aa”gstuiuimSa

iISainigaiRgatSfflvJHafilj (The last stage of the creative process is

verification. Thomas Edison once said, "Creation is 1percent
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) %

What Are the Sources of Creativity and How Can It Be
Encouraged?

- AusmmmemuHBBtjsmfdgs atisttinBmuMsawntiitnatipa tpitfi
cinthHiHnRMmnjafHafiGHadmrafjdcutiticu  atiRMUcrnnnmtJifrw
ticufitjecut; utwfitj t talttmnais R8R3iaijnGtnfiEimS8tii*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) 31

- ntitfisrtftattmBmaglntiwroatlra  HRHTBOJCu'StaciStnJiirnnacumring
BtifniHgJnsmrtimtiMgmpatJiajtiMgnaxgtBjR i Btsstuim hrwr
talgtnaStWHItij ttjwHnnnontitnaafiSEtnjHtafringiulR i tRHft(Rfs|
raiatun uiSatuHnHfiijiHtjiaFJGtueib udcuRdcucytdia? mitGinituju



tM5sinjufi381SHNUURNJianJH1ISRSMGU3Ifi  (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) 4

tfinmn RSfi§9HS{jiftfiggrommgltJinur\r)nimH9tslg»{nHU}Btsmg
t RSRgimmstgftnsrrmtjumHitiitna(RH(nf saggcumimtgts'ratiian
RBRjtnfiuCijfniHsJRS * Rammstgjmftnfi{RftfitnsBSfty?n{g tticindi
@Rtnanaratmmmimifi atiGismirg{fiGRthmsfi * tfildRRifgRBRIti
TRftnsfncitntfm stifis:racraHstJtmsRtiJ t tgistfitumasmsSitiJ rbr
tasfntistitlVRmtiiRnsttjtfi i [—I(RBifgttfcuHith't?aljR trsiturrmnitSita
tgfRuGtfi  HRramRtiIJUMHRTRAARMSRIRHmMjiniHunBmHRfafRan
tm§ % rsr ymntiHtroaantiTnJHBImtfimHBMilntnntnBitjira
mnmmiiriiRi3itis:ititgRtsuiHHIaR3RIGLtJIRS3t|riaiRtRfRiiRaRtH
itiittthiunitg  ytsfiRfRIRiifitdttlisffimfiilacutnsRiJHRfajatfiaajial
RagaingsajfiilJHSMj tfrunHummgitimnt3isymmmrn mnmfJGR

MWtiISg  StimjpyStiJSinsti  (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 of 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

TtfSsTU|nrapnntmHffifiRSfiumfitiH'ras mt]jE{il;!usasMJttm@iSistj)
tnypssfrucutfmmEJim i tsitutjimnatScmtjifiSmti*"RRHiasgiiHa
dtntt3? tsitncuStrinituxofitslHismcifnaniJ ttatuHnsturnHSHiams
ttunsftGsi i Ratfia:fiiHRtiTOR8fiHra yRtiitia:t4ifJHiBmainHtt3ni
timfjHRamaistgjt! aRRitm{RjHtuniui:gfHRHnuHgiaifin5gimsii i

tnBfffHXgATU hrrqi yfdtnmltt3wtitngugyfntgmtssbtimtmI3f5mH

(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
yuynjfiHRJItgxdcutnss3s:ffitgRamsis i usiuhr hr urhrriisrsr

tRftmgmbnjntSHjmjISTRIIRILgmwtR (ldeas 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) %

RijnRiRjisimtuRfaunpRnfmnwsistafimnjgmRgatiifitfHSM|j ab
mRtGituafmjmnj8faijiHaftyHi3RaRtgfu"RtgRiJt3inRgiRai3RRi8 afc
gtgsttiitDHaig}miémn]gmRgst36iHtiIJH8BM} 1 Ha&gHiafiamgtyljfi

Hia9RiMOTt3W2t3RinmmraR8RmwtRggwtnanjgtinjtt5iRSm yiwa
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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 of bringing their ideas to fruition if they are able to

work effectively with others) %1

uRcuRciiRan:§sitimRHtmsIRI33SHSfi5i  iticumstjmmssiRssrnfia

mngipgn y«sR[unmtlimfnnstul?iggtutnstfri?iStij HRggrc3«tR?
tffiRsmm§&tRfkHi3fnnt5jifdcuifiinbmntsRnwRytinhiHjg * RiiBb stt

RinoRntURNRHismmHImRgisfitmsuluTiRifiJlyRmtlitiJRinstulR

(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(Rtiyibt3IRbyitjsHaj HRHiSRijggcuswfRfRbRii
fiitjtHitntngRsmgyjIRRbmcirntJsttiriBRJuwHR *t mslISfritipstSty
fautsRiJinnsstns utstfi : ngjitnnngRiftstjtB wttupfaitiiinmmsfnn
unStHmresswEGim jpuiptitfiimtgtiiprag tgRijgtfijs&rmm sti

Mtamwyjn?imm8mtmudtt|}3fnHtIJQSS (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 of failure, supervising carefully,
offering constructive criticism, and tolerating some different

behavior) *1-
HR{RU{Rti

tsjiwmiM~nRtRRjnsjitngutgRijlsgm tsinfcngjmnculsRifmRR Sfi
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g5 1 nmfimtfiwsmnnriMciriEiittiitj) sstiriBnracudinriEnfiHstfitnB
9scu8MtfiiGimsHNIGt3jiffIHfi9  ttinjnmfitnsfctftimsigtiHgjitfciciJia

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) %

HmmjTRtittifticrnntji nmfifitnmMraanthcnsunStu I mnunSuiRfii
ttifiGHtjimsfnnnS$fiij stimtTucinmmsfiuJ t mjrfis:tfiuinEmnfi ati
attmSnHiri uiHaturaanattStuunStii traajnGaannrifitfntmiJiiSm
HiaMfBfnn * HiagiHtjiathijpatStHitiinafysatuRamGgiln tfcntth
cimRHaHiamiMttunMmtnifnrmnStnfiGinG  uSadcuitnacjmsHnsia
sptntimtt3tura:tn§GfiamGUjgti | tiaroan atunSRHiaminrasiGRa

mrattiniafmna utirafidcu tfiragaatfiHamtiUjiRStij (Supervisors

must also stress that failure will be tolerated. Failure is a natural
part of 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) %

mjpuptiH/RIijtnattaRtsipgnniHftHiriiHiafniH fnag*!) i ugtu

tdtuHns«smg(u*mSnjtt3cjfnmstmjnug”is mjnajmgtfis urn?
rjtistmgs

iprag i itnnnfll atimnraltgsigftRnttnftt* iJMnunmti ntistuntncu

tanjttimncjmittiJcnmtu”snJhss*"EiwatSgRtputphmwgm GnuJti

tasmmsgn ynSrofiQhgfHratiJnjtitiigfiMnmtjiR StijgtilgiSf: Ss!'hs
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nntiHfUSISfQ (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. If your supervisor does this to you, view it as an

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

HsmsHsrwmnuwnmmfmjfru i gngrogftimtimtnBigifnnnfnn

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

nfitnsRURtigj*t*mJstfijstuuhrium rmwnwi sfcmifimmcuigfm
tgtgjb tgismftrnnmmsHsmstncunnjm i
tigtnsRwunjintalnt3mjrifnnjiJuwtnriR Maslow Hfiifta™greiBniHI
mi RamgTulRMRtaltTmHGCintjtafj THfmitiiarnnwnmnliMfriscinjss
on saHismrmnnsgiiHmaautuiaTl;p’jiBHJ’rrinRBualiitLg?a att mw
RijmnLupfjtmtiiHMcugfnn t nRtnaRURt*tgnStusiatalQafitnnna

mratnnjniHfmnas (Feedback in the form of 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? hierarchy of 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 ofthe process of fulfilling this need) %1

firnfans HBftgtnBRsmgipaRintjatitgnnm tuiaJHfitftgtgjmglgfc
giHtjjsmtjghtnJtitnsmjHRgRt Htiiatimilf*"BmMnmR  ufgfisis
tthtttffimuiftuwnmR % RsmgfuljfiSstHSA”
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HimHcunScrHsms i HSMiluniRntiMcutimHutra tSiffitSamswtfiSin
tsltnfa mnnmsl fmincutintiatuatitiatGfriJtniaEna vtdirnnrriuj hr
TRymttHit5si3mfnifnjmmpPinjtutuHisRsmQm?fi trumjHBtininnpmR

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] stimji i i
quHRnniammsRSRtBtpljRjHtris StnJinsmifm mmnssmtjfEji mi

nnbtChtUIUJGH atimmntitlJimtfiwia (Creativity can be developed

and nurtured. It can also be hampered in a variety of ways. Blocks
to creativity include thought processes, emotional blocks, cultural

blocks, and environmental blocks) 1

What Are the Stages of Creativity?

ttnbA Ittigmgfmm~2AsymwunTi  sh

mSRnuJuSn8!e3wjnButSammstuSn
miHSHiscugfnntJifiiunnnmsumitHiujisiaimSitntgjn % tfmjtas)

HahgttSmHwttStjtgttmstslQtjtpm~t) atitHfmiSrntRStiJwtmnticfi
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uSnithams i tutyflssfnnmsttSSRcuiritss cjm3n9tinutnsgw }slwtu

ftxmmnti 1 m[mgjm5gu[pumsti ttiiti5t5cutg"?n§nmufnnG (To

stimulate creativity, we must learn to modify our problem-solving
habits and develop new ways of thinking that enhance creativity.
The fist block to overcome is the inability to isolate the real source
of 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 ofthe dilemma) %

tjamcu ttSutrngtditnnBma tuimSsmmSnsfnRHisLMttyhmtg

tffitiHSTntijsfittirtns  t RsmtfmCTSMiyriutnmssfnmGtjnturiiJHs
ticuRsmmuljfi i tfiggnegmi fnmjMntJfnciiurjttMamGtjalttStitfntn

fisstnssfguwgtss (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
fltwinamiSnnntinantBipgn i mntSpwtiginniin Sltmftnnnn
tMiriJnrmn  unalnmin  a*ftimInricuidigaatnunifijnbStfuinamns

{uljfimtstittnmbtfttfpS (Failing to use all of 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

mifitnmuinHHgtiunsRai  utGtHituHiI3RtnMRtiigyHRNnnt38Gu6£Ei
HfiRSGt[iniHaigtgfimrnsR3fitG{tl|fi 1 HtHS{pURSRSISAVIHi
ggcutnssfttjinStinsissg  iuitutiOTJiN3” myLtigtttRftci'msn3:{UdtD
Minsticijgt4CiiHItitns i Srastt/iffi tmtiTRfgurmResatinR'URmsrc

nujutSS (Fear of taking a risk or making a mistake is one of 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$RjssiyilM ™RRtjiHfifjnTiuRsmglulmt3i t ysfiymn
t"aGWGRIsGraRSRHuitiitjitimSfiRSfiHra i R3Rt3it|Gstnsfmmgf?ni
ttdiviwuirifURTtRIsStinfiMsttiR.HssncutacuRgfitmsggciJsfiniHB -
stcumcuni i GnSRi"yIniHRfiunsigIRtliSsRIiitsRifHisRSRtguigR
StiGIBtiGIitfIRIIUISRRSR  saRIIfltRRtnjRSRRtjltgRrilttijaRItsStnji!

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 of ideas and evaluation of them are two different parts

ofthe process) 1

Smnrismims&amts{u%i ‘i tsltntuHHtnSamstjjirannm
mm?nHJGrintipatumdtumQ * Gjiritirnwtji tm8{pmdtjimdtugnGfi
tnatslni3fTiiHisRamgiulfi | tuSstuHRHiQtHcuttSniuminiHIS

tt[jt39gitns tmsHRSRBRdcufittimstfmmSajttfim i n\m m msim*!
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imtimmsmiunLMuisingti * UiMatomiRmtuJutsstGunmnaMtaoi
miLtn~Hragifisti fi[WRut*nnastuKsmagujgfitjifitjiHsms t hswj
nimspditiStnsfrititrisMiupuGitj shfsSWHIitigftjjgitimstiis ms
Rsmmuljfit3iaiiim8MtKfmcTiHUJ i rsr uRmatfoHSjntjtnsftmmu-
cro saHisgMjgim~iHsijisig tmmHSHjtarannam SfifnntssaHcu-
I'hr LtiMstumHSHiHMtnmMiuciriBtmsfntiHSBjiMcirifii t mitimiBtJti

gUMRNNbIjfGRtSsmstitlJHRtjSsfltnS  (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. If 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. If 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) 1

LUMstutmasSmsRimGftjlisi smhtRfmmfmranGmtiroHstnstkiss i
tslicicmtiEnsfiti tjnun tmtiHsmcmsRasngtmifitnsigi mitfiniH
nmmtmRntbBH?n shMHgmmSmcumnmesiiaaatimttSammips |
Ra«t§(tilfiro9i™M(pstnfiraratsimghtnjhtt/ricii  thcuRRgR  tsltrratjf

HRtSmi_ URhmEUUtfTIRIIIniramttj (if we are to be creative, we

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 golfcourse, in the shower, on the way to work, or

during routine chores) %1

guwgnnGgHmtsj mintnsitimmstJCmwyi i HswjHmtsss
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ssfitg{uljsiRfncilj! atiunnwyi ttntiRtnSfiBfirmujmtmIigtngGtms
unnwyi yuMSiutmtiGihmtHmatntfisfiamGyiijri i miGcusstsimn

tiastifinHfNt;9  figjitto  UMRHMNRfma|timGtiraacuRsBtGjgR

JUfiftttftitilS (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) A

fan*ntHRtngHRmMB”ipnmsquM gnnttmmsRsmgtu~wJ ‘| Hawj
ttiramsmJHtintjissHstdnjsfiJ saustfinggcufiricuunStii mticuaftya
tnygRaRHratacuHafajHinttijbtgjmEGnHRuaini tgisufitliRafiStuHra
mtfitn ni38UR3RSG{tii i -GiyyayuuijmsmunuGrautanaInlviss

JUWHfi (Egos, too, can be the source of 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

flichumu HSfdjHmGssmawHgfnntnimHitflthQsfmj{wtHifatHn

mnrm ¥ il

cjGhtntjifltmanfdsiatalnhiStnjinamnthstfiBtuumSfrijfimmnjtffi-

fTIfUjintWi3tSRSfi (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"HeratifujGHfiritsIRIiJSFnattItumtfntiiinsrnits
Uiljfi t SotjisriRMtnfijsiatfu fitniinsrniHisRsmgui*f,A » HSI*H'3
tfiutHtunSty  itiitidififiJsftmtanjGmrimtBHIiHnjragntifrijJitntnHitii:
utitsSBmhsssitmnemfnji st3Him|tjrimtjgtutnfijnJtj3Hea * mnniti
nfmaT?iftmHfutiSni*MRHfrinmwfistfii3tfim[uns fjaiEawnu
HSMjitinfttmg tuiuimTRfJisMujitatRittitnfigfitiiHstnsLtJitinfis la
5sHis{uSgmci 1 njtFImmtfiHSMjHisfismgtuljR ttSatRfmmjftfss
ttStItGmnRamuusimSiss  ttStiiBsmcuHstTriminraBtinstiraMraa
HtoatitnHGainGHfiiRtBtyiHtutiSnimcusisinaciciR i friRiinRumw
8istss|fnatRHiIGtubfTiftns pMsraHRtnsmcinifniiriinfittnfii3raMsn
[JIHSRUNumnNMmGRRSR  sanRtnBiSEUHRraMMRHIGRMIti BtitnSmsl|

tCItUHRHacmRtintlIfIHtanmUTIsitxil (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 of such notions and allow our minds to float in a
random fashion sometimes, to see figures in clouds. Of course, this
only works if you have done the real work first of filling your mind
with ideas and information with which your mind can build and

create when you do let it float) %

- guMgnjitifgnlufGHHtmBjiinRarfBBJiii mniJisLwmiucjpitHtiigIxK

teAMtiisimnwipwinitmS8ts
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tjISiSjRtfh A (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

- fttissifimntjjamIfl  BbnGMuifUfiuBminamujTiHHmHmiiJitmBmfi
usranamBUIilfi i smRssa?gT!rn5gIHRt3iuiHtntiifiii{Ens tsitncu
figiflBflt STRHUUURN LI ftfi ul HTHIIHPH GMJtu Hitul SATituu nn
Htu i tBlyntumra”iBrni BmtritmmmtntSwtiwnfiHisfiBRtsmi urns
tRHtiRHiBnritiuiriRamBplRijfcittii  t  cjRtRtitiimtmffiRaRttmunj
fituiuwtR tuim53Ri{SRSRuinucuraMHRiuriH!lfig iSEUtfnntnria

MSt3CUmMmnHIMRff19BtmsStnlinamrj?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
N nRiRjitmtutnsSTitritsjtu 1 RiJciZits§fnmRRt"mtJimfmmniTtnRG9
ni i GSRinNjwHIBRTRHgiGustmsstinmiGnj stiSsufistmimgMT's:
tiui 1 tsltciEusiisfET tiIRTR8iBtR?fnrausmcutinjfnciM86mHai drcstR
tgRIIMUGRR tdtumnnjGRfnRmarii msSsmsLtJRmdimRinthmwh

UtR yifilRCIStIJHtJtiRtmgtg (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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tn.

ct

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

(Believe that you have the ability
to be creative) ‘1

tsifmumiHtuiTURmdimnTicinmwHn  tftmwwialtnrownRcmtm  (Listen
to your hunches, particularly while relaxed) %1
stiRSRnj«HR (Keep

track ofyour ideas by writing down your insights and thoughts) %1

tStytgtHimmmmuM gRtns
RICiyiJfdtjl (Learn about things outside of your specialty to keep your
thinking fresh) %1
ttywfitttgfniHHtDttlimfncubRti i mmb

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

to work occasionally) 4

. tinStniftngmtmsfnnLMtidJtiip fnmtytifn

nf filtRfltjiWiafnn fllriSimi URaR (Observe similarities, differences,
and unique features in things, whether they are situations, processes,
or ideas) 1

mmiingstJIMRHfnciGmtawHriHstHstjiHRfisini  shttfEMJiRgRiinmtsl

H{RIRtIsgRttSS(WIU StitfitCUh tRSW ygURjanR|S (Engage in activity at
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which you are not an expert and that puts you outside of your comfort
zone, such as tennis or playing a musical instrument) *

mmnnsnbwngfnnnfms thntwfafanyfnngihgjimtirntuhi[nft{3tu *im
tgtHimsjnjiwranmihmtcuhtfUjhhfiris stittftmtgmticuetifyiwim shtu-
tITIR (Engage in hobbies, especially those involving your hands. Keep
your brain trim by playing games and doing puzzles and exercises) %1
ffi59HI3 iBHjnSfiJIHratStE’\EIj:asraWHfi (Take the
other side occasionally in order to scrutinize your own beliefs) %1
hmsmntuhtStisg 1 fancumwQtituthfiHn sh
ucmmfiHRRaswjstlfijtii shuatmtmsHh ttinfjHsmmHiuiHnmasRHis

fnnlfgyj’c‘kfi (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) ‘I

. mtpmsmRmnujmtinufisium % msm”~cunnhRamgLulfi*ihfnjnm

gitjiGtmsmnunStu  yfncimQWHS{ciHssqutijfiUfijiPdyj (Adopt a risk-
taking attitude. Nothing is more fatal to creativity than fear of failure
or resistance to change) 1

GjBfiltitna i Git*eiStamsifiiitiiifititna tuituHnshimiSnifi (Think
positive! Believe that a solution is possible and that you will find it) 1

GnUimmRSRttinUfOJUfdHfithfdflHfrin njitusnutfisfl (Turn your ideas

into action; follow through) %
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SToS$5f3ESS8ES Summary

utQtinfHsirrcttfutfintntiis ttJcuRiHftmmtnsStiuns

Xfintu fUMStUMius mig[UG&mnniH3im[unmtftmLu% mn * UJP
sauaimsst*maltnnjcijg”tuiritisnjRftfitamsITtujmGjusiacugtjCU

cuipriti 1 umHiBtBis{fmaitnsmufitJTistlimwausumu tiJitutnu
tBHNtinRaraHstuurm stiumuumittftmmifnHtfiasH'itiifrra aamitiiM

ynsItCindtritnQ (Problems are disturbances or unsettled matters that

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)

tmpfmnMtsfifihitiStj tsltncuttSiamft T SMnftjntimtijnHMfitifnn
tit3uuns{Eiritiiaisi i tnathngmgta uguninfiny”™ttpa ttfcunG

HialLuM%fnntSHthfnifatJHijGicij@a ycgamiaii ifaBnEanBQOfunc

maaafiSttuTisffiTira iSmfitnBmnHgiaHfianfncifn i miGitni mi
nmnjitfiniaitglScijfriiMtiGGRHmtacijjriGggcutnasiaHMgi  fiffulja
fjsia t tBtymmtjiHRGIiGIii8uiauj5gfrin HRRifmncujaiRfilamsymta

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 of 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 raagibHwmmawms-
nwfjrramcngftjljR maimtiffiJifiinji amififtuMmaeicms'is i mi
mBfiliawrntiraEificuummsMnHmntgujlEi maimirfumawnwGims

ttjIfiStmUMWItIS SHUREU ancinniGtljaiSS (An important factor in

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 of organizations and

individuals today) %1

Rsmgjulfimngtistitjstjtms ttotfi : RSH/gwjs: milJ|j8tagflya:tgi
itina miwuisRSR stimntytitj'm i RaRfunuitftramntgtuljfiiriGtfiEi
HfintufititjiitHa * at*nmmBmmSRR8EiISHmmHiui:MiuaRi
t(RjHsatBHjilua uitiRuiHmitniBis mnsatnunutu ifmitjitgma

(RH BtitGfinflIRRtUIMHIR ~ (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{ UR9fiGRtHitatriSR3mgq{jiti (RfHann
mimrasMmmsmntgpjtTre i guwRnritiihmsRaRtgtulIRmma
tkanrismiRR gtiMRnntitifGR gmgfinntfEgRfujGH saguMRnna
tgmTiMis t HRmGHafRmmjtmatjUfGatutyHRfgjRamgLulfifiw
ssiumhr ttlitnGim§HijiHtiiaai3i*tti HmnGtnaRamg(ugR - mi

RRIgmafimtfi[uiuritjamit3t(G8 aamimnSianmafiniiMsiattii

(Supervisors wishing to stimulate creativity among their workers
must be aware of 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) A
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SeslsSttfil& Sfitteid

Working Within Organization:
Structure and Climate

3c Ch g3 0B

Why do organizations have structure?

mmfdSsjuedfirmsHUi SihBmnsBtMfftiHBMi  atiHawjRfcmnmmgn
tlitres 1 fitimnSttjWftnuaimsmjiHtimnmBffiH tifrmtifncitunHUJ
ttybtijiGmeHSiuMmusiaistimMiugntlipnitutitHPifnjtriJ atigw
HcunGfnfvrii % raHstnafGaifiJHSiuMfintJstg tmn-HRaaiiRtunnyti
tgfntjalltitji  miiniiuMtnriR-HntnaHss uammtjiHnggcusMm”w
rmUuHtonmitlemGSTtnamnsia  wmGSrrnHtifricuriiigTO  tfiatiTtn?
afctnaumrmfc migmfigamfibtfawjmR shHSMjHiIRtdjmgjRtihtdn
mmwHSW!'ius tdnJiuRmt*miuSgjTintimRSjuswjtGmjtliJdiagi ati
uamaaffrunajitnnjfrmju taltfigutdgufndiriJtaisgiHgiygjtnafriJriafij

tSmgjbini tditnHR}putR*{ps *

(Structure is the relationship among parts. In the case of 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 of management)

tnsmtjjitntuiRHtRJ tfintirmninHUj tStyujuQjGsiMHsmfiJMiustsis

tfiiRtuifnci  ScuGHIUMURSN fnmtnniHRHRBLtis satsattfrummiR

tfilHStiiiuMHtifntiinBffiHgiaHcu | ttJituEinnmtntitinjgiatssjtjimtns

satgrnififaynSiytJturnljtnsitiSgfTini “uaRiasm$atgjti9Rna
tmGRiim&riGatftHwaaRaRtjs tfiufutfiatfutpa mnnatglaaiGaiMHa
mius luitunpunumun autGRHajnmitri{RULRI3"R?iria?ijtBujm8G
AjitnaRinGyjgR at3tBtyt|raRu5jtnss3iu.njify GimsRigJmigdjinfinj
tRathnaRiitijunvifiRciuutffii i

(There is no correct way to structure an organization.
Notwithstanding, organizational structure will affect productivity,

quality, employee morale, customer satisfaction, and, ultimately,
the success of the entire business. For these reasons many
organizations study their structure on an ongoing basis and make
changes to boost efficiently. eIncreasingly 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)

tijituuBRRji tcuiR—«I—IROI_—ImsIQthinua%Htams GtansSamGaiMuyaiufj
wiuaaatitutnriR-HR fljmnnrasijiifnann tiiatasigltgjRmiuisHatuu
tas aatiratcuiR-HRNjracu aRtRRyuftglmuumfjynufuwiua i giuig
WsiamfjiGaiMuz%griuaRijiGtr«i>RtaRimnTij>tuCUCIJRtitais ttuiR-HRRItR
tutuHa lamfnBtifljtnsGjiM i

(Regardless of which organizations you are involved in, an
understanding of 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”cjtSaimsfnjuqTi i
Gtnmsmmrm = StjigwitMtt3njnmm8yismjHaffisfHcimQ  xtfirmmni
suintntn ati8fitnagjftnagrii9jipi9l?njtffIHmMJiHtDatitigtBnnLHNOiu

i HiunOTimSHnnipngMu”®n tuiranLHnaHmM9t5miugptflIMwnii
sbdnjnBHisdrtugtunfituRsiu4 nfims

tgymnh B”~mamiugjiigJtnamSm/MtitalfjtttiinttSn rinmnsjrfmn
AMtramtittifjtiftnfiatditipamtciniMgtgtan  titnam8nfiidiai®ipH

IflnnnantiiinHnfnHiuutintin |

(Organizational structure originally developed around the chain of
command. The chain of 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 of command
developed in the military and is prevalent in today’s organizations.
It forms the classic pyramidal hierarchy, illustrated here)

- tnnn-gnigllmminmHts*mafnmmri tiritujnfigfniiutiigLmujaQj
wgmtimmsnLSwiwMgRiputptitfinjtnsiniti i mnminatimifuti]pmg
mmsssiiHIQmhusm”ssfunTiRijgmngatJifitaHafiyattHsw} i Smw

HmfiBBtflinnnnn-gn mguBtwGsfrijt*utunHtiJiuRutihmMfgfrimms
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RR»mcffiusistnncmifEinfdzia  tuiffiHs tflsns msHNLAULRaiuwtnrm:
Hmslgtmi i

(You should respect the chain of command and exercise great
caution in skipping levels. Such respect and caution will reduce the
potential for human relations problems. One of 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?

- tsltnnjfusHisfnnRstMsi™gin sbrnnwrawicn mtnsfinustmstju
pgsmiratnR8ibi9ojv39 0tiRinfstMGRMI[HGGfigitigjitii i ggitnttin
. tuwatutfuin-HntjiiptjisiRHtiiaHtn ftinjffiatiRcSnHmSammnnR-
HRH8jnmfiHGNMt[Ht3GRfUS8Ii35giagjiranviitiinnajHtu{g  sa™Rfi
RaRjuRtuRJUMttiiin-HntnagitiHfjtaistg i HtunGIl?URiithGR

wftmstifimmss tRftm”nglQjugtunRiHtigiuTjitt *%

(As organizations grow in size and complexity, their heads find
that making all decisions becomes increasingly difficult. For
instance, if you were the president-ofa 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 tfttsmmagtgjtitnymgtyti 3 inwfflnmnmtiigftnB
msmmfiimHRtputpb~RSfdmfa”us ttSmHRmtitsstfmnggcusw
AMgamnGtwcRMttptiQRMsis®  muBtmstjiftnBtmtnifrtii - M1U3
Hfijmi 'f tslintutdtiJHamijRamngtfafinwtiHG QRfasis*inftnsigt®

ttJimygwmdWHiSRLHfigiutjiti tnssmthHtimmms”itnsipufiifm i

(Two forms of 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 wssiiamimaHjH - atitjtuihjfj *t ggitnofi: hsUi
namigni  fnHrauH"MIHIGINsinRtiginngsnitji  Hisnturfintiiticu
IptigmsasiaHM i tjiatastslisjR HRgmgamgtiultrinmifis tfiniR-
nntiggtutnagifnramsHmMuUmM t |

(Centralization and decentralization have their positive and
negative sides. A centralized purchasing function, for instance, can
ensure that quality of supplies remains constant among locations.

Additionally, buyers of large quantities frequently receive
discounts)

RanluBiuHHt jmMrKiji ihgrisilhgsr tismAU(RG)3AGg]titSnritu t
fiHiGGamraitituiipsfjamiiGtfiiGnnmfninji  tgl"jLRURtHRtSHRjjm
tptj fiaM9jmiSstgtMGgM HGBnfpH9 3t5HafRmH9ttlitii3aats ulira
URSHNTHEIgIU t

(A drawback to centralization is that decision making can
sometimes be slow. Reporting through several layers of managers

instead of making the decision immediately and acting on it at the
lower level can take time)

(pagiatsisiuttncutiiHstnssffnnGiMg gflmmgtimnmwGfjMttpti
GRtuCumsTUMgfnn i

(Sometimes decentralization faces problems from weak managers.
These individuals may not have the maturity or expertise to make
effective decisions)
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*

$999j99j999j9 j99"9jgggg9g9g999jggjg ?
How many employees to one supervisor?

ngstmtun tSmHIGTRYTRtiuhtiHiam&gfnmfrmHafJiHiR  tfiGHRI
tnsBsstnuci  ®lasin unRuri togalR € tismtu HEn{RUROLR
trestjiatasraRm&mntjitiStiimHaiuuR ffiRtnsMHfifnntGfnnEJitii

inntjjttimmiirijmrjinm fiHisfantinrtwtuJtt m i imstfrahaturm
ulrni - pMBithnnn-gmSmi*MitjamafaG  ttinn-gfuynnfltfitnB

fnitnimatRMtiiwinj ttSm~puHSftQfns 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)

itifitBRiigmriBig i itidtB:
jnujnty yBr, timttomsmnmsihufnmss i iuhbbib §fibStsmi
{RRtiafijMHiHjtaisjg  tiamnimGunmtugjtriatimriRtirnTHafRfrijaii
uucinmRtigaaGIntuRtui: 1 URSRjfiGtnamiH tuitii saHBTRftnatRtnu
snidon tiJituEtnimiH8fRmjuiicyiuf£ijiRH8tnsggcujtna  aammafR
mitniHacy HaggtutnaafmitRRtHf |

(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 of control can sometimes
result in behavioral or performance problems. Employee may feel
unnoticed - good performance may be unrewarded and poor
performance may go uncorrected)

uuyitniniBnjtnnn-gn imtsnnfnitgnfiBfiimMiBnn-gjR  Rttft
HnntemittiiSjgm~itiwJngisgjtjniMttmn-gfi i1 RiintpRitifitBsHTts

xfAjmRtismsfGjiugHitinuRNnuRMtp~n]  ttfimmSssiMnitiH =~ %
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«sH5tuCUtjisgsnjfriit3i!mslfi3Myis mm&imnmGfiStimJinjfnatti
siatgja | HtajitnuJHffitanjjnGritpRi*tsfTiijfIRfiaRj] mnnsislaa
mnfULtNMUfIEUR "Snai" SjtGrnffRRniRjsgliujmitrinuHHRu'ta |
fnnBtjiHntpu|patii88M tt3cuuaHaernitnmtiM8uatR[Mmcmjtithn
msms mSrnTtRtinafijmjtriimHHRalsdatSi i tfiGmntciEmticuHR
HRaitasSaHiaHtimGRaRiigJiRIBffi u fiKjmHRim afRRiiaiicimmui

(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 of 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
tRtiiEUNR3ig8 atitnauMtitGRiimiTMUfnHfjaigStmsttii i tfomtas
tui uRWRttijatgjRtRftRggtuciRtriaFimfifunRiRtnaiciagRfiHRIRa
LRaifinjggniHturiGtasi tuyaHisafgaiRgabtasig imsmsgaiRgaa
JhRHSMjBRHaaypttnajtjiHiGHnaunTi t ujsuatutnjiR-HRtfiHawj
RIRtBtliggfliafHhmMGtBS MBMJtgIRIBHR[Rtj*mUMtnRR--HRtfttR
HRIHRir"XimMtciriR-gRtocuBjiMngacusMtRjBiuMtctrin-gRijJimg
¥ UJWatURRIRHatjiaUICUGJIMig  fIBtiySJHR[RU[RIJIUEUt[tFIR-HR

punganjsM/jfStasaroriRttn gifiasuHatGHmtiig ttuiR-HRimuicu
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titmmtflOTQscuBWTfiJ st3fimgBtssaraHmHmmifiufjtcinri-Hn8i

tns53iuuti?iSTIHLE3tujriQ;gtgltns 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. If 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?

fnHIBBIMHSIiuMwiustjfmi  raftns*finatut&imwtiimsmracrn t
mMjptEMiJOTngtintimusmssfswttflsmnsstiswm fntstfitmsw u

tsgw stigwttflumusdtntij ¥

(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)

Direction and Distortions of Communication Flow

- islLKusinusgitiHH mipjjuragingagimBtnsgwitJImiBBnpH t
i[mHtd[atwymHTfsjutiyTitu t fniu*twragifigbtriHgMttJIcitiuBsiiniH
RtJifnipiHUigiRga an
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mstgfis'ititLmH i 'stHamfjmjLtnouuimn9t!EnHSMi”*mc5t3is[fnH
ssstjiGHfNHISUGtji rnsrafi RinGRwimtraBtirn tmtjRtjsSnStintfrmj-
stuntntu ipguip tMjftfiltnnm tMjftfilgwuH fnjfdssimHgjfSn sh

mn§HtmM

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

mi|p!B3mMOTNOI3mMHOMtffIntiSt38tifnH  Hrotnamittpigratthracmi
I fndticui3nJdt3ttiguyisgtnt{ps iuitiiSatnaMnMIifii

nntijnjncifiHnjiHiGsb3x58)int5 ufiapaj 1 fiitixanoltgjtt tismcu mi

ggwtnsflrinfcttpstnfi

tcufdcug”fu i

(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 fnjptwtuginstintiR-
SnRLHRgiumfa”*uatglmsHntpu~ginsfai rnifpLwtHgifisfctnH
OMtSIcii|fnHtg[titt5 HiBtnaOL066ifnnSnnnmim} muifcfifi ngfufi

thiTif{tjifnmfinjnnxi: u tjiranatjnjHaRiiMa i

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

nkragiarnjfpigrofitilfli i th

mnnmi ugffimawtgmigwnRtnatacuSsmgjGfitnatms  tnsufrini
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Hpsmns{d

SnS43saMfiuHRsifinnanjEnSnna5scyHnN9j 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
“Kkill the messenger who delivers the bad news”)

- frugsifieshfnmsfyguntii in »
SBpsiRtiwius t nRHismrnssHitsyisgLHiitJimiwssimHsisSr)
mncnonmum Risrafl mm3RtRtT mnSmscu ¥ ssinsstasits
issSRHiGHiamimn~tui  tsltnfmticufmHiSHSsnfanriM ~ smis:u

{fjtinussMtn utnsRiinaMs i

(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
- mjgmngsmsIRt3fmusHit3tjifnjssiPigst3i]Rgfi5 u tggftf I RijgsiR

ssti&Rg&j "RRtgjmsltfmj*cibR ism ii[tisRUfiHRggra t ggitnmfitfti
tjiRcuimuiR tiRiim[vijsmHHit(j t fgistftrmgsiR9stivmsMHIm8§]j
Hisucmm~rabRfiNJwstRt{U[]*"Mt*mRnriu  ttfituwmRf'nnsnjRiui:
inuitfim tiratMniRaRiJtJtSR sbRiyrotfiucmtjitmRmRf  tfimsstgl
tgjfi  RugS1RgSIRYVHSRUIRHIHRtINITRIStRRGU[EBHRIStE ItUEINI

tfitnasmimpn  abutntpsimitfitiRutjiHJtjtnatmsig
(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)

- fnjgsinQsmssw StiimiBmngBrftiromgmnSmmi i tBwhlimr
tmSaiiiSatitmoMmtJim piGHmmjssinss™umsgtnsnjntuirtpHtRf

Gjiwnnwtjiu 1 gfiggraflrijtamBtgmnSmnu ttnmgmS8ttintsfiH)

(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
rnstgjt351t3fjius I S[HEtsm?9mnsstimtnss tJignngffinnnBfm
stmiudRHIQtitu uu™nflcunysnsjutitgitiiuMMiSa i rruaauisati
nrrefiffniHBtStnHISiainSatitif Trmaistg tmamHISfanimitnannlidi
cnfijGtnHiNNH 1 mnjmntitnrimgs HianjRcintttfritiifnfHismismfi
9Si3nHSfajfintOIHswjfim9jEimRnsst!nRtris umnjsymsjj? i fi
BiSH8triitIn{pa6itjinuuRtun atJHRpjiRti i gniHajptitjitipa
tnatGfDH BiJtipunMmfijGGiHinnmas teiuiRnitfifiHiatniQatnQa t

tgiirnititunmUitn  tthratmiiRfitnawngnmHBHTtignSjjtna  fijR}tnat8
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ttgtiifiimfutiptfig i m~ratfiSmueiiaTius ?nnn-
Hnmnmnm?itHffnjfisgmuriitnrin-HRtns?nHISis§ tgSjSAtsjifari
itims{RHAffny ttiitist{Suafi**R ninHiyHCifi atifniinmtnigiuM
uinfi-afi 1 tsltncmdmugffintfismmfinfri  ggnjfiHUrMiftntiEim
gmngatimttgM ifflniijnHt titStnBfnintiM s UHSHisfuSsfrimfi

HratppftflISAjnfipmmfUGowinngtBstna i

(Informal communication is another type of communication that
occurs in organization. This form of 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 of its speed. However,
because of 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)

ticmmfjfnismR9saramss Rtjipnmamssfmitmymeu  uttiMtgw
turn SMHtHBfi ysfjgifcifwa i fnismriBBtimHitiititngjnmmnyretnH
mrm RAGfiyiJRarniticu®jgfmnjGtjiHfnnH t ttnmfimwglJfnitJfi
T{mra8wntnsmnnBtgjtit3ait3r TaimfminstHistasn{imnBBBHBM|
uQssBttifumsmjinnsiRtignras t iiJiraMiitnmi8mn9BtisnBOMt8I
niwBsiyriH tismcutnatuntuitHSBjiMtinM  tuiffimnnnfnigsmsBti
rnBiwttfimunmgjatEu  fiimRnnutnsnjytuitHsnn  tgiimRjHBIB

HinHmnflvnamntTnutitdifli 4 yviafncuuma? ffIftEiyitst3M3isiuw
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urrrinafnismnssai”aHSMj stiHaqj * mnjcOTHHinHtnmgjbtsl
(puMiusoiaHM mtmojiR-HRmtRtiiEij sagstutunsJMmatitummfi
sititicucy satifumyifi 1 MHjutijgsatniiR-HfinarniticuciBtnasM u
Sa{RH|Rf ti3mMRnaftnafncit|]nt|jiuirnnjGtnHjnnmas t rrbib
tntiuHtuaaifiGtRftjiatimcutgl RbmnjGtnHfnfiHias mMGSjGIRfifTin
tuH iRRiitRRLHffitgjvilnjmHnRaaHiGtmsltnasgjm i1 tmutfutfi
‘hnatms tijtunJuthRgtSRiJSGgaiRsaaifitiHgfgj Hanaraj m]:u%Sfji%a
vitatti " tRRratinm nmHfRinassuratg ?' 1 TgrmticuyiamtJutiRRti

gaifigatsifiaHagq} aa HawjR Gttuis™agsgl

(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 of 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 of thumb
for good human relations is to ask yourselfthe question, “Does this
need to be said?”. The most valuable asset in human relations is
common sense)

mHmra”anmnjGtnuHinusihtss mmSgjtnpn-HRtGjM nufrn
ths T
(Understanding the grapevine can keep you out of trouble)

msaituriHinHiGtuinssnmRjGtnufnnHtnatsistg  tgisutiimtsBmns
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tSitummBtnHH'ifiB sbntnRstitjiwmomw i WHratHRmmsRimfu
nungam”~cum-HmgIl?*jHn"jia
timmmScuicinn-HRtRfdcufiRHis"j ti/iffliIk MresitmfiRrRjiR1J

MHitgrfigjsaiuMinnn-lc—«ln;s [

(No one can hide from the grapevine, even though it may know
only part ofthe 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 (mnjsjmsjjf) mwmnjQtnymfiHtrissmfnngigtsljnsrdtdl
HItiHis i HmScutdmnRms5srgnHnt3istjiniRriJiu  grnTmtusargs

raatnstmSrfrfnismsfi mreastinm i

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

uiynfgiRttmitiingiriffimnfQHiHmfiHtiipss  tatgjtitsIfRUftntisgia
hh t RStramrrmtiJtjiGHfn msHSwiraumasiRutrimsttiratjjcitintiJ
nfitnagtaia* tt?1aI"GH?nRfnHgwttJImwQstuTiH mnHmMmsj

mnmm

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

BScutiS  fimmfihmnsiwGnfatTHtjG2f stimmnwgrofcfrnjifi-Hfi 4
HgwjtnHsmGfinsBaBsntufriuMRBRiIn  samRjMBgitigptRmfjnR
mtns t GiRRmuRimtitutcinR-HRtnatnSmgjanssmfRtnnR-HR

HslmmRHRGramRaRijgmRgstimH?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 oftheir actions and words. Think about the image
that you create of yourself before you participate in grapevine
communication)

What other structures exist?

- . o = fpftrismpgmglmncutdnifiriusfrisimn
g stimstfiwfiwinj 1 dimgrnHnannHttHajnemntnmHEIT Gfmi
iIUMfmuataistmtiJ t tgisahatimmSiuj paiGaiMHajufafnuaiun
HtnlanigatMiufjmaistg i njmMHatacutnsjtiMsninuidmtimsltm
stnrasu&nijs eitfifiGimitiatltuiMfi uGoifissm TfiHsibttimsItWGas

rafjt)SGtiratacutns"cuG pMfwH ftiratngsM 1

(A variety of 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 of different products or services involved)

- rarnwHstiimi L 0w i ermmKfiHfmTf)
trmmnHfjfitia gnnitintfiStnlra 4 wwaiticutnagiM ati&jnwim
jnBtratintagfiBSiMBsratnBta: ttimtimslsnj mHfmmiHnmMK i
fnitnSngfitsmMHgMiua ttntnmhmjfinji

n§saamtiTlL\i/Iifc t

(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 %
mrmsttinBfitfitfficufi (Staff employee) titiKltutiJsttmBnfmntiJtfni
BEUFURIl  SI3tGfni(URJIt3ICUULTNtfijt39  tSIfnHttiRBsin]3HtI55 1
BawjasHiGtfigmtuaBamtdRBmj tfIRMfRmn tBRURCUR Hthlel?r@gi

umBmRnsitiRiJttjiRnujR'u uwtfinBtftej i

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

umitditTpsjnGtn?itsjhuamfisSHngsifigsh Tf]t3tjJsttiriBR ati sitinBfitfi
tiRtuR t ucmtjistglHtuRfri MtnBRraMsttinBRfiiluRcBR Bighstiris
HIUTIGtjfiBmRCURATGRIIfiHJIRIIRIigjffi 1 SttmBRBItIRtUR BuriRfmt]
tBRtglttuBmniRtiRiiHHgimmfjtR tBmgiRgicnBisttsnBR "tHsfRRiH
RintuimiufjattinBRBiuRcuR i ttfimfinjtmRBfinasttntu tnaBiattin-
BRBitiRraRHtiiGaa(RitnsBcu9j3}HalnG  HstnitacuBiHiunGRaRIitG
tMGRAIITHGGRIIRBIBRBaINiJUMIR 8ti {RUfJRIGCUtHGRMITHGBR

iumBiygwr 1

(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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Matrix structure

nsmfiJHStsti t*mnmu”ftnalJtppMiSitiiwiustjit*ps tticimaSmipa
mnti i unmssiBmMHStsti  tftniRpmfi}tnatmtrTItfttjiiG8i«Ha
mnti | iGaifaHatsti tjupH8ft3aMjfii~"G8{fimj3ci3triaaf6ain]EnH
tgmuMtt? tt3nJtRfwagrtmittif§jaraitii:ttinjtjirnitiinnmHia umR
Rtuntmthti "HjHafRRtntmmHmMiuMMiua < mnaiastnaafHnyiu
yiatficurawga itnuifnGtnsimttficurii-uMCTtn uituttcicuni-Sgi |
gmuinifluGtji  ujHtjjalMRHHmMHIGt fi§j{RHIMni9ibHM |jts1fiati]
mnuyyi abfnifiriaMiilinbGinSHUJ tuimmmnciritmfratssfrre uaiu
tifmbHviinv)G|TIIG 1 ubiuhr YRffiRlcuyRSjmglwR”RiBRifyRuyia
tuMHRLRULRtituHsaln]  itntntnaGyiaByinunmitairaM mmaRiii

rauratiiufti8am!iiw i

(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)

jGsiwSstgh  mtmtiSjtnammtdtittii i ugn}n!finj.igitafl!ntimti8j
BnaiLRHmitrutjimnjpifnMa HiGHatnaaSHnmG*fRii yBaffiaHiuriG

{RfinaRjtHwWtwwHIBRLRHitjjtngjR t RiiRMsSHjHturrcfingjti bl
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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\5rrjiji3SRph1?igfintifmsfnnmmsg ISemTMrautjn

Hfi saiMfj*ttnsHtuntj?Smi i uRwmuWHiscuuimarniucrpsEatjivi

got&mtyti mtmcinmHNmrnmsfjngMtn jus uBfni stiwtifigstii nmw

ati®Il9 8 BigfmifitnmHritnrcnjiH 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 of command
than the participants should instruct them to cooperate and
emphasize that they will be appraised on their participation and
performance)

Why does structure change?

- wiustnsmigiMyf udimunmntjtinjtfttips = utgnlgpifsiHngftinht
ticut! stijufran gfjpnnwugtgfirn
Btifniiprmflifati  tjn|j:gmglmjpfifittrft3infiBX9jti  tjtitmjngltnH
RLHffnistjji? t mi*MuigiatBsintimSjtriBniiSiMnntiBiMHBiuM
wiua i imrtnnilanjtnBfTMBIiitjitMgnGtBIBMfmjgi ttSunSra
th {RutiiaiaifntmntjiijQa tnaggnimnafiGHaffiticufiRHE]j ttkjuatS
mirafitiraltjomsitstR 1 tftmnnnunmmtimiiJiMmtglrnarGaiMHS
Miualj{utMit*a tuOJdpjg§jyfiwnafgsnj8MiR}matRt|Ga ‘| jgbi-
MS8aiRtjirit3|ia8tnawRHJi: fnmutJR53gtiRG witmfrmglicumistis

tpatinttitiMijjHfriitnjtjiii 4
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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 of 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 tjIS§jui3fITItJL?IflICUULtInfI}h

. o W SttliraRiutnnmwitnaffiffinf)BtnB
uttiniyGS'ittfjiTnH i umumnmSHRmfinBtiHB ‘i “unatiaiunStigtJ
wismitiitii ttfimus TOHMgffi&mstnmSmriFcs 1 ummunwiiiaTBs
Rijiaugu~ t 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 tncuidcutgmii
ASmfigigwj8M-tsl utejcumsimtmR ¢ ftiSyb giswjsmjiRSR

tintu ttfltflurcfilgntastnamHttj i minififlcufiflcutnaQaaRmflira

WinRHRBflaSatnufirifugjgMia i nJitmria
Aam/ntjjitutRHtnnaaRnmnms i ttftmfmitfimitiffifigigfiyatriB
tuimwisragfgMiaf TiBtEitipa

tRftnauiSmgja i umuHnmjnjmRatgja tulmujawa””"sisigRya

mmSmGrnimtinifnHRtHffni t TpraHnniH
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HissiSfiysH-iBl ttntiSfi[HSmftnstfjj 1 titgnlajitna
tSHHiamififayi tuiffigjgwjsnali{fiftnsmfcimgifci i micumuwijjH
tiistticumSmRsigMjSM-sgl  tjistnutSHGImss 1 umthmynHUisgitJ
tsstnatjttpMfiJ luiffimjfnRuamtituRRHIUMtR tSiOmnn]fnHft[Hfmi
gdjii (ggcutnnaftmsRtij tt3cujntstg9]ttiacuicuinB#fiH) u tpjtna
tifitMtgjalni 1 mnpjiMtgjaltj HiagissrutftiftiTiitirinisJgigfiys
nan yumcutiwfiticunwgtijii*gIRtiLmsiy itsnngutntnut§Hstp[tnw
gig&nssu-tBl i

(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 of 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 of 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&sgjgisge$s
Summary
- IGmfittsiuMWiusHm  RtfismtigsbJfibHSfdjabHSfdjnbomwhmgR

tlitipa A ~MJsgiH8ii9jHisTtsmfdHstStytijtrafnTiTIT Bmpjtufmfj
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mimamnictfa i
cutiimamiumri ~ 9MtMaciinmmbSAis|5{tnHsfH[imt5  aamigaiR
ssanbMius 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)

HCimmsIRhwius HimftHcimGHtftfn? shlugjfru A
sfejemfiJKjg  stmonluf 1 ~usn™Mt?2inCTj[untgl1tSjh sfriJ{Rfi

. - | ffi&tsmjmfinsmrnpmn

GSSTOCUMunjHymyTtihmfnJTfiymb

(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)

]

mismnssmsln«t,lstrittSHisfriJssifissbgjffnj sbmigmfissbn[ﬂ@f
mi i missifissttolfmi mGtjimigmRgsatuOimagwitfmunHt M ti
53 ottuGsumH umsisfasomtii ttnminGtiimigmRgaiiCiRgfa ati
tggfj i migsiRgsarmRgsHmM”"msaSReuiHMR BURiufJuRmfjsa i
migaiRgatitTRI{ifmiiHmamiMaaiTfiiiyRSR stiugniR itfmfimmm
simsjjftdnitmsjttfnmmrmnjGtriHjnnH |

(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 of
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
ticufitinj tigmnsgiUHfijtssruHucQ/ciigp 1 IBSIMHSHUJIBSSHtitfiJHm
wyststi tanjgnisIRWIiIWH]jIRtimsffTinMtnmn] sammg”jmsmj
ntnfit3cutintumt3cucnficiadtstt3i + tfirnmirra lamraSsiuwwiusiSfni
fiMXliwiusmHiti5:ititj?fi atjmji.liMllJJjnsliﬁéBtBtymtiramHnig}
trwmttinitjgnjgratiinmtn sa
ytuTuifitafiit|SjHisfriiyiriyicsiMHs ~ mntiratraagjnjtJHftJitJstns

nn

(Organizational structure can take many forms besides the classical
pyramidal hierarchy. Work can be organized according to function,
geography, customer, product, or a mixture of 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)
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$nraQngcsggnkls

Group Dynamics: Advantages of Working
with Others

67500707

What Is Group?

- triumtimriratumtmhmnnSttinmBitncufnfi mtSatfiugingatgl smhRg-

niuritptfffltmglHri RiHim:mip{fiHagiRgmsI2h{RH %

nmnHdjtpifinURcutnunntmR  titpafiiatssttinjMicugitgfinitglHR p -
THtnginB&smgftrmglHn tt/itijggnjfiiittisanRtRijithTRHHmM t whiBr
RhUjHtftgtglppmmRgafnthGpn  satnajRiwutuiatHtslgafniMtiB
ttnmtnaalJtRituuJimmm t uiHtnswnmagtipatuitiilifjttsnifipiicidi
traadatSi t uytatgisditmatasR [RHtRatRtnaiRicutaijHHtiithsB tmiR

tmnraantitamiftnnjtftJcfigffmnuMRnuB mjgtusHtu® (From the time

we wake up each morning, we are involved in and influenced by
group interactions. A group consists of two or more individuals, who
are aware of 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*BR8O8e"SM"8MNi:W #1066msafi?gS68SStt?
Why are groups important to workplace?

mratStitfiHisImgtitGfnjRtJit"GHfri t tfiHifimnmgjfcitslincmScuHis
HBMjt|GammsltuHcu™m tium sastinrat*HragitgfinitsIHfitjimfimiu'i
umumncmais pmnsaaistusmciGemyGamtirmtu stifnman  ttntmtlm
usfiinHfnnaGgi 1 tfjumrtiufistigcinnaltnitfianutjftBl sawrttirnmii
itIM@HnjtnntBlantBitiGmi i JURsisitiumHmamtmtmiSmHfigmR

gsmsffjtirajti  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?

BtififffmterotfitnSfiittiH MnutciRnfnnflinnnnnmttm % fmwnjnsiga

gs'mgsbftfrm Hums fmfljwfl'iriss BtimiMtimtnrotSl i fmitjGttHth

tljHtnBftni:M8iaStm*MIUS 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 of 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 join groups)

BBIfiBBfIWQS (nutjltrsine&ffl) Social Connection (Affiliation)

tjanstfnrafjttBatiatSf i mimqrasBthsdmSfiHWtSTRHtiwhmGttSvi
HisSmfiJgemHRsti - stitfifjnntims  tGtHiratts aBntdtts tiRtnmfmmh
fdhtJ ttjiradBHmCUIUfiisSttSa = tBlitncunRtfiGWIHRfcTRHttftmfiIHTRBE|
HswjgitiHMriHbHiSHIJHofiMiHmyubtjibfrij  ttininmfi$ftnstnfi’nfc

tHItUQNnJJHRMUIHCIimHtntSIs (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 of affiliation when they join a

group on a voluntary basis when they are assigned to a group) 4
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IfFIfIIS

Power (Security)

mmsfnjnntfmtunjstmtHfri  GssnGSsmStmtuHiISHtunmmsfiHStH Stji
mSfrattHtsisis i fmtscumrRHjnti*cutinmnmma sfA**snB mtussaij
sRtraanmiiTistuHjMtuaHfi stiiraRMCyiBmi'ntfst!?) i mmnmsHturrc
Btfwsfijstss RinatjtutifiuittBtssjBT"uSRGf!tffiI%saasisjglifnnEJuTluEintii
nGfmpjtnR9 tdimmmtnRttnfusfHiJHCuituRR"513st3{ytmHH3sl13

RijffinSISifiyifittti (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 of facing the task the alone) I

ngtfffiJnglhéB (tSIBBfmi) Self-Esteem (Ego)

ESMigtgltRatRGKmMRtITRMMRRmw smSEtmnmtEigsfnrutiMgs i
fREIBRmntalQtHREamEtiunGmtffiatnsjfiilHnnRRtji tmamj'mseiyEIR
HtSSRjIRIINREIM (uSstUUIHIBISRtil(REtdCUEISRRJIISfrmHtll ( (REtfiHI
(RftnsgscuMitiitjisisiIGtmsHtunG  Bsinnticwjisni  tfisrisIRtJMtiB u
RSRtnyilR stunmnsRiiBuinni) i Flztmituisss RtnatJSfjjRGRGfiinM

ttfFIIEStSIFUIILhHtUtnSS (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”) A
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n-J&TWrIfinAltdl Goal Accomplishment (Strategy)

mmtufHnatjiHKimGSHirajtuaHiscijgfnnfijtiGtmrastllraHttaatnsOTa
tnmffjcu t&itiifmmSajfiGMnji  stiggnjwamcinsHtiutgitijtitgjfinHiim
(OHiUHttSa i MtnBRginDHiBHistmrottJl saimroucinatficussraw
nmittffreitfimtQn unnmRifnatRmwiMmgifnHttnnitjnntiidjtitfituMHi-

SnStgigjfiRaLfIHG tnStfimarns (Joining a group may enable us to

accomplish goals more easily because we can learn skills and acquire
knowledge from members of 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) #*

<33 Jvo»

What types of groups exist?

- fijCydigTRHtnsnpmfig i HUHSHtY, jHInBNHi3mpHratmrStisnjfrpBfl

ms mtuirm”~Hgcii saujHfaaH | tsIRi3{RHgnr
ttli35GRtjinJ[RHLtt4ji5igjfiR (RHBfmi sa{RHHSdfm! 1 tfiHgit3fil{UIfigtSS
tnsfinKMsiatunMmmsmgitfyimi t MrnHgiarinasrntgtfncutiJmiuw

wifismditn nnjHfliijnftBsintithnnjnjJmnfijtiejmtnatai (Two basic
types of groups exit. The primary group consists of family members
and close friends, whereas the secondary group is made up of work
groups and social groups. Within the secondary group category are
two types of 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) 4
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(fifftiffiu  The Formal Groups

1 A

- [nH'giffm tr"QtsIRMimSnt/ tiiaitnfiriustStymcimntsfriJtjinnrin - un
MtitstfncutjimaHHmiuMwius 7l HFiBRIinaanysitJHMSfitsHisfisic_rg ms
39CHBMTRI satmnittfiS1IR9t3?Slsa{nCUU[UI3ItIMEtNtISE3t3m "1 tfIB:H8tni
tsIRajRHgiRiimfntuiRyigfRi! njiffiynftjisHjumgjmMfrRurrn stimi

njlfiJlifhsIfiilfrTIUS (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

- V {mfiggHUifi ffjHHSfrmdcutfis
fiJHiBntjiHRtpuLRb ~ st3Hnts1tpH8figHtiiQsstt3n5MNJtnsGifi?fimmm
msdia:RSigt*RnjiRHmtg1?nuifims{RHmfdh5ius tBtytmtuHsJIRRgmj
ttofn A {ptRggnnsuiHgffriJRUIHITIJtTiJ tdnjiRftiismSm~ wrimtfiR-

tinjtjincinnHtH tttejwnmmm

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 of formal group is the
task group, which is formed for a specific reason with members drawn
from various parts of the organization to accomplish a specific

purpose)
Informal Groups
- uisEtgluutRHtjffni  ynmyRItifmitnsisinttyRULuUnaMitlS A ynmyrltii
\ \% | *

mnRmgjatffimMtntjRsstiti itfiranntitji leEthiRsttfmnmym mf
\% * tr
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mimflhjfirotmntJiunw t WHiBngitjHfdtassnjjHttfiKjydsfptsiirinjtdEu
MHiBmt4tuHi3t?nnjufuit3gtSmctuiHmtaitiJM{pnR i StSujHiurigimi
HstnsssIRajcsirjHSfintja nfitnangnnmhtisimgltdjmtinudiuMWHi-

Bn M1 UiHS[rr]tifmJH1SI3KRUMUSSIi3Hfj (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 of 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) %

Who Leads a Group?

{nu{HtiinjMtnBR{RHENt39ptD Misituum i

- tslnatHjftfilHtiMN"™ w Sm tshm inem tsinysiii' twin Bennis tnsuju
nutjiucmmagnaittjfmtubnnatjurags RmaMmnwIRfrini Btintnmtfn-
ffirmnSiffiURfutftmn uugSiatRHtiIJtimw ~ AMnRjinHtiifinmraa mtiHiu
HaMjgibHfjBuiunfmus stifURRaimidnjBisiRinjuMtiiHtnHra * ciura

tmnjtScuHi3i33:§fijRi3mratcimmiiJU iBt|ftHitiiggnitngsffugiCucy |
- ttinn Bennis t/tjiRijiHnBRaiiauiHsiagiagptiiHialGfiripj shurwr
[unwmtjjaei"mitigtugtumi 1 HnBnsiHMBsstimnMnjfaini itfimnnEn

aiHtnnaatgjRfiHmMB msHngiaiaistnuoiRafRaiggiagjiuiwn tticmsitnc
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MnmnH tB\mg,gcutns,sfttnnnsIgiatynjiumgs i HRtSfisiTRmtinjtns
TtiSgRinsbtucunrjBifatnRraMTRH satliHfnmsmmtJ tt/iffisattotiEusi
RijmijgfjtftftEtt i
[tIHRHnmttj TitiffniR!IMtiRcut!3w5Rts1gt3{RH tt/iujinsnjgfnnnafniqp
fignwiuHSssgltraMtnfjRt3tgig!RSHINmntf frmita:fncujitnwg meins Sa
fimmurcmgH  tjSimwaH  uRtuntumui: ~ mjiHCIEUfntnwmgi i
gRBrtmiptjtsniti ntpsuficu
tsisatiyv;gjtttiJimRiafnnRtttnatji%ffnj msjfitstTUT niMtlsnnJgitifiitiHR
tiRsitiffm i

- HRifcmtiffnj TRisRmscugfnnggcufJituHRERsitTnitifRii ttritiJHiswHi-

mti  RamjncuiRSftmcutt3l aaitnraurinamfjyRtu tultinfrispintijucm
gitiisis 1 uiSstuHR”nsitifRii saptfcsiturltiimimsRHffitlififIin
tsist3tnrisshin?iHistgjft %

gR2 15S169dgSS3s
Hgirtrlimmmiu - thnnnagtnitigjngigftnsggtuiVicu
tRftnsfatiintitmmsusnjiti - HNfisififcmatjidfmnsistg
msH[untiaApsReufin - thuftniidiutifanmiigjtnihraninsiggeu
Mtnsmicinathtjfmi tnssfmmnm  thifgnritiranTytNnnm
malVHRRG tpHgntifniggnjsMigh tnathnniti meVHRInMgnow
insuirafifiHHtin thwHBfitnwntiiH -+ HismiuVHmfe
i sttrsimgtimMEfinmBfitftg ¥

- 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 of 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 of 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 of 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. If the

formal and informal leaders have different objectives, conflict will
arise.

Types of Group Leaders

Formal Informal
Isthe boss. - Isarecognizable force.
Is appointed to the position. - Isunofficially designated.
Has legitimate power. - Emerges because ofbeing
Is officially designated. Respected, likeable, knowledgeable,
Has authority with responsibility. technically competent, a senior team
Has a mission. member, strong physically, older.

How Do Groups Develop?
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tRBHffitgiwsimrmsnUi tnsfnntnMstsItnnjtatufamBRgiasptinsIr?a
IfjHtiragitffilmtBiHN 1i/imTOIRMurmRsfncijunTigiasjiffi ttfcmiain
uinxijpnymiiJitJUMss i tiiluda MBIiSnuiHsiaHMjnfaafnRumriRfnfij

rmtiMia ~ ""Hrat™HjtGmiSnjitcjarafunmt5n3mfi?)| RfGfummfinR  ttnEsjjRf
tgfmgmRBBtigiuJirantijtifirm triHjmrrnrasmcinimitnitjiHmRI nms
iafnstRHistjifjsfnntiiHtii  sanG{uatgiaiufiSuiH ttBmmnnnmrnifcmaa
mstRBismnnBtss ipHmatftmtMnsijipaammtglfriuiHmiaiiHmtufra
?&itiiujSgfnti8M i tilgtgluiBHtOsatR}iafnR(JIfifunfimraiamiHfif|}s
UWH tmnjR3mnRfnciJtsmn;jtiHStunRrntutsrnifijstR|a SturmRinmjuG

ugEjis sauamfifncuismiraRUR i

EfmrNnn&6& $n»3Me]g8ftH 9tt

9. fleunRmculgfnmjuH: ~ScimnfnwttimuRnjsitJOTtntnutSHUMNIHN
tmcuu3lJUM[fiHfnjfcnj ttSmtmmcuttfliaisMHtftfmftHmuTOtnauhasti

i timmSmiMuts ititR¢imtiffifGmnrancutfcin - tfrantu aaRBSRSTua
tUiauamBtmstRH tiBunlkjtHifflsmEURitftBmunmMHiBRutgtgjmalna
Ujbi uRcuipuiutriatEivainisfifinfijRtuirMHIiBj tuiajR”jsauainisffiini
IafatslgafitunnmcmastuTiM I
to. flrnnRfncucijitnja:  BiJii3nmRRicuBratun3tRUMM f> I fJys;|aHT]j ir|c
tjlumRnstglsamciHstssfjjam satfrcinsmmnaEimcuu&ntfari  uRcuma
HMHimomntrigwsn&nJijrarBmgl BtigHttflniwimn URtuHtUBasHTB
laHstuciitfiJustmifniRGsim  ttSmtjauagiugiiafHamml&jggrotiiaaf
miignim % ufittfHmaaatgjfiHiBmjiniaf fnnHayatmRiMnjtjiHtiiaa

wRBfnnaiaiitiMtRH %1 HmsaaigjRtLummtgltjimcisiamtiiaHa fnmm:
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miMiu sfcimitSnt&ntijgufiJH atiututeiaia’'n [RtiMtnBfimiaHM ggcutna
snGfmiMnbmnSisLRntu afncumnHgt3!fjiamsiuinutaira(uSgfrin
ttjitnSsnslgtagMtlJiHragpMnnM atrniacuain tsltncmsnsttjimxatuStnjii
pl

cn SiuniifntmifuGtigtlia: - RtjiutimnfncuHajtawnrfiMtnBngiaHMtiijim
affnfiggcu”™) RSffimnniRiitttmngltRirotttfjuwum'i - yjHmnniRiitJii
trimBtyttiiiififiraucrn nrjiaafitjamifjnHfnnaisi aasfisitgltcufnsEatiG
miinj 1 URtuLRtiiuHfifiiaiBaitjGimj  ttftsymmgSncufiintMnGfHNtu
faui[uBuBfni ati jptjGmgiRgtituRmtftuiuJcBgR'ici %

s fitluntifmuiafniTtiBtin:  RtftfinmRR-injHtitIRCUTrrajt)  timtntmisfinH
ntsmiutfimmiinr atiR'URGgiijgjirai  MHiBR(RH"fHR"afBta}gRGR
atisa: giaRtimRURcu aatRHt MnBRTRHgiSHfj TRfggwfuicijgfRG
WENrURURRII - atiRirotciniRUtm, ticumnjStijRijfiRntMauicu  atiraiStu
tHCURRUfRaiai  fijnUHBIRR*l  IRHtnafi§: Dam rs SWRIRafRinG{tigR
tacumGBR3itjn?iglIRi8BcSRfnNHti38MraH 1 TRmRijgifciH& HatHalygtR
cunaHRacuBniriRRicutastg 1

- TRHRBIRMRaIRSADIRIfATUrawmHoHra 1 RRIHihmItUGBaS3IR3
AtIMOfncit3{RH RMRtaitraRIffilUt3mfjraHIBR[RH. tIHRIC (synergy) :
WRHRIn U(tIRURRIIH) T8(RB, mRtafnClfisUHR. UgtfiaaiBUmijfRH
udni?f|jtgji3. gtma[RH. “aRirnawtritjRjm aaG'mt3RiiRGtijcuat3
tRimtinjiftitmfiH =

€565 3363 TGS
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- nlunufimMMURWR  SmsiIntiMfnnisBmyjT i tsiincuHSMitnntnmSH
fidilamb5nracmitjia5)8M9m taltncma'muitu tigWnRmHIiGtsifjmftitirmtj
jufiitclimmslar_ilmjjB*i fnigiMnrvnsfmnuij HIGtRRRiasQTatfritiiw'iracmtnR
ymcssatstii RgnainwaiRTRmMREIrJ urrtr mmgsmiSnn umssscutlin
sftjsimijsn mjﬂj[jifqgfmonutigiatssHithsfic§nnd:cjtns suhl ijhishr
tSTRHt tRHHIGtGtHiffiyfirauynt TiafrfiuntftigMOEn tsltnnitucunmfigfi
iIsiRajfiHHun  fitintittotji ~ HawiHfflGaaRaimaimtinutjtRGtinalRa

¢cmsfnnHmstubim msBismutfiutjtjitmftfgTs tn~*SrnsimsrmsmntfiT fitn

b n c* m u M in

mras iBHTUjStjafflsficuHtiituCutnarainfitjtiinHstjnjHis  talwcumaRG
wuilUinuBmi i RiatRarayynjracmtiHigjmaisRtji RiitGRiiain”rayitSi
tjlamiunumcumtsttiRSHra? tuTliMmR'in (Synergism) t ujHjntsg'itT]
ranUJtuntjatipantjiHfnn iStumsStiigjaafRaFipiwimai ttlitmgmtMiiG
BfiSgEiIH Enmra:mrismR3tiS9*i fnnsiRfiaEiSGmRciatglSnjfriititiMaS
RBRamtJratMnalRauiu tSiramamilaGffiicuMnHrrifitjiiSyaigjtii t
umtiHR|jiHiGnitiBfLitifaRaficy93i3i lonjuGttaafttiamifGnHfnn i
tJistgltHGRTjjTGGfirmfistasiRatRtriaraSsfnntiia ttJiuirjuMIinSRTRH
tn8RBRcagtji?|Ra 1 RiHRIiiSRjtyLnfttjiftnauairjtii  RiJfinGGRtSMtG
AatiJimuimRatnsgcuijiaafajfgcutuLmMit  riiujrcuSaiRaRtGyjgR

mMtRHUtSaaffiriMtsSttimitwitiiHaiGaa tJitiiIRIJORRINMMtRHGiai

-117-



afmnyqgiBfitiEjnmnftjHiBntnHSHtij? i ngiutitpMB8Hisnjnan:pmii
ymtnmtsIfTifnjiniansffriimncTngfstialu-Ira‘i

- tturantss mimnnaiuMttSmgiIntimiMntiSnmmiuMTnH mSasfjniHiui
am frtfigRSEUiamcuifi sayisfnntjiRHM|mms[RH <ftiaiBnuja) i
tasR*mi:ymtmtiataRinyuynMtRHisIRtiinEut8mifi:t:tfHRmm i mn
WRiaRRtfinfiilHmnyatgjRttinjtjsfifnnjfinfrtiffilatim&jyiaatu i mcifUR
IHRRtjimfiHffiisitfinjttjnjMtfiBRtnHtnaRaR aasaytntuuRatin tiigtsl
mcuiunuiHHUIRIstEiaiafnnSRIHR tnnnmsyiaBaRiaiRHiatuMgfnn
tuiuitaltRcuiacutRHRIistRggnjtiiaaifTimeiRStD  taltnnnmsfisafnffitgl
tjiyRHHmtticuHainmmtmtna i  fifnrotastRRaiat*atEftm&rmRMaiBR
TRHaianiRMRJHRjfiagn  fnagnatjcuafRiirntg aattungfiBRtiEURitgftni
tsIHRi tiSRitasiui nuRirgtastjtiiRiRuara affnciRatRafiniRiuEaMaiBn
yja tuiraBRsiciinstgliRt"iRSmmiaii*mHi *%

fnnMRiHRtsIRarmjtRRtmaRiHmMjzRRiHtiiGaa 'tecuRataisiaaiagiagtii
rattjtjHtSattfn  ujmt3tuRGtnsnifjwi:MRiHRtjia cuinunmmmitGmi
ymyatag-mga aafriwijaR iricuiSlI aatRicuacuiasian fjmtsnsiayrrl

RfnmStinajTnHmatRHiafnnwfimRtititdT i

mjHRfpaugtfiaaimMnaiREImjiRR ikimuaigigfRtfiroijsRgriciJEInjmHg-
fncirnwyiH * ug”arariyiHRt*"RinjmfynyjtRgmmtarfitmuijtticiJHiG
ggwtiiRtna BaaHTCggnjmRtnatkmstRa 1 agtjiagiatssmiiyijiJns
filtuiatittiEUMaiBRaiRtfnatftaaiGRia 1 LuunRymmtufruglaaJmaaiai

lacutlimmtnMHiBRiIRHHafRBatai i ugfraiuMyiaHnfgjt*aTtfiuitSRs
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tsimmticmfcm satsImtramsisitSnJtnsemnfjeisutjfithmtumgia
Htui fnnrMumsimtglsalmssnHfnnntigRsiatss HaimnmmsHitinuti
JUfihtSatkorns  tuituHstnsdcutjsmEUHtgluCijmJHafi  samiRRchtunoo:
tmtjsmritmiJtmsts %
tnhraiHfnn pfniaimanigkiujcragiftsrawfRHHIGmMHRsffnnSssnnigltuJifi
tMtiumasstuCutnstnufimitJutMG jtnnflrarnnttntnwHtritJign ttmtuntS
tfthaommfi tfiminRamM TuwstmRHnnaSmslfiaticTmjsyTi  suitam!
trimQnimRnstglstIfnmfmmgltiSug~smfIJTRHtns tmswrninmsfntms
tnNiGimGtnfitnstiiGHfn  nxiffimHisgiamnfifinimtihatsritii  mtutnii
ts rmyitns samonnmnEmtjtJtgjfitja ¥ tmsisutjitmacimmsSitii tslna
TRHRHD miHstnmGfi RMttiat]rammmrgjfitsmitftRganfimt T1tiff Tin
tutnglsmj”~nganRmgt"mtwmtglttBihtRWtnBiiiRHgswtnssffmi:
rj8i3H88NtjgtJistE3ciS TTtItnsiRNnrin 1 ugfrsHmsssTfiftnstnfigntftHis
fmisMSistfiaugSistitstgjfn uggisMsis R$ftnstmnfignijitriBftfii:-
Msnsmmsfnufans sattiMgfnnmfjujHsiaHtu i  gnflnHfjnufnmcma
traugtftswsismmm”atiftajfismojtfismntSpwjhritfiajitjattii  {uws
tumtuiimstdimtuiGSGt i wfBfncufficu  safnnitjmSunsinajnSnHia
HiLMtntgltcuMHafnniuMtiRfa  gamJtuRmnglmBugfrsmMuiHtSEU
tnsRfinatgja samaggrotHRtNB i
laygaisSig{gjRR{RStnstnagRt3it4iug.gi3fIBM mjggisttjitfti mpsug-
giBgiatmsHstjstjwmLfiRuih|jiH saMttiBngiHisistg* gognHwnum!

horimSuggisgiatasBHiBEafnamuoiEuhiamiJtcuifiGtmstjggisfasis'i
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ttSm|miSnjicius?srara(nm*ujHtt3jitnm!djtiotjitips i mmsyreg!f
mi tt5438njinuggissisianitD:nH?5{[uimtidfmimsi, Rimiulisuturifmal
friHgimijs stimrutmsmuriEijfnrtnn mcnsymSamadiRiJ ttSamuran
sfuggismfajjiH stifaitimHcurntirmti
nj&inmen

tMffifimtuus”s{RHtiraaramim8SLtIMOfTifiitIfijuiH i ggiumuiyiHHIG
meuinireni ystﬁjsMHiBnmtigjiffin/mtiwunSffiRtjmjmnmfnjtr)} yun-
StiiRamifjiatiaiffiariudsiaiRbcuRnn”usiGtmsmitn} i uRcuynRgtas
(RftnatRtnfigRditji uawjynGGiRaftm itRGiaaptnamtriRgiuiRy
raSaiSnRXRHatnautntnmtuiRfrulTiJiUMnRjfitalRtijRH i URtugimais
HitsyiayjRRyRU mcrisRiiyjfnRHatntTiGRSitsitutnHitlirRiimSadSRfnri
[tIfjtIRtR tKgR'I?c:cjIfi%nHjtinutiIUficuiRtR 4

tjiHRMtiJ | ti3Riniug smfjfRHNNt3faHiSRTRHNRiimtimynflTinuHHfjis
tglRiattnciJtSliufGHafnfi t ggitarniiRyRmfiRiitalmmsjGaiRdraRRy
ymmSamGmcicyRGRinuMsamaitfinmmtiwmGtGtgltns - ttfituftnima
RiraBifJcmmsramRtifijnmnHRmiRiiairBtgtgjR i ntiRinJitas gtuiRy
aamncuRgRGR  GimsyiHRijainyrldfRiitnacuRtuirsiaRidiayiHRiraii
%IfRin

yjfiajutnnRHRmmijiyjmatjgtaRiJEJiIRgcinRy tcuiRMitGRiifiramtufilia
RiciiuMicmRHRttlirayjayjujR i tRgonRyiticuRpiRHafmaistGtgjtiR
{pstRtRnRHRHaiRiinmHugSiaitiMyiH jB m8aJuwgmnrafjujmH38
tg? yjMamdJGistHa ttmRHRpRIMRtftIRHfimMMRHatji TmRHRVEtfa
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sftfmnuijtuutms tuiffi*itGmbamHtitBtytmpfrTariutjtumsistns
?Bt5 TKitstHitnscinRHRt5njiHmiyinRi3fnim§sraSgfninmitnimM T nHtna'i
- LuSstutEiRRHfiRimRtjigimnmSronciaHaiRHRtcutmRHRtnscuRwi.-ttJR
hrh ysGTmtintjsmmiHamfi safnScirafatEinRHR tmstnnnHRmsfiuM
hujgss4 tcmRHmnHRfaigaiugiJiaiufjiRH cuatfiatsisHiGHiswRiui:
HantUutijfnBcimrjitinRHR),  fijinnHENnt5im:RiiBjn] aat*UjifjBaicj
taRiipijuujBiRgauJRuttjiaitP”if110 tBtyfiinitintnMHiBriinHtmui
ustfiamm,  HsiTRismmsRiitfiRgtuiRH, ufmnfiiitBmmmittinglRjaa
HtUttijatglR  tuCUHLt3RAINRSSH3IRHItIfi3HRGtfriStRH 1 fi3JUtFIGRHR
ugytaRTRiatRHiaatu  tBHnRnRimtnnjHsainufjTRHBmtftransBsMIiT

mny I—!tutnftstrirlncu G

NS5555fi5if3©
- 8iRmHtRHRtjsR|ncaacu{tifigRiciiuwtRHtjatE3j i RijSnjufinitpifuaim
i siRiuMttiHttSnifrtHaiHRaftuSgfnnRaifsRHRmtriRaRinaisLfiTiffi
um aamitgmiMUGBRRtRfHiawgnBRBaa £ urtm i tRugiagpuitun
tSniHisguiGtMatsstriuiBHtiutugsafugpoaRiiuntMtiigiiiga saRiiMm
Minit ~ H® wmSHmMSR*GSSRRRimQHisucTncutjim|patjiaRarnigini
0iRSfRSRtunutuitjfaHRfTiRiips uiSsmRsrigfi5j3:jufaMtnBR'[RStnsttja
ttmtfirmSm i RiittjniRisuRcutacufiiHRgcussffnmSm mtitjmcimjimft!
tmmtnBmstsaRSfigimsifijftss 1 BuunsttmmmmsmTnsitiiwtssSRRB

RMiaujHHtiJiStuHisGsaMtnBmlJiBastfiJM * .
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- disrtSMHiSnLRyR"GtfsfignajtjrtujMsmnjuMLRHtftittjn  trmislttinj

tirttinitiRcu?mramaniRnn:tdjamciuiHHtij?s1uiHHtij? tslnauiHHtiiBss
fan: Mgmtinjsfijtfiti s43/tiSuittSmriiSnt; Kitim5Hitayistufmn:3WHTtin
tsIRt5[RHuitfi3tss eutnBmifnjtJdiaincittjttiSmsrititgmnimfgtresHis
pPRRHRN(RH{RonntiaJHia3ffnnnj[mf3j uHiawmTO{RHunlgjicuuj n
nMRnsfitE3t3sfmjtinjcittps  ttfim«HiI3Rs3tgigjRRt3{RHHIBHI8BNmMu
HimnmreammsciRtfn
mffIMng)LRfiirimHtatt|}atgjm£j(utisEigrinjtchfj}s:tadis:t4tiitfi t rib
RiIWRjitfmfftiifuinmtmmnSnitft  uRcuttjnnrisiunatnRjRitnatRMtaR
tHnjRtjnSRan:HIgtns n IfitjRcutScugiaiunasfjtRftnstmHcijranitjitji
tI8MjjtticuHIBMHRRIfi gmmnnmg-htfitiJHturiB n

slssssmjfis

RRiBI3ipmtJ3[utisElgcirotc5{UMgRinmMuimBisR tfffitamiRmasOti n
tsltnmutuRiftHiratnaRiifjuijBntcBUJGisugHtiJtEjCutrisnjnanrariHm

B3tnaRiciM{RfiJini taisiRmSnjBiaRinummsfjBtii tt/itiJtriafiJtfiBmtinj
mmapfBtptmR(utui[URI aatfiaBtaJtfmjgi  stimaRncicujutMiBtmimf
meimRutrmaris i - tsltnadttfojRiiaiiHiatuRanmjtnR - atJtrsRiciVRfjim
MHiBRjRRRIiiirtmitRtGninttjfintSciitriSLtJiRtdjtJm i Rimjummnas
atitnmatuRaRBJs mSaafRamgitjgRialRaBiamHMBIBRStg ttnmati

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 of group development:
forming, storming, norming, and performing.

Stages of Group Development
. 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.
. 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.
. 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.
. Performing: 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 of change. Some of the changing factors in
group effectiveness are behavior of members, synergy (combined action or
operation) ofthe group, its degree of cohesiveness, group norms that evolve,
size of the group, status of group members, and nature of the task to be
accomplished by the group.

BEHAVIOR OF INDIVIDUALS

- The behavior of individuals is in a constant state of fluctuation. As
people begin to perceive things differently, they may alter their
behavior within the group. Changes in behavior may occur for a
number of reasons, such as the influence of 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 oftwo 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 of synergism to develop better ideas and make
superior decisions through the process of 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 of 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 ofusing groups when making decisions. .

- Cohesiveness:
Another ofthe factors influencing a group's behavior is cohesiveness.

Cohesiveness is the degree to which group members are of 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 of 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.

Group Norms

- The development of group norms is another of the factors that
influences group effectiveness. Group norms are shared values about
the kinds of behaviors that are acceptable or unacceptable to the
group. These norms are standards of 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 of displeasure, ranging from rejection to physical
violence or vicious harassment. Of course, if the group in questionis 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 of more informal sanctions.
- The type of 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 of the informal group are stronger than those of 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 of 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
of 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 of Group Decision-Making?

- nmtissm  frretisfignftfHIgtnsmmsmMLIGGRIUMUIH'T figigiticn inms
intns: GSRmti - safnHSGjifunmjts
RETIS 1
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1I3tnlimnsmit|mjM tjt3o«iuM uiHR tfi}rniG (imuiincisifnri'i - tuwatumi
ratiGGmmsHS/Mftnsigt™MtJituiftJ(Rftmsig fitdirnranmtmnEmfnnfifi
p tintis tijimuturicuiHiuitrigfn7nsjitntu§Hismcu. fnnntm airctwwBa
MHtwmtiHtgjRtia % ttfimt~ttmuasttritii LRHyift[Ji8)TmmucTntas|tJBU
tfriffitdaim | .
HS5HS{RURri3mitingii]HfjgiHgiiiiriaitn3rniHtIGGRfitRHgIiSHM t3iitg
gsitnmfi FIQSnjnStjaiaathininJitnngfitiiinmgja fiRiatIWItnRFletimi
UJHW2ufamBnnsRHpmsii3HrijHR”ufim  tBuJj8jnmt5jitnm”~yjn3R
HmhmmsiunM i StgsmtnaH fnnnaRHRNMTRJthntQCTisftinTi atimncn
mrtnmnmtnBtatTGMunmSititQTMgmcii wnufmaR'inttratas miwttGGR
ttfitii?%gtwiRthtjiw RnRtj'imGggwtBRtns t
- imsStfioTtinnimfliaj aSstuRjiafnciHtijnififntHGisfniMtiGGRargjH mi
ttupfjSirinimi(jiHRMGEui|M fitSM Hta 3 ggiuimfi{uwatuimcuattiTitntu
tuwmIimntej$ftGmnwm~tilni tmmtalmstnwifwagRugna tSHjtegti

ingtataimm ritiiunnMaiSmtfmntum tmsmiHafRagfIGEmranamiGw

DIREFUJUMHUIAW 4

saanne
- twin Irving Janis RiagWatlJHatlltiwmRJ **nanniin** (Groupthink) tjltjl
utimimnawgtjWHIgtna t6ewtWGtGmHftnmiwtiGQRraw{RH tntntn:
wmGaiaitSwtnatsloa[nH*i{nHiui:nannriaHmmGwnatgliRtwGREiil|-

SigHffittfwHsmstgRiitwajR yHaciatgRiitiGiiajnngtiMtGLuiRmsi i
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gsitmon HRtpu”HintnssrnstUTiHmM py”~lis HR{u&SHjRtinRsf sr-
iIGSiuranfmnnstii ttntiitunHatuflttJiturnittiaih " etdJfriRtjimGjitntD
SpjutjRfanmtSagiaH MtpREfifjiG......... IRHRgiaHWRIitHEmwtratg? "i
HRBRMHIGTmIHGUjimsfinn™ HWiRraMitIMUIHt ifiimitniB sasgcu
tuntSimanGssfiGrinTMiacusStgtatSitiJHREnsi  tiiRiaRiiraanuamm
mnsf i fIURSANTTiH

uSamaHfimM ggmRpwsitifisgeGnMimRHBmE,  fiintwHUR{utfiratna
winnn:  ufimmanMitSitil tmgistditmtitunttStiTfifttjitMfiomHitiJjfnmss

tsltjitjSiatLmsmtnsRsnnnatmstmraifins i

NO ssS"M sMw ssssna

- RmaraMMtnSHffinoninafnnfiintyiMiBltnnjtfiniujHHraHtjUjjHtifmi sa
IURmtfimRiintuiRafRiiuiaaisitnaHjiMcmM t RijRtuiRugpRtjiSfRiitas
titnanimiRnaRafRaigttJwMtnBRHIRiRfascirn i tRGtmiu)Htt3roH86fRIii
Raiggiatais pluinjtjiHa{R}tn3RcuiRGjifjtirifataists t fnnHBGjiMtmMta
RmstRRHiatgjataitRfutawuRtuHaHiafrinGjirjcirifaHntjitRRmgHsssEJtu
satRimcinii ?t5a{RupRtitRtiu{tigsaSutTnri8iasc3iastaitciciJiaciittSaGci3
mtalRa*RHIHm % HisRsigfrittpa tanjtRJwat*ppM tfimRnputalRatRH
SGtji: tiigRtMtIIRCIRHia, frIHRtEUNRHIS, tjIHRMJtIMJInJ, tjIHRIRJI{BR
gsiRgsa, tiiHRtmHitmnsfjsSmrin. tjilwtaRR'wui.  tfinRStIURW.
tfiganna traaguwR. tfmmRGtfw, aatjiHRLRuwaR i

- inriR-gRLmi/inimGHituafRaigHaiGaasiatm uSmtnnRHRGiutnamficis,i

RmgfnRi*3Hisfirii:M8iaRaRinGtinratRHHisLUHgirici saticuRmn
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shi tsitgistlimiawnmtliti RmgymyssmQyismnritiw; tuiuiRIiEtIRF
tn3[ptitpiat!JituHNBRsI  hrmiumicu HMHiBn§t9t9jmuM|jilHtSim83
u

138 (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, ifthe situation lends itselfto 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
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'
dothisisto .. don'tyou 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 ofus. 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?

- SmslsannmcinRHtBtdfutnamnnmlrsmatmci*a  maifitnsmncutjifi
matRRGMtifR m&muiHtiitinHB  tcinRHRHiQjn ibtfiafRiffnnamMia
mwu atmsiRHtu«{RH i
fnn mntifnmjifnirifi t

- RaMinpuiystjmmmtditiJtjRati  tMygSaaympggnmimirowngyR i
HaifiHJUMT fiH3timat{itn3fini:fasi8 njimfjHRfnciRtifniutriniR'imw
tn3WR3ammgltJitgfiHtn8M8i3 HjttjifiStat3HiScifnJtt)iti43iari frimi
tin tslnamnfaHtutarniLunnLmtjtitgnGttuisEaaaniitHimtnsrnntututii
nprunnnn irajuutcinjRiiiJit ttroymui ¥

- gtswitituimjgRtftn RfiiRitujSgmcitiptytutaiuinssiaiiuMtjiHGtmsIG-
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fmjMtjHtimnItji RjmRmammafRat MHiIRmsfniHafRsntjitnHHRTi |R

IHR:  IRHSibtnSRIjRIIsianinlfTIIEMIJUICUCIHISCtIfaHIBRLRtJHIRBa =
RRtRHssHatjitjitymjtfis tiJiujxjJttncutjiHatnsn[uifitsitjiH|s tjjRmtJcutRf
tjiatjicuMHRNRtimHtatmtu i

tutgistfiftina li&nfw  aaguRliui{E3Rjthat{SunEijtalRt3HSjNHMI{RH
mtjHiafnnsMRimsJira RtnmaltRt MtiRHffiSMsialamRriarnitTiimM

tiiva (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 | ugwecmiHnI3uiHntLm8nfi

-132-



ttrmcimsfmfmimmttotfi: houtig mimistn  tMcmtitfi aiamjMnG
tmtutS11

Tmrasimjsi Hithj;Rj;vItjfmntimmijamnSmgIafjnumnanmfuuanatJifi
nnmjun ImstftTRHHStiimiHtmtinjmSms|mtfttutmDti  ttJimwmfi
URnjiGmjraiaBRMgifiami TRHaHtimmGtnsHmifisi tom R«I;Iansiv'%if-
mi ItJHnSRErmst.lfmen |RHtRifiamsisfS[iniRfncu;tijadfii?|Gat tjjmtii
tgltjiLRHHtutacumsfnntnfjg it/imuiHmmipsHstuniniriakEiCiiuCuriRmtu
tafnciGirigsaiiig t
TRHTRitnaggcuitisJElgricutjliTHafimtticiJtriaticuusmcuacudrofifrinmHsa
uGtji ffmnatiitdMuncu  tftHmti  R'IcifimtfRRUTRH  trgffiawrratRG
ginrafii |Rtj wismciraMfiJtnBRtRH aaalritafnmg i ttistsl msgisfii
mifatmHRmMtnHHiatuRWiriutMitiitirrirfjftJIGHRmfjtiRwmiJitii tm$ns
gimRammRtnai gmmGtftHRttiCuyj~nttcicmfcm GsmHmMMSRBRYririi]
aamSfifnnHaGjiMctnfjtaRaig i miMtiGGRRG?nG aamjfijnGGRnumnji
umamawRnn:ra{m«JGtm?uREut gmanuammfritgn§Msiaislntitfj-

WISmiHroMttSti (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)
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Teamwork: Becoming a Team Player

* 6£8%al”5ffg*n5£n5?
Whatis a Team?

treat TfiHMrtnmmGsamnnatglstimfmamfinnSsmlimtuBsatgtti gifreasgl
salwreStgttytitgymainmureigreriHR t tcuiR Webster tns tHiraatuHaremrij
trh  tjitiiGBaHaEuttjitreataratGmilnt  UMRtIfnnHHtmMHfrn  tssHiGHissra
AutmbRGGiutiuiHMSGtjWEIidtutalmabrrittrii - JthRtjtir{RHysftytticnciriRHR
tnattjaRUGCuiHtNSmgjaaftjcuaGUHINRIfijmIMGHHtu - mgibTRHESCUHSTLI
tfisifRitsisitj attii ¥ ti igtglttuatRbtRRR.ij iuiHRNtRmatiRCUtaroiGRiiHGtJ
SGOtntitmbSGLJi: mncuaRgntnciittn? u  RgjifiutRatRicutregRRREitBH t tgii
S “mbnrnRttJimtalRttmwiaRiiairaGuja RHHIGnuumcugiaHRRtimtjgiti
gjiitmScu HRti |Rfijb hsi mtuRSiamm ufg”~ktRHuisttijtitiRitB~MMtLHGttnre
til la RttiRtH Sgri lat3tytGtHiuiLtitMit™~aafwiafnntt4ja9tuMnRtRn{RIi
trBGifigRyitji[Rytjatts  ogitiinjiyGtiRGrere{pRiRRii 1a RGSRstpatyjaitj
mtBlnafauiRHS ~ Amish  tsitfiretanjtRfiruHMIRJRiigretBiSHMt  tfiaws
tfiacirm  tfianjutiti  tfiatpnfiynj lagRMmntnstimi3iHmmt3w[wttHG

tHitmnBBittntuatuiaiHsiatcutBs treratBlgumtitisiRftnsRMiaiGtRRattatttiiu
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I ujHfnimjtflwtntiifticins8R8iHgitaHttfnciHraHaa iBHjLufisfnn
sMtsmrbif tBtyMHBtHimtnssftfniutSliHtmiRaisrmnfjsisfijriuuRfu aa
MiSasiiiopmritpsfifiraflciifnratSaafsgtanj*i gsumiui tnatnmnatjHtpatjia
ttSpwuiHms M immfit*sssja”iBtymBsicijQs'tsfriJtjcuR la tBtysscutnss?
tjCURticiiwMntiHRBtjatfnmtnasiatcicutfm i ngmisiatasfrrawnBtjisfrmtm:
fTumSti{jjHHraianraiuiHtaimgRtMtiin9tipi Irani HRnaRjRtmfnn lagn
tiffintBtynstmafncuutrn  tfitirimnnuujHdyti tfiratastitnyugjsnSthjiimitnM
ttitutfigigl miaiiHffitfititfityfirittnmyiHHMBtQtGmiimigHtiiBiufitmgl
ttnmtjjHgntinjn  umuHnujHHRnanjminfncii BunagaturitijRyjfitutsitmra
TRHHmfaaingtinnBmfjnt;fiitRRnEiJtnmmtjCUfitjtuMtIG?s1tSstinimaat3iHG
? fltrinimiluuissHiBmnmnaht la Bcunmypai tfiytagfiya: 1wtiriauj Hrnitrii
mnmGHutjtufiticu  laRWifnnmamnfiGnagiamtfnuitmjfniHafi ~ untmntu

tinnWimatnJfltBHigJtnafnnagm (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  mi8R8ptiliptiiufliMih3nii*nttmmtnnjrnitiin3*[n/ttitnoi
unntiiuMtijHfnredix i
8TUVBNUISOTIBtIRQPIIGRM 1By TUL3RSF TRHFFJiSinwfUHISEISHR Nt Tt3finHItI
mimmatnufniaii X
MrigmtniifiHfnitnigtifniudiiffiiitaucmmsi Aniutrirmmtmtflrnia’l  aa  mi
utnniHstiiitKitnmaifiHiauiMimcittiytsjfi 1 mififmatfjHItifumB{prantj8BiH
misimigsnmiRSftmemSi aa ngfmuwmHmiaiKiwnmnfjmtjfiaBtiis ttntii
9awtsirigffnm3iHiMmcn8[ijgtjcuaimtt3cusStiJtna 1 mHitaitasmmafnciBtiMg
IRRHigsMtalpaTnymittir  tmratfitpBtonfitnitiraflitTinnnfrntBfiltSiMMitn
ucrn aamiHiiGHR t tsramctfljH Synergism (gBtflwttmngntnBnSnnglgatjnn
§83) Rmnnst9laaMRHmfiMtnrtiRtifimn3mggtutn39ImMOfTin8fjmaGaaiJn
unvmjgitsMnyfnmijcm|i’\aimtmiRnngligj£n
9M}a:iBtjiHmiaiii!jlumnnaiglaamiHaf|iatamiRfiria)numrtrii  sami

GamumnatiiHtBHjggwtnaaftR9miaiitacumatuM [fTin mftmtulfinjtgJtnatti

ttut”gidltByjcifituiaiHcimiaiimMinHSarril® ut31Jnultil9 alttnnitUl aantrtti
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JHL  9fiys:tS§UStHSM19fiyS:SQtmS8inwiSfndvnnSIStS  (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  tnHtJistmSfnH{frittpgtgIntiwthJdmtHiRttismmSHfTiJmrmtss

gflgo ati ujh
ttdisymtuunntssigsimmaHRMLRORY - tgl @b nlfinjtrfijmtJjwipiB
mtrmfris  tiliujtdfiJHNgImMgirismjtjufitnRgsum  u - matintremratrntnttiHf
tgminfifijilsmAtGptntDgammiSasfNinfon juMifincl  urofjsnnnttin
ttoatgjra
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rtfummsigi tsisutjimiaammSiui  fTiniyipwpnst?iscu9cinti5sigftija:istRH
Riitutas tnatGimmgftjatiasRiasRIRSsSinitgjtaigwfRjgi e>"n)o %

UJHRIItIItSNIHIBtRimuiUItCttMW (Special-purpose team) tnatRRtgjt
mMHGMINgi sdcfo i rhirj at HRRImeiuMMINBGtrsMLfriinSsRnfinci
tivLwratimMiHUIHRRGE at HRTjtia yRHgitfmuamRnattljitsigj R
thhax ™V RnittuiH(titngias(Ritna! R!'tupHial RiHO[iInfmuajmHtiii| G33
mtuuGuja

tRHR1It1Itt3n3(R}WatR!t5unfjtjigtgl {G3Ut Rt3IRtUifiJL3R1ILLIWHLII-
gtatIRIRH(RU(Rtt6ira8Sat (Self-managing team)1 JRH(tJIfi3538JHtfI8
aitiriBncaan w igl ©aalmtlciJtriaRaigijtuRaStliSRticugitugtHraRtiRusaa
Mtri(Ra'i tjiHra”alGfiR|Etiastn3tGRiififjmiiujmaRimjuGRIitii at tjcuStu
attinBRaf M| RtRii(RRri3RjicuitliRfiMaiiuH831  diaiatRmafiJiuaiRftnanit]
utdiRRiHra:RiiutnRtGinjafRii(RtjtRt8iIRRwp[u atnii(RU(Rtfiicii i mitttrunw
(RHIRIi(Rt8ant IRtIRUttaBtURLitU atRiUIRIimatlCURIjJCU UiMfIRH 1

tfitniui  yiing atHstiiraMtRHRIitiiinaRinRat ttficutfiin - (Rt
Riitiitnammiglt*tgRitnj8amGRIiRM3tnaiayuRURRIiTiuHUJIirifiJiuaG9aiai
ttirataliRtnaRinf tjiRRtRilyjRRyjttjtTaltwgypiUGUja t ttfiungjRialtnra
itmiRtattaliRtnafanuiuRRILIMB? at yRcuitrotnasgmRifjcuj fitdim at
ysBanitSmHianiRWitLmtnfumtnatiuujgiaiRinMRMimtjitiaumtj i firesRirctu
IHMNfIRnwmririyREumai  ttiwtnaHsBmnitjGSRtnsttfinHSiai*tnmM  mens

wiilagitgpttaiicicuuGuijaiai i
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mnpttnfaLnHmjairmR*1"™aGstnsatm SRAja9mmsmntfit4dictunfj

RUtttiIRtGRIItRsINT y  IGEm|MntiRinpammHira:miiGtnButT!cijafRG3R8(5a
j{uamfj[RHRIiitrn Rajmnjtiiinatt*sfMimafrinimimnjraiasrivitfiHmmialRa
tnwiatMuRG t umaRiHRiIIMRjimaRfmjpRti tynauiHRiitnitacuHamimHitD

tramjstuiHffiiariRLtnRi3nMiuriRHRiIGRIiiRaRIntMGRMtmBR  aaaiHRaftiSR
tjtuitjCutnaRtumicicidtjiaHa tuituuiSaitjSgfnmiffiRRH la aitffitiiattinlRtna
Rincin] GR{G8 i attinBR[ur)tacutlitgRta{RHRifairiunHtinmsiRatRRRtrtRiiai!
|lUftinRiRtnaRiigcuiaia la  JwRgRGMIGSRIij ijScmutitGRtftttjRGHmM  u
RiiairtalRaisjGaiRecuRRH t maHcitas IttinBRUGujaRciatRgiHgiimigw
ttinucutsltcu  ngjRIIMNNGRgiagjiKituntanjtjsflgnfutgltcumMiaRiiaiimMnR
jr juiujnRtRGStnasJRifggcuswtRfGtjiajas n SIGsRiiRfmtiyRHmrnijfjyisj T
ytn RRcjamratg1*Hia£OT }:fij8i8ijicuidiijGtcriiu[yrifijiuaRiiaiiaitlBujaRicu
(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 of 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 tmgshsgwtjissftugdtumihmuLmMii tnsfinnwtntj?i|8gmQss
tdoithtnntntiiGtStymmsfthgfnntfiH  (Synergism) ttirofunmgldfumjnfmh
tgjh sfyiHfnJITindcutriswggfrinHtu *

wnummfmhtr*hsftnHmihindwtnaiuM IfnciHm 1
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u mHmjttu iwmtHnitwnjafnnnmroiaamftrfawdrttinmnmRtnaQwiHfcn

KnmsfRSR sa Gtnn?MacunmRtn3tsisi3lifimnR3t9jai3{yRtiHmisisi i mi

tiiSssifntiBStusMAfiuMsttinBfitrissmtiitjimfinritiiRbmTmcinifmtTii sa

mimnnimimitcuR[in:[Htymitrii3iH3iisfirajumuLBLfit3 y tlis§s "1
tssHStHstnsstumHNSnsiHStacuBRsimifcnnsmg i HRSRsiwHtinjGtJjstRSIEi
|

fGsswaracij

3MHIHSIMMHIMIRSIOfNH33winsgIR3I9tIHRsii4ftslmHtcicu

tfcrnwHytiycunym i mnggrosMgnfiuwHRSRmtRHmiaimjms:

9.

fo.

tt

ft

SO.

mRmtiHSfiyttinjmsSmmRjiHMHtStymnmmirnictmHtiJSfrim
tnsrjtns 1

RcmRmiiciagRgiagjiffitHitMtnsRjifjnrifj
tSR3RGmfnti3msmiscuitymtntu:mitiun{tiimuja Sa mitfraRti
tglSafjsismticmnjRfgja

fi3RjiHtugSmcitintiitjisgcijgciiim

tnsmnttBjiMnnM
tpmRgsatjiHKJStunBRgiagjuinslgbuiHmmmBHjgtusflG
fiNTMti mis:1mo38hui

ticumnwRgnBfl sa miir
njummffimsmiBraimstcuURgRGRmmsmimcimmimTcu  Sami
GwiHGIiuiRRamiaii
gcusntuguMRBiagjimiuntticufGtHiajnaHstJcumiaiirawtRH

mjajs tirnttpinttBa Sa iGtnfiUGitrisMgimm
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99, sti usshcuijmsliHs1

(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/~RBnsit9IHi3utH rrilirint3nitristtjS|rnfinEittnnaHraRimgja
fnnlviutd i nwmjMtiGGRmtimglTOmcifinfnn  samtmnjtPttCTfjtirrmHtnBfi

ftiti  namjggromtuafMHRmntsmjBnmraMHnBnaiBtgtgJfimjiMmtinBtHts

gfiBfiaiSH19|tIM|fnn (The choice of 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 of an effective formal leader)

Elements Needed to Build an Effective Team

ukjfiftiitiaiLnHmiirintiromsLUMgmnHW tutmsutfttsigmsmffns u
tslgwnmtJuu  tmngfiyiiHistmroHafiBjiHnjiHHmMmcummmaMynHmitri!
SntjitiiifigtuntacutcinnHntjiiitgl?  tHmucmemfmnysfsG? tfituHiI tuRGtm?ntu
YRHmittt mGGEummnannbmitfEtiafm a» nmimtntujtJIGjiMtmf{ji tRifutulm
IRtnafnnBjiHtMM iuiffiRtuimalnmfqjftfrimfjnyHmtBtytHitiiMHiSfiuiHm!
AMWGII&ImtRinnttFmwyiHR' 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.

frgntfijjuimi

g&Riifiimjamaftfrnrns aa mnymfiyuteiHhjtna 4 ialwnntfroyRnjyiR'JBia

mnLwnnRLMfutfiHtaa&Rmg tufannyiuMsatt/ita tmsHfiwtmnmiRpRtita
LRHfntinfatitnfitna'i yiuUMtnSngiaHHaaHiaKiiyiiniritilygjHynH ttnujHRJH
yRHaamafnnLManniMcuRarnitGmttuR ttfitiiaaiGrninamRpgfiniigiIHRuyM
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tftiSmitSmjiCTitfirofi[ui:Hi3tmnijti mciraiHmtsittmrassaHsuaicmHimtiSnici
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  uinuitfiraips
Sini nfipntinmfihuiujtji utsftSaisaffmteffinjtR

tnaHmM!fiait4?mj u putsjiutjitfnutaistg « igJwBmittinKninnmsStafnnfilgri

HHtuiraMUJHmMIITU 1 gnBnaigfmmsujayiftMtimtu aa HBtrnmtntijgnStg
tgfniBnm i tJirmcifuimfj HRBnaigfmi(Gftn8fnnggcu8M~?HjiMcmfiimcns

tliHim ttit %

Leadership

The leadership role in ateam 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.

fflwnwijfir
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mjMraMjwlisnfimsRHiSfmirMsisgitiruTifij i ntiifjgiBRgitiHMynftR
tnHEJistIDtutnaNitjctntjsftfiHfrmi/iS*) u  mimnitsgHtSImsrt mrotSnsiisj
u[ynnigmRgatitécumsyiS|fnnyuiRtn3£im:M8iBtiattin

mnsSnitcuntiRHigntrisfmj:M8is[uriM i yfiUMm8nynHsiHMyjfm{Ritns
tinjsfSnJikMHnN|nSrnian8sisi ymigiMyittntuattintjitu samracirtMuiurenlfi
891 LOTMHIiBnyjHfniiriimtRftnatcuRgRSmHiaitGBHBsiiisstJtjiHaiMtnBms
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.

fonldfITNsNT)gflrtns

RinRjiBtmaOTitgiystslyURisatGRiiiSnjHisRiifiMmjnmtnMtmigiH
giisfmmthufrmfijyju§stns sti mmtJcujrremnustna i RiJwtflRiIJtmgRiiiJins|
nNijiHfnTtiliHiijgsnjtnssfnjgticuwttps shsriuitnratjiiJugnjtRgifitg 1 unmmi
tntj{pgsst3mmjwHiQtitu6jmtmmtnsmnS§turitimstnfiJtfcirinLRHfnjtny  sb

timn{pbSftj1HfNNINE (Synergism) tibttfi i

Adaptability

Keeping pace in the rapidly changing workplace requires adaptability
and flexibility. People working shoulder-to-shoulder in teams can get things

-146-



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.

\ <55 <5

Identifying Effective Team Members
mntSM«WHTtfiBmRHmiinritirorpmtaRm3fmi:MsnaRamiriRnagifR Hfi
tftjumsTuSsfnpHtu 1 RtimnTSfanfdfdmSmfittmjtnj  tnnnHNmMttSfimN
HtnBmatutnsMHRfnfi sa mnmEatnjJfSrattya™frn tgisutfttihanmmtJitmsl
REBmmftiGTRHmMj4nj  tnriRHRHiGsaT RfciattimgliSiinriatftHnojtsufiwGnfa

c* w n « \J

u
\

tuHImSaataiisltimfinmRt  inmHRRmggnjfmfugfmwssmnmBaaisituCu
uURtuHifiotna  ttatmwngRGfinmmmmticinsRafi sa  mn/uEagiaists 1
tcufjntas ftoMsamHnafmm”stajfamHmtmifmnciJja 313 RtnMi
siatTmtJiaiRtji [URCui:IsGtiit"HjmtiitjiRHatt3tunit3InaniHfriil Tii:
t*HBMjtacutRatRRRfi*muriiiaiHraMuiH HatHaBmticiununtjatiRnj
tai.tg "We/ us/ our " termsversus "I/ me/ mine "'
NMuaMjlacuHiGumuawa
t"H8 MjtanjHiaH8 72 afnitGnitcijnciRyi8 asst sa mjggnjftfim
t"H3fjjit3tutrisfnipLMtiigiRgaciitlJiHtaHfi8tg

t*HaMitScuuainiimmtmniafGarritjHiitJtin sa tHGnwmitiijfinm

(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 ofa Good Team Player
A good team member generally:

e Thinks in "we/ us / our " terms versus "l / me / mine"
e |s 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 of Communication, Networking, and Human Relations ~Skills

isltcirattiiVIAVBRtaL RHmMititnsmwHjivinfimg - sis uiWRRHMIUNMR
itfim tmstjSinusRiisiRsti - Rircatfratunnj aa gmRgaaifiyyawjaafptiJtgltj]
Hiancivsia¥  RasHuinamnmHRfstftttBatgjRHnmrcsRsiyai LuamHijitjR'ii
trmaisRRiimRGuiiafgaiRgaa *| RiituRGtniafRggaiRgatitiramSaafRiitGUJIR
aa frifnjiHRRIGHIUINHVINBRIRHRIMI IEJirafimRGiRINURGIMefgaiRgaasi
HRafmnBRfig aa |RHRiJinitatumaitiS|RIR tgufimnuagmRgaaciJjfiaHswj
tgftjiatRttptPMOTtimusa s tBHjmrottiiGjiVngSRicitas mtiRRHRRIR
ttngMiafVi8«tuGaaHfitRgRiitnf  la ~ MinSRfiHMVORfimjifiitRHNBR
HiR™RajRHtnaRURIitggiiaimg? tmujatflstBRttcijRafntiyta aa RatiBim
tmtupgfltmgltjRtiftmg? tRttSaRtiigRwitiStnauiw|fiimyamg? tmtSa

ti~Ns[MitiiRii{ucuiijy3uiRRi U unpaimtjiBMHiHtitflimg? Rimfif\jaaftiaini
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mnGEKItm/gtCY aimasftugtiraMimaTnHfniaiimfa{RfOnce team members

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

tHimAmMSRtnHMj tnimnsHincstglmamfiSHHratsmimnmmyjtiiitjtistin

ih atimitiTOmRgapgIRtitfiHMitmi  tnaHawjPipatnamjHciMtmfitim!
ujngnmmmstRSIUMNMAGIMIHIuaraMinmti - talwoutticuinnfiEjififnEL
mfinmRHiaRGRGUtjmalRijwiuamiaiimMnfitfi ¥  ntimHtftwtfitSfiuiHfmtiiJ
nmmfititnaRafinamiBmmPrafiEy antJitngfiURRitun T taltnmttimatrtjf

BRiuVhntRnamiMiGlifiurtiiaafnHm anmrontfiraMLRHmMItm atsyiuai th
igisugitmennmdijunTintive  tigsiMmfaaimmmHiatalstifitndiiminrtra
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NiMtfiHILL 9BiM~AnT3arfma8tuimtanjfiitHwiuinBfiijntDI5ftn|MIsfnn5fnmiei
UiHHSMtRftnsfinRHStmgtg i ugcuyujGssmtjuBtfauSsQnjJH umcutTini

t*mranmtff1tnJJUMONICIISIT}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
iIs 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

eaawqjf? (Benefits) tf&SSOg (Drawbacks)

® tE&BBfsat ah mtiitnMiattnatil nxni © tnamifiDJSiQaffnaiHmnnufinj (Fear of

(Increased commitment and ownership of individual anonymity)
goals) . .
* nhMstInjmnhaffifnnlafnn*atn8" 0

fnitnnUMU(itU (Restricted opportunity for
tmmtnBBftmtUttilfnrtJIl (Higher sustained personal career advancement)

effort toward goal accomplishment)

«  mBmiraanyhsMimstglmamiMtiB

® tnmflaafname ah wurgg (loss of power
» mSssfmnmagsfiQmnjsarnj ahmiturnfi and authority)

rotaW H'ltjfitfiHfnittlJ (Improved  self- o giHmiGitnGaffnnthuchgig|tBiﬁhfni
confidence and sense of well-being for team

members) mcimmitm  uatHs™ufjiumMMtawg
(Need to be generalists versus specialists in
® tlinjraotinriBmifiniGBfi  ahfrmtfis{firiffi career field)

ucrn (Improved decision-making and problem

solving results
g ) IMGf1Uh|tn6lJUMUynj (Team commitments

* ggratnasfrntsntglgfigfGgtpatBlohraai overshadow personal desires)

WHajfJHtTIfttt (Greater emotional support e fnn/\HﬁBnaiuthaHaSmtgiathja;ta
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within team structure) UHfNftrmBI«9  (Current leadership not

geared to team concepts)

tUTIfifJHIBfiffiHfnJvn)  (Greater endurance * mSfnntjISmtSnG3R8[pt3I{Ua (Duplication

and energy levels from team members) of effort)
«  99tUtnSSfRSR  Si3 3imnfuiforiRt3fringHsmHNt3[RHfiirij
(Greater reservoir of ideas and information) (Time wasted in team interaction)
. I o HJwdTS Bumfitntjp (conflict and
(Increased sharing of individual skills) infighting)
o tjHISTtItUfifTin ~ (Increased  productivity) < r]thnﬁsffmtaBttn sti W
focus ffinjimn sa rntnnmsgsticu fHfiCUfiofiGfi (Diminished opportunity to stand

(Improved quality and quantity output)

e tjimmntfirismmsRHfR dd  uncmiftl

out/ obtain rewards %1

JUMUfHmrtIM  (Improved loyalty to goals
and objectives)

= mSaBfimmtBinrwnShS il BAMIM
tifUMHIBnUiHMIETI  stitMtimncjBRmm;

ffllvll - (Increased levels of team member
motivation, enthusiasm, and job satisfaction)

*  6S5R8mjeub«GS«ssgsj$355i5i5©mstf:688i5:1d5sa?
Does Teams Fit A1l Occasions?

fintirnimcitjfniUiitiicuniinruiHrnitr)} utejggcutnaniifiSm  Hfrature
AMratajEJcuH m StutsIftjssifnmtiisM unttjitiStii - tuiaiMHiBnHin5ai3{Ri
ggwsfJtRfAicussQtmsnigdcutticuggrotnat  mitnfLmastnamnciftnnfintoRni
HtiilGaac A TtinsstaucrmnsitnatglatSitiJMiniiEinuaaimMmaintsfinxnnmro
Haimroi  iGaiMHamaituninnauiB  tuiraaanujmumamiHafRBSaGiaSgi
mHMglaarnittSpfjtjiMRtutauiHrmiamaissg + - tngisutfiffi'iacimmtlira tal

gamamnttstugMja:MnuiHrniaiifnGtiuttnMtn3 taistitugntinfiatamiHaiRa
|
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sbfmssnjmn stimsmcu % rringmjiTiJt*jiyStmnsnSRtmmfiinstslutumR

nnwgtimrifrnnimrtiu ttfimHsmimmtiJmsmjstfijs Btifrujunniutfitt i
HnpMAtt!@nip6tpt3HMimngi8dl Douglas McGregor tj)SUfriniS?fi£l

Maia9HmcaaHnijiimaltnnjmnlaroifjHmittiiHiGfltniiifnitnB  u  5stns? m

(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 wused, 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
( ) 5|5$i59S53ft  (Characteristics of Ineffective

« mtmmwfithmonmMmrtmHtmtinj Teams)
witliigittunjRjuirGEHm HisfinwsTy\u sti o HisfanLub?Lut3fnimigwjs:mw3s  sh
Gifftrw’l  usMjffiummsmnnsm st tnSfanfiwmG  (There is a climate of

HiaClUnmniHnfi (The ™atmosphere"is a defensiveness or fear)

working atmosphere that tends to be formal, e I—B‘rafrnﬁrr&j'ﬂ@]H ttnoiHsnsm
comfortable, and relaxed. People are involved
and interested) ttypMNHLMUgiBBtnSIUMtfIH (There is

unequal participation and uneven use of group
. resources)
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uiaRiiGfuiunyiusRi  tuitmRjitnssffiin

MHtUIRMULtICUGtmsRIIttll (There is a lot of

discussion in  which virtually everyone
participates, but it remains pertinent to the task)

fmMRG  yRHfRIS[RHfitni[gftjistunj
tHiUGjiw  st3ggcutnssfmi?n[9nMHIBR

RtiyiUfnitTU (The task or objectives of the

group is well understood and accepted by the
members)

Hn"Rm[RHHStSmnfijuwamgltffitRHni
ttii tintuyiHfnitniRHStfnin ujmu » hhr

BR81[RHftjfUyiMtnRt81Stt3l (The leader of

the group does not dominate it nor does the
group defer unduly to her)

tufnfuiunGisfrnHSGsMilitjiHeutistifnHtii

ttftMHsmGttfi§[Mitutna  tsisgiugutmuj

GRfGsRiithiGitnG =~ faltnsfnnms~ ftG
sti  igfggcuwifutji
Itnsfnitms mst*umsuglsmintnifim

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)

MGiBnyimutRfMiugitgilmtgl.HR
(Members listen to each others)
nwRiJMtiuugmmiusmStAtittiimHR
gtgl uisstuthMuiBRgiHMtnstufUGjiM

Si3yiUttpJilR1fiLURLIMHIGH3tULjigtG  (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)

- frigtglstRRuatLjtitinRipu  ttfimvia
MRAMMum  tMiiyiia ati tiigtHijuRu
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" HRBRS1[RURLJtrinGRLiyiUulUIUtg1tMtRU
(The group is dominated by the leader)

msRiitGfMtfttisffnrnsMRi uwRisntutdtu
SItHItUUIsBLtinsRUIStjigtgl (Avoidance of

differences or potential conflicts is common)
RiitGgsiRgstiRitRftjisnna

(Communication is restricted)
TRURIiitmutSntHituuissfBtiMsimttJitii

uauiByulRnnM Gtmsucrngitsgjitii

team produces
prblems)

(The

uncreative alternatives to

ui8riirrivlrirv3[rh tmwuiafnnltiijti U

uggis Sti 8R?GIUMtRURL1ItniHSU18

thflJIDR1J  (There are warring cliques or

subgroups and rigid or dysfunctional group
norms and procedures)



(Criticism is frequent, frank,
constructive, and relatively comfortable)

Hin  saRSRiuwssgitJHhumrimsi  sti

Hn3IWIIFTinUWUIHfmITU (People are free

in expressing their feeling as well as ideas both
on the problem and the group's operation)

talinrcitiw?msmj[Rftnstwmgjfci tms
nGmimagnaimfiiismSfi - atiggeutufi

(When action is taken, clear assignments are
made and accepted)

ujHmMTtniHisHSMidirasBvilimmsnGmi

thCUIUWSS (The group is self-conscious about
\%
its own operation)

mnGSGsMifcmHS$fmsifijuntiR u  uB
tMGttnwiirafdfiHfririyiHrriitdii2t3cuHis
fIffifitiStBIStg  (Disagreements are not

suppressed or overridden by premature group
action).

How Can You Be an Effective Team Member?
tsiicicuttiroHnmtiJtJifatnBfiHaiJUQtiijiHfminjHtii  anH'rafitBtmmujH

mitnitmstnaitiSgfnntjia fubat%RtalGatriHRiumcuHUJGssSGSiat|jnH:

©.

to.

{offfinjBaHciRmg sa tRIEm”RiiaiiraMiRy" iRSmticraiuiGsia aa
GopmsjiraraMga {pHmagmacutfmRHfiaiGtinimmnnriRafnHfTiiaii

{RftRtri3a3sgaRimtcin]RiiirmjitRH*i tnmpHIiG[RitnstRtwfjtHimmRni
MIRGtSEmnnRHRHatnniGR URiiaiitimtSnnnriRHRtjatiRRipn tnnRHR{Rf

iMarawtKiuitnsGjiMtjitRRiimnmRiitriigiatais ~ fiaaGtuiHmtuiRgtu™m
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JostmSsHgstJtusstitmuMTRH tuitmnrmHmflftfltfrcinif TiitonmsTumj

m.  MinmifiiHtUMtnBfigit39pffit3{RH8tg i1 frmfJSi3HmMsisRmsmstm{ps

ti.

4.

5.

igjti tnmm:miraRBtnsffriJltnjMffiginga aafisitjgsifigsaifitiHSHj" tu
latfiHto t

tapjfmfiiTgE3cuMtnBmsmH3§sgmHira:fnJticy3ffrmraRgRGfi  ttnmtjtufni

ttinumnmmesltnnjtumriTjre i

ffiitBstBmtEURsfmnmfifanHn  BsifjfgiHgiiffifinBwftfwnmfissamms
tg 1
tsltntUHisgsiMtnnHistgja ~fnjitirimtymmgmratmsimtntgltilugmfm

-GS?tiHISHtU (When you are a member of a team you can help make the

team effective and the experience pleasant if you remember certain
suggestions:
Know your role and the team's goals. Be aware of your strengths and
weaknesses and what you can contribute to the team.
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.)
Cooperate with other team members. Harmony is enhanced by using
open communication and solid human relations skills.
Support other team members by giving them encouragement and
assisting them when necessary with their tasks.

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?

mHtuimtHitaEismjtfiHyjRfrminwmtftmstsSscms i - iGsgisutittkcmstfi
rnnfflmtjifmsifitnRsntiifriguwfiHtHmmsLRHmjinrmfrm  IntSitilMtififingfi
HtiJ§MsiatsSttuiifriifnitnnuMTRH t  thmsffiftnstR{jcusffiysffitiitjinciHstss
Mitgg ijfiistigcu y ujHHntmcuttJimjtni i fitftnfattinjHsmGttywfititna t
tuMBtjims&imstRRtnsigj*sIRtiyRHmiinumfts taisyRHRijAytnRStfiSaHIG
mfinifnfiTiiyiIRmtjitii{UM|frintsisj]9 mpstjiwinBRsiagpraHasimstijntug
ucrnyiM3t5fltnrisgisi{payjtuyiM tuiuifitgtmtiitnaRiinaMs y aitmtuyiH
Rinrincua’tnjiiRiittiHtgjRtitJ t

RiiraRRmitjaRtjiRirmsmiSsriyaHGitjnsigiRiaRiiMnGtmmtnagftRira
tttfR'iramtfimfiiaRiinna MHjtfitmtuttJIRiitnigimBisIMHRgimtJiun Ruyinn
raltjtikiGfiiniHtnBRtRHtHiaiHiaR3RtyyilR  aatnafmuritja ymgiaRjasiR
aiaitititBi t ttJiratgjRRiiHiaBtttni*gaifiR RiuiRafRIicitGyjgR t

BtcmsHiGlaHi aaltiHiayuMaiutramsiiymujfitnaMHyau'i  fJtnBfiyiH
RiittiiHiGatiyjfwatiBRgRGmfnmttisymmacm rmtutunstgnstsiRiammaRni
tGyilR|*t tutgisutaRiiH i3Btanst{G3tnR3iHRaJmtint3fas y Satriafnn&rraai
IRRYGRIISIRtjiRInjiunaiaBicinsRGRG  tjigigliriGaiifnffitnaRinriimMfH att\VR
IMnai mtBcuitsfitmig”mwHtrauHtntanjtSRnsRjmmturmgmgwmmtsfnj

sbftftfiBnsittgpmtsuiHmiiTir

ttlitnflidHmMI3tnmsijuSgfnn3Mg~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.)

W hat Causes Conflict?

v in
wtnBntjittfnmii t sitatunmasRtjiHcmuisiGsa

Gnnmficumtmmflimstfititnsisfa:

(Incompatibility)

fomiuRCUfnGtRRtnatsIntifRHmi&ii.  yifiauiHmiiiufintijagitjtiiSii
tslga{pw8Bfl(*nmitni BtigmtfnH
|

ubiti y ifiawHiBrinjyips *
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ttJimHnitifimtijtiedtiitpai gsitmcin: frTnn”*LnjnGHSwuptijBgijiHM ariJwm
tgfnntjgifawnsm atiHafgaltjnnMgjmti~*ujnmttJwunmnjtHimfnitiima
fitcuiifmecu i iffHIMmaiQtSnigmnraimiiRHMNNIiJBin i t3tcui8{uinsts8mS?i

TH7t1I3triSUnpiunindtH1tnRREIS?findtns (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 ofreasons. 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)

HjHrniiTiimm amMftiivamaitntifnntilfinipt*tnjtflIHN T gaiumui:
UjHfmm2?alinrfgm”iwQjB!gn!fiO TIfInn5SmjOnna«uliSOiauninfiffiiOjtiOin
mumtuRtuiR i
mitSrtsJmmmijgfnfiracimnHBStjstSmjRpsftsitiiJifitf WRRmHiaifltiixiitnsnj*!
fitnnsmmnRtnstfffaiMutiHfrmjii  pMstmgmtimmgmitgwtytmftf umi
unprantifltHiratgntjffinnmmratGrnfinfjiHititBtygscutnssfrnnitnragttSmHS

HISfnnpnfltptil (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|suinjiifnititSeEiRH (pamtitGtmtGtpsfrRSrfmanfTin
tiffifitinisBHjsgcutjisaiuJinmf i ujHmit\JiriHHisutinmGrriiRiHMiciJtBtQtnm

siRtuifticiiituR™nn tssunpnt*tmw”mitnnsuiHgianitnsrnntimm (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 of the two groups clearly
conflict)

(Labor-Management Disputes)

thirmnniMHMtnmM  ngnntiiJtRHSHiarnJtiswimsltcycuRstirifniiTid  uhfc
iftni Btipnngnn tmsisumaamm”rntjmifit(psimRRtrist9jaMfiltjimss
tsltsjR"i uiutihr
RnmaigRfRUfpafnmt tfiRtiimiLUEmMHHBEfrnCTtiiHmMHNnRomawtnSnHsmitjft
RBiciiciRGMS;jiRHisfnntritnGRaRiiRaiiRsffiuTiat  AsmnoimsimfititmRR

GIStjIGHmtaliCiraiatURIRMtriSn  sagR(RUfRtiH1S9ftp:titlJjn (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)

5ASTCTW «5n»innqjSftS5anft5 (Unclear Roles)

mnSapnflipAtflwtRtjImfininaiftmftJiilO TraiwffiHeitBgmB smuwn
-RHMSmMHiuitnstgtnn? * mniugjrommBmiinieititBiuimraimmmsHtMf-

mnifitiMtfitfRIRHR'itm  tnwtmstwm!firo&tmstnut* mnnmstffjtn mip -
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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 of conflict.)

*  B6Ss«bSeSS65MS5fi«eS565SOTISNe555G»5©SJ5n?
How Is Conflict Resolved?

mnUisipnmflinn: RArniijiu LM iywRHts M teirisfnHitijrmjnnjifi aami

/
iuiramjtMaracucitjitRR!{pujtiaiuiti5ittiju
[unRtnsfinirMsisutjti t siattmHfitfraremgfij gmatt3nitRitjistmtSpnMtjimn

njiti aatna ~uSffnnutlfiRarrinSisuiriffifltciris:

©6"56afi5gSfr35651S5|©je5Sd53'3f>5
Techniques for Handling Conflict

sn$&g<£6?78 (Avoidance)

mgRtsMissmnR9si(MatJiHtiirnigyMiRmi{uciiiiJt5s'tsfiicir)s t mitty w
fiarsrnistMnitnmtfnnHtBG SstBHjHistugfTiciMnjiiwatiJcumaynfafricirniafi
ttinjfumaliftmtjtnys utinjatwiamnEmiftfifi i fiHatjtySmmntJisTfmtiitjifijmais

tg Ui8tjimnnitlJfI6IfI3tliy3iamH9Baidf (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*68e”e55"8**W «B8 (Smoothing)
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namiMmMicualfncisMfp'tafnfi to  mnGiHitDtnsrnfiicustjtiifjinititrn
tmtiiFismstsiRG I unjiHIgtnssisiani

(Accommodating the differences between

the two parties, smoothing plays down strong issues and concentrates on
mutual interests. Negative issues are seldom even discussed)

N3&5$SSHIE (Compromising)

mcmgwtssEHum!mritjrTTi tnamaatfiGttiisihrimumjtmsttimutticTi
utuialafnifitcmsgiafaasiajmsciaamEu i fiHau“mHiraranitipfjtjiaiiirntJi

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)

MiuSfTMS  RthcugtitutElcutnRHiat ataltcicutanjfnRgiarinafitcmsnina
SmwiafnngtuynnHtu  tuiraHarmRiHiffitiatnaHiimHaniyimySrdnfdaJulHitui
HmLmMitiiamngmnyiiigltRnGynmynjatSStiimsymmiHHm i Imasyiftna

tnagnt*t*MidiafrimanitrianiRCmi la ClItj (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)

ST355/5ft55552|S (Confrontation)

ratgisutiilGtasunnufiGtftitngHiaHmmtftmtfimrnfilG&RfMtBmiuJEIiDH
HstJintnRHiaiTinlgjtnautjti 1 iGtaifnGmHnaffmafnucibs-tffi? i fmtftwtiinfi-

msfntjisui  [pHgiafnngmjtni*MnHmHrarGanQSfdmgibgjitiJHititrimtns
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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 tsltcicuttinjtiuujgssamitijtuitjgj ymn5st3swjhminaMtnSfi(fiHfniirii
(Rftnsfmyjragyjtujif shggcutlhtjitnstkemstRfugjti tuitutHtunsiHCuttmi
ttjtumtsfiratnsfittinstms  ynHsiatMhcucumuinticutsfltfmstmstmmtnatipsfnH

tutumGtGtgltnSiBHj:sIRt1t[irns[fiTItTi (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$52/1i5$855 (Summary)

tftjtmiHEIfn fmusgihgpeiitrattnMTnHrnrttiifitTmsfitluifijny aamas
sfticufifnci € tnfitfjtfmnjtfisBss a TRIiRHiatfitficsiR ttStmGtjnmtRHR'ijaifttii
tnsruwgfnci i TfiHmitnijprtmnagMiatltijtii , tnamjnacrifitntgfIfinglHR,
HismnSnmciJ, shtnamei

tamcmmussfa

iutgisutliHR”RaiyfRiraatnafRtnatalRauiHRifaiifnRt(Ga mgfnntjiHR
uRaifRftiiatRtGRIiftuRijigtgiiuitfjmsRirntiisiGtnRtJviHafnmaistg  whiBrirh
Riiaisttyfiici3SiG(Rftnas(Bfdfifid mdiffp aatiSRtBtyreRnnjRaSfnnggti38W(Rf
RaRiiEuumfnuitnssfttiwRRH aatRituttliiuMLRHRIitni %
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{mipnmcmtirotfisfuwgiTiri sarnnSnBtnjmjptMffisiRgaRtjiMtriM-
tri?itjimGfjntigJHgmn3fjmfj{nHrnitni t ticuLUfRntiajnJGtGninRinptw
nAt3uyiRfj3is5)rafi3ffiH tuiffiuyjnnafTustinRataTRBRIitiinsltnMtticmjraRRici
sRRonfnmnss”RRtjitjfuiaujigi!| Ha«imISfm|fgrafi3[RHfriiWiiHsiHstiilGHtii
tacucufjnuramglHsfRimsjg tjts*TiHgimmsnnaktimtjsti*rafinitjiHtjiaaim

rcir twtiiRmGjiGimmsiiSHjHaipsitncuHsimi t

rmtuRfiul™ t3IFL3AIULA ris!|t!A rrat™ S a LnHrrtnSifAGUtIfIsA A fi"SLu 5fi
aalGMIiTMaimtBtitMnGiRinittdl % i*msttimiftGiRtfiMRHyffitsIRbthtuuR'inRH

RijainriGuisniR[ui:latri abIRmat fitcaisRmGtliRunaMs straBcutjifititistin
Riut3ro«i3fi?znRntGsinfJtuHi[uiHIGRNIiRpt3s*STI*SLUAR  aam G~ ftna”Ru
LRRiBEJitiiMHyiiti © LURRmMMtP313" m \IHR13? ™ s31'ni5'1 RiinvttimtuwtUB
mri5aBjtfatirifjtsiRicu?E3i  IfigiaRiftRULRaRtuiancuRH atimnSaBjifjnrifma
Rmgi tRigisutjitmatimmuitR iGfmtMgia ti lauttimsTfmrammsfrnnsttinjm
tns: mmyeafib mngtjntijmsfnnjqjs fniraisrainj fruu|fiuSsi3rmtugmuH8

mGSiyfiaffUgtiCultjtns (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 of coordination, and have a high degree of
adaptability.

Although a formal leader will be present in most teams, leadership is
commonly shared without fear of loss power. Good team members can be
selected or developed and can be coached 40 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
of 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 of 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 of 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)
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?2«$5%a3fSes5snfisse : £s«g2f£a5sn8fi5tt:si5©i©

Communication: The Essential Skill

6E£s"& s"S8gs67ge% s$nf£dB8ejre©3$!&53?

What is Communication? And What Is Its Role in Human
Relations?

mipkMmmn8thji3tfi?ijmnsmi’\MpmSinsgitgf!cjt9IHn?nmuj:tp
ngissHEtfagm  tyfarjtncu  atiffmrmd » Sinjfrmnasmftfriiumafirmg'ftryngl
HnnHSMjHintslrnsHSfiJjHiRtsjfi  t  BHfifdcrnjriGfrifniftin&J}  tjtfimnjfjB
unnJitiljti9 twffirfitmutiHiBtftnmmjgmRgatittfiffi

HstLumnjHBgatjirnjtgocumnafntii ufnrotmnigfms %
miffrm mistintu miHUMi samiinsRtjiflsinitjitJfuSisgiadtafTiitGfni

Itn*wmsiRg™ A InmiMiu st3mjaunmAfimnitc395Tmtummjpat* mRmiuti tn

tiinaipMO«ICIt A titnHIU:tignthnU8 ummcuisucuncu ( Communication 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. Of 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.)

Why Is Communication Important?
nmtnt3RcibiRfMt3Iftt3SAMbHNRHISBHMt fnm~sinjJglautgRIfrtmRSss

AmttSbcuriaisifnamnpffiiisabfJiHtiiHgfiymatRtjpg i ?t5bt8misgingabgi
mHiuirsiwn wu(R HtHtu 8b3iRgbtSitiitiitutJiHtiiH3fiytaltriHtis Rtabtf
rij gb{RugR5gbgitiHfiji SmmtaRiipijumgiRgbjbHiRtiamtiitJitgnjfiiHjn
HuisaB*RrMtalMnsd i  RiJ"jjStngiRgbRtjitriRHtiiuHiafiitiIrHsiaiagaiRgaa
ifibHBEiy *# RiftGgaiRgaaSHispngnfiiHraHgijacutaI’\ni%ajratiaiRiab
tGRijabtiffimSaugntfinGaRUtmmEijHR RuHtjitigntwiGaRisbirmfjciRtRttji t
RituiunHRHigRmnni3bRiaim"sHfiRiiuji{MtiigiRgb  taisfiainigaiRgabjfib

HSWJJUWH(ifnS 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
of our working hours communicating in one way or another - 10to 11 hours
of each day. Strong communication skills are becoming an asset in all
aspects of life.

Communication is the most important element of 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)

nmmitpiLMmoinstitsIRtiHaninmmRmsmjmRgtimiStglifrnH ntyrm
tgltcu yifibgisami ntmupptugiRgasHm”tnstriR mm HRumafint hr
ggniwii si3Rint3nit™ | HriJinsRiiLtnyijtiigiRgt3tani3Htvriitm8jnGeiRiiati Titi) y
MIIMJR{fiiagiGtji: MGl sactcutu UH'retfIR'imIRlima’lStitjl : RIfCTItTm Rirea
Gima RIFTTIRHSHIR yi3RRIJit\51 tItSHRIStS? RiippmgiRgaHimmgjti
IRRIRyiti RiHitutRinfrasiRtii yintjtyfn RijpptiigiRgttRHIGtSi tituiu]j
RTOfIIPtSI RIHIM:R1!fISSI URIItHffiHt! 1

tBHjiHiraRiJptMtDgiRgtiinsyjSgRin mRttimggratRftRmwaisH&ru
tstmitScuurrL}aHR"t HatjiuinRI;thfi[:lRurgafirii ytiiRggcufirinaistg icitirpr
HiagatusyyrRfRaRiiRmiRijifLnnuCUTRmRJIbtuTRftnaggfu®  BiyimasHiGmnm
tnamHitiirStriniRiiytintnltiiujRRyRu t

pRRHRUR’\tMGRtiaficuiaiacudcuyiratjHRHRumlgfirijIcT]
mnj |Hfmnsftru s*umifinmScuHRgscutjistiiflj2
ngntmtSmmtjpftnmjpBumgingtt , tgrnjciaRjmcunmjmnj sfcnsmmcu
qufaggittgjimt*njHisRttmjptfSmging” crriJswnfrifi*H sa mrentiitami) %
t"HjtHituHisLuSgfnn mngtuRnpuRjmtgtHimtnsgistntutftinmnnpti sb

QUQ (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 of 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 of role feedback
plays in clarifying communication, verifying understanding, and overcoming
communication barriers (distortions and blockages), it is an extremely

Important part of the communication process. TO be effective, feedback
should be timely, often, and precise {TOP).

(The Important of  Feedback)

mn{tnMitgja, Hsjfmmntmfcin {RHgibmRuswsfcugmmsmmtSRtH'imtris
mnw  sttmmmmntigmngstiJfilJHSM] 1 mfUjifjumgiRgtigflUHegifriGggw
tnssfrafinHRUIsitiitiiMttftffliTffigiam HRfinu stafdRstintuugdcusfryRnHRt]
tirijjHsftmtglHfttntmmfnni unnojtufijiuiHRjt* HismnjitnffitjU|psnarrmG
tURRHRWATrtji: fnaaoimH  frutiRnpcu tjHsmcu
tsuu mmngtjiMSi fnngtMtsmtitifrunii  BtiRistsitfijjH cmnalisHfrratfiltit!
maRgcicuHUJtsfnitGpjRRHRti, HnmctgmJipyuujg'iRgti. ffinHBtjpwram

fTURIF UMW yfTUHSdfifnn) (Effective feedback can improve communication,

save time, and reduce the possibility of 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 of 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  t2tutimaciitnnRHRgi3RiilagmthtRftrinuMtfimRgR(Rftjiaggw
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la tif)[finujtns{RHU)fmg "} ~LfaHiasBtlimGptntiiRarnimtjtiifiafuiBRpu
(As the sender of 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 S u
Ways of Obtaining Feedback

(When face to face with the receiver)

9.  hriRMIMSISImiB ugTiRthtRHRgOCUfirii  § .

luwttSbtnsmfljrilHfiriiJUMPJinsistilfj

19 (Ask questions that determine whether the
receiver has understood).

la.  twtmmHfiggrofmnmmitttotgTblrnsfH
ttirottShtgUtnaStintlJ (Ask the receiver to
restate what you have said.)

m MiRmHnJMcmismimfugGtjimihfifuicu

u wmil[intamimnj|tigjgQthfniGtimmH

(Watch for signs for understanding (such as
nods) or confusion (such as frowns).
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(When not face to face with the receiver)
fBfutfinnffntnBiSicuqtff  uHswjmmtfiHj
tMMmwmthwimmRjtuiHRjimmsHalMjiiin:
xsis  ymi&sfmsthtmmmnjn/iHRjTHaiHn"i

tRESItCIfUIUmgmnSGtCUtI) (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.)

{UMBrinhromgiro ythrmmroRjiuiHRjmBtns
ggnngtms  {gfmHffis BhnsRjiRtHcufni
mroifou <tRfstmmtgjhImnwtiuinjwHR
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.)-




*  SS8SS€'3g55SbgfiSfr335P5|*S55S5'3RSe?

6S"SSfSSSQe620©jSSgS3650©g*n«@ }eK33SgJS515
W hat are Barriers in Communication?
And How Can Listening skills be improved?

<30&5|| (Barriers)

mnSmip(MramR3i33HHIEmSmHiffltnsumgsgnsIRm!?mnim  sa
SARfrmni A HtiiSmnitgnmrgiigutHmfisatnsnfdtjainisiRmHtiJGSsfriHsiifriui
HisfniaicusMtitnRtifi saquwsnymJtpfwtiiginga-i qtiwfigimsis hujgss
Smsitw%sitSa \(vmslr?tiHAfistaIsmm satsl[])amsim**nn tnHgibmnmmtiri
juriHRtiqisfiTU  stiHngscurinj i i3HtuGSstgjRfims1tffifnnnl3sn  urcurw
jtmtt tmthflim uulsGtu RtwitutsRIiNjjuQtRINIRSR  mMitnlisfriiMiu shRii

99CUCIRHISH{GSUIfI5 (Miscommunication can create serious problems in our

personal lives and at work. Communication experts have identified a number
of 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 of
the sender and receiver. Others are role expectations, personality,

appearance, prejudice, changes, poor organization of ideas, poor listening,
and information overload.)

575755 (Listening)

tuitntpttnraiftR | nffinj
insfmirMsisidtiRtsIRtifimniisgmRgshlhtnifihHSfiytmsRWHRfnnRhRiiMiu
I Rii“uSmsfmi:M8iatalpjmmBMRHTfnn msfiRigtRtnsrmyrrdmsttpsttjy
tgjst tsltntutdnlJitShHgfRtsIRhHRQfAn 1 thsguwRGgs rttsIRtiR'JMiu:
©. missGtumjfnmanislttuttnnaus uHmdtmgugqtgMsiH

to. wtrotiisiansitiitfii
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cn. mnnntjSHisntinRMMHnumstmj UHfiggnjfiTU usittnmmh

(s. memtinsfnrorgsw'tf

ck mjBfigntjiHsmnigmnsmsiumfaraa yJficumglmmtinmmtsugqtgfdS'i'B
tnaatintiiuatss. fnjgimQnmuHiiHtuitgl™*unTiStgtsjR i

S. hrmiu uHnstintD88tnsGtnjig2t3rRUTPNs

ri. milsGtu miGljfinmfiHcimuCUHRtstiin i

(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.

Outside noises, distractions, or fatigue.

Limited vocabulary ofthe sender or receiver or both.

Poor delivery of the message.

Thinking ahead to our responses or back to what the speaker said earlier;
turning attention to other matters.

Lack of knowledge in the speaker or listener.

7. Prejudices; listening for what we want to hear)

gk owbd

©

tStffuhmHitiiBiadtultjmgtgi  ahgmngshtuntnnuhtgrhtditnRtfmmts

fniwimsis t miemmSnJtnanjntuuMriHR

tiints(utilpatgnrim?!  tBtytpaLmuwosfHHiMtnrjgiagjimttjCusjammnntib

saHst[ufitnniftm5stGmfisGmgntftHa %
gititjjntna»nfiifitiTiaHtiiBSBt2tynjSaafMHRninfimnjrjaf TiiMiu:

9. ysjRfRRgmjiHS  ufjsaasffnnatnigisi  HSTRftfiisfnetgljmMGH
Matfisimstgi Tfi?mngfdis:m«HmmtDHisfRtfiatjistn

to. ttyfafihtgrnjlsGtiignttiustgltwHmufutSusgtgfasiu2 {RfBhHrifnn

rinHjti atimiiufnsntiwiMaiuMHnN i
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m. flinmnjsfnnjmnsisjnjHCi/ifnHjajrfTiidfijsfgmb  antisHtmticums

ti.

ri.
tf.
d.

mMHEj TiEisSHjjGfriiLtntfauisifisai  ~MstinuiGHSHSMjiticufinb
atinraHnfnssfmnHmMuHjtfrtuittcmngninGiuHfu*HijHfintns'f
[RiIfinRMIitSHjfnfiGjiHtiJIM.  srnimMiugjaltjsfncuiGH8is9sit3gjitxj
fnmm.-mmnLmunfirawHmMGuggtgMmH i tfngt*MaitgjmtSHjtirim
mstntnsfnnMfitrltgja tfisgistit*uhamgntijimtciriRHntRfiRitjjMfib
sifniiGigHJtji  "umm™ ntpimnjiasfnGtGtmtxiHmGugqgigfamH
[timssffitmfnmiafmtitusatjiatcumgjtd i SiGs[RfujRiasiuafHnji-
gnKfici amnjiafnaEifHMHmticutgugatgfa-aiHtsis
TRfifGiksatjitTHBtuHjScyafraBnHtiu 1

. IRtousfmjraTytuginsa®ULiHsnyfitni  nms?nHJtn:itssmmmtij

tffitiBatnanHtsiiHtinsaHMScinGtJsgtgMaiHtais i
~f2tijmfiaafmfIGniinR(fnflmtSnjHatnamnGit4it3
ARiMIULtTiiPntURSFiGtIt591 H3"RFCIJIFULHG53GiH fitjtihbl31Sig 1

HaT fifsnatGtiitnaGiunusnitjtimaistg |

(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 of what someone is saying, without prejudging. Here
are some steps to help you improve your listening skills.

1

2.

3.

Don* anticipate or plan rebuttals. Don'tjump to conclusions. Keep
your thoughts in the present.

Avoid prejudging the speaker. Be aware of your biases and
prejudices.

Eliminate distractions by providing a quiet, private location for
communication. Face the person speaking to you so that you can
concentrate.

Ask for clarifications, restate important points by paraphrasing the
speaker. However, you should avoid the use of word why. This
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word puts some people on the defensive. Remain neutral and

restate the person's viewpoint.

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.

Listen for major ideas; don't try to remember everything.

9. Don't fake attention. )

o

o

How Can You Improve Your Spoken Communication?
RtjifinimtigptijcunttScuttSiaugjs yggcu
?2nmm:fnnlyytnfamRjtnt5S. fditn8inhn?i ytjiciBmcuncirmnjj * miyaySm
mrisbtwUimufitni  tdcutBsmwgfnnymgiHgiJstmnntRsihmjfiriu  Tfingiti
MHgmnPafrin{uujifijjMu samjftinwn 8im[mms8Rt4ifisifj8is5SHtiJGss

ttJecumtRGaGi tBtumfLtniMtiisinsanj:

RammutimmM numEam Jimijijm m figtitffim tiufi& ii

9. fsfftmmnuimmnjsciGs aa tuiraHiiHci/i

to. Hs*tofunujiHiraRsamfjHRI[tjjaGtutnaim?io1
refmtjsRmanjHnulgnria suntu *

cn. TRfBatatsiincutUTitutiimtafLnu,i dsmcugticuHtiJGSsmGumjUi  stntaimf)
tjiGTGfiasiammRGfi aamyg aasiaGrtathfuris i

¢t frufjsfisn*mssffdsn mmimJsimTrrimtymsirnt"mmnmngJiFn utcsnn
TnfGbCTt utjisGt*HnnnbtGfnntjirramsirighdiHmuPitij iLiymtglfi 4

tL Aftfnsstrnajyjiurninfi 2 mJsmimnthnmtiutunwtmmtnsfnms[Ggj sbfru

HiRHsyanaGR #
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S. {RftGsnfiHssbstintu iIHRinftGSMigsaiaeitfiHjaniHRG”sGfniptmKjmrisa

I GnjiGfiasiaRiJtCTLMmmRQaRRiiranjtfriuitnaGpEijfiHttinJttStiiRitGRiiun
jjtfuisiRgmmt i

tl. scitutfcmjacaituaiinatnaRtjncinitJfintacucijutjRjMITtGmitRRjf t
(Verbal Communication 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. We
should remember other keys to good communication as shown here:
Suggestions for improving spoken communication

1. Listen to the message in the words and in the feelings.

2. Don't letyour own ideas get in the way. Listen to what others are saying.

3. Know when tojust 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 | want to communicate".
The key to communication truly understands what must be
communicated.

7. Now isthe best time to get it correct)

How Can You Improve Your Written Communication?
I3mrptsmifdnfdndfUfURtnsfmr.wsistSmgiiristgifnattji?iStisSts1tjiSf: 4

miwnwndmtfigimsmittnLwmmRgtitticuHiatjiraiiimHHR{ttJitatsisRiR ftjistfi
trutfiniRCTiaj tjimfatutsimHmnsMgtsHamn tiwraatunHun tjGfnsglatimi
stitifasiRtfisiji tmcuutuimamiHitfi5iRtGi*m3iyRii[tn{rjtiisIRGV3'i hrscis
tuCumsugrufjiGSHtiJGss CsmroRRtfinijRfjfifriM.lVJchufTiannnthiti
[wa tt/iuj[Riwit«i!sIRtifURan:HRfnti stssMGHmtgfini t GnjiagiatasRHSHia
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fnntntnn ttxitnn5stH Stjivantipgitt3cutfitStlitnstsi8isi nnhrn{jfl[{tiffi9ifigitt" *
cmmwnfinHmmutrinisImfnnsittRSfiJ tnijiiuwHntSjfmn  tmnnnHmsfitjinm
fmrmfiitcmnHntSnsltnftiistmHtutmnit*i  rniMnMnuMtnnRHfiHisfnninHR
[FOH  t{tkrmjtntsst{ps5stfsmj  ugianojunjuira  BaHBHNmmtjJtiming

Hismm?i(lunmuimtmwucini3GjiMnrifi5?  8ii3t{fnrm98Rt4iRsmtinucu389t2t5

timtitumifiinwnufattirinHfitHiQjnsunfi*nfnnltjinsmfaHn : (Good writing

skills are essential to career success. Writing, the most durable form of
communication, is used frequently, particularly at higher levels of an
organization. The purpose of 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 of 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 of you:)

flamtmuwmmcjnum Sam iiw itutnm fiati& innm ium riji

(Suggestions for improving written communication)

9. tyhatsungntinfi (Sentence Length) 9. ImiuitinRYiHGjHmtriHiatRHtR ~ ©rimn;j
(Your average sentence length should be 17
words.)

IQ. miqu[tnfdmnj (Wordiness) to ttijwhhmjwnwmjunut{GS"i {gf{pmB8i
ItnsHtmtirutii " injiimgjtarimmmtnsl

tuitlfiTIHLT) (Avoid thinking aloud on the

paper. Follow the KISS rule: "Keep It Short and
Simple")

cn. mnijuG (Organization) m [GIRthrdnanthtGmpLthlglﬁSh I

tnsfnnwugsh 3 mjm8mwGn{mhutGHIiG

dtmnnnHntna (Think about what you want to
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communicate and the logical progression.
Outlining and creating a rough draft can help
you).

s. fijSS'IRWHIUj (Appropriate style or tone for o o
the intended audience) TuimtficufijnTHfiVifing ifUfituirfinHm

(Know when writing should be formal and when
informal writing would be effective)

UnjinntfnfUUtIflboGpfafinW  (Clearly stated
purpose) tss IUim[RfLIHUHRHIStHiaJtnStIJfU  (Ask

yourself, "Why am | writing this message" and
then tell the reader)

Ilow Can You Use Nonverbal Communication?

mnjfju 1 mi{W/|juuiginga{titfi9tai(gJtiiattunuifiHfivain]tjittpautJitiHniuitii
tsinufinmas % mijptftituginsbtaitiiHBttufiBiifincijHRatiJsiagjimiuntutu
?watafnmtn:fnfinmuftfm mHirarnttjmsmittpipMHttua abfnmtimtujtj
tElcuH3ftyugin]3ffitnnufjnmri!3I5ficutna9singai3tjiHffiHn8ig *| wjfmcua m?
mmmgnas ffitinuta ufnntynpuptpcumgswuniinfiirajutututratitifiumm
afmnjtciaagimais nStHptuiwtiituuiSHRamismnjgititajititiRma'i tJistsi
uRcutuCUHiafimffimnnalMragainsaajfilaHaM} tRatRntnnummitiirifnfin

mtulfni aamipLMffigingtittfiffiHBiLufitri} i

t{p3iJiamn{uujifamRjfij31  simpmasHtiiggitmiuissamipiwtMgingti

iuimHat{5fnm:
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fmReySiHimamtnnfjpro  ytibsaiUMsib 9. fniiilfnnssmGHisstij*imhHStnsfnn
itjraiBlinnjtawgninuiRttHtnjuttimffltni TMumvs TMiumensineiBfiMime «g i
mb iBujnsjfuntmmnHm i

sttmBfiHmiuiticustmmHsmsGutslincu .. mmImnasmGumiRijimfiinsHiiHtintjiEna

Tuptus wswsi
sitmBnumjmunji{U[tnwGnjmuizss ~ xi o 9iSia?HiGutnninMnTitintafnciHaGSMijts
tSIHUWHSmsmntfitnG i umnsnaRlti ¥

sumSfittifunamisifinromsfiMSMs itrim  d. mmImnasmGunriRijifnRria*tt"diR
GfUIHnhmmfrmn i ahmacnmuHiiHiifi 4

(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 may 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 of nonverbal communication:)

Examples of nonverbal communication

Behavior at Work Possible Message

1. The computer operator who averts 1. May mean she is uncomfortable

her head or turns her body away with the closeness.
when the supervisor leans over to

explain a graph. 2. He may feel insecure.

. The employee who in a meeting

rambles on in long, involved,
unfinished sentences. 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,

of the conference table and

participates.

What Else Makes Communication Work?

Hiangntpjiti@gitil—lltiiHastStuaiGmtfntiJHigfnna}M«tmaIabstjifiStii yun-
fitiitsfnrpyijujginsaiufjHRtiGtji: thafHan r mn{5LtnrjtcicutinnRtnafnn
Msiaomw i fantnjitOTftjimRngtaHiHtGtintmmHciJtjmcinnHRfiitjitJISNMnt CU
HSHisRimfuntu saRismitRiicn tsiRtsasGRis RititBRtmJjnGUfuncutjfim
tcinRHRsgcuiasfRuaiRJstu  ytfifmnflnuBmnRiiairitiHtgjRda i RiinptirtH
usSRgonuigjagimncildifcin mGtirafiingSmnigBiRgaajfiaHafjjJufijtciriRHR

yiHgiaggCUtnaaffUmntjIHRHialfilBi: (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 of punctuality can enhance your human relations
skills and professional image)

nmesmfflmstiafsffin : {ufi9tutnrinHntititmmHis[uwgfnanhfnj
(tjiLsumg'iRgit JtuiRHR(RfGaGitiitncu8sHSfiyHiRt)InG[RImnsitRGRGt3 utrna
ttmGwnfitnsR'irisisss i HRtRtitRamrjHRjnGtnsRim”~tmnR tiiuifcu tnsRh
urns t(fnG8t3 titrtsmJHSMujituGR i ytGsjjjwssuttiriRHRtimHimnRRIiRatirim
tjiHumRtsltcicmms tmsHRHSRttRSRiimmBcutsiijg (UMatURiIRHatRSGwnu
ffllHtui GTCTIORIIGttREIHHiHR %1
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mIJ?{gatjthiiHntpuLRajufunmm’:ra t HfijptipiUsaHg/fliunratnsfnittn-
ipmginsatsing titgstnjiRHngftRSBst*pfjmrllaffi samjffluimii&jvgsiji
tHfnfsmrofij mrm itnmxsitcinjom i  QjiratunwtNittmnHnmtngmnSyns
tisgfipuipijjuwHnHfiugnmm”mSmsiRbgsmswtgfmMmR {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)

tthrg : mugwtdltgltffiiURsansiaildcuHHaimfiHis*h sbmdtuds-
dgntingltiSHAstumfijfi t mndpjfgfnistmLfijfitmmunyuyiSamSmHitntns
mnSmmnilfti&aj mSstuttSbtwnmmTmstftri th&mntirattSfcHigtimi
t SrasmugtssmraffijfiitfitnsmRHnritntiuritftHffisii

ftiairatnmafnnpLtnMcrmjEau uiBipjtrmjmS ttlff[ggcutgsai Tniajm{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 A tuSsmtcmnHRggtusfpmntiwQJumGfimtnlHifi  funtsm

tmmtnsfnnntinittps*mn~cuggnjmHjmrtunstSjMtjuiGHmM (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 ; fnnuCutcsinsfnntn5t3tSt5Sm SfisftM GmnntiJtinmhh
min  HSNjjttiiJtRtjniGfitsItikitnidfmmiiInjHitstGtifitmmMQi - tmeisutfitins
[unntuitii - HSFUWIFGS T fiftnsiGifritDsiMGtiEnHiraimtiatatufnsifiitjiR -~ sbss
mitminmmssinjnHimtirotaltnjns'istjiijduj'n
mjtGstcuatMBnHiBtjtmnrmHfigadfiBtinB(ijtiinmmifijBssi3IfitiS?f)  t
n e o . . stSuinsEtcmriI;I[an'itn@njtsIT;Eii
AsmnGjiwnnMtnmmsmGtitntHimtfmnt tu(wtunt3rnimnn]mJiTinsi§ 1 m
fim¢TittjRwsfnnHtiJGsatiiadtuttiriucutjimjtGsmutatnjbtSGjriGmtjntintShGis
MSfnnntimtiitnsfmwi sammtitHntt"\g[filitDUtrn8uitMidats3n MnlaStani
tRtjiHfisitifmfiitcinnHN i SraitcmnHntRfBatjitRtalinnjnmtatumimyaiwti
tweHSHiafncifilayMU 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 of 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
tihgtsltsIRtiHgugtastgiriRHPitnstitdtpggsfGeiijGHmMGSstanjujunun”fiu

smrt!lUHmBnItiitgl?curn!{tniMtnsiR9t3'i sHfRjRaaHRtss smnagjGffiSG E-
maii RinawRinRfH satun msunujgfimunsltjit*atsHm wiumaMj[mjjutns
tutuciHgstiimfjfii ~ mi9mssnimHiw:HSGtMfimsmnR3tgjatj TOtfiunHtinti
tglHtmtji  t™njgtymRiNMilinHAGtgsGtAstiymtuisltjigjviJHHtijlsmJuliyum
singamHtunsm/ gtgsgt

miLWIMmgingamHyjnstH*"G"RSG aapmaimHiaRaggnjafgasuj
?nHmi:{ureLsprtpgj sathfn%isdja’\ingnHGumsfiriiHimglfnanggtuRTiJHin
ytr"Gsaini yuMsimEmnan&sgiatjisttyunfdsJmigmngsamHyunssHgjGyiiG
talsgjtmg taistcirmHnaatnat{ypwfigianaH!RyRcu aat“RR'iiirmusmcinR
an u/itnftfimagjGffiaG aarmjtjifjttuapuiciJtjiLutagfiitmatucutcinnanla
tpp«h!{G3UtjR 1

wuijiMitua  G”ranaatiJitJcunTaRaitusfnmaraciagifijnjufijinnnaR i
Tal?ncut!3turana?SjfLnitiifj!tuatituafonflttGat3iaaiM3tnuiriUGHfNRmcif Tirm
alitjGHIMaiHUJGmSi  ttnuifiggnj  sajfipafmiaimiuWwwaumaHRMnmnriR
aRttiHtgjRtia i tsspmmtjiRiiaafRataLunatBjfinifriMiwagtglHmitiimRtp
Ttnwi fiRHiafiJHfifnanaRi%j-ltiifimglaafimaiai Murpafirugiatmsanmj:
giwmglRiaranatSifinijjmwarafiHfiSsgtiatui % rangtSfmajifjtcuaaia
funtinrsfam stimijBtDigliWwHntinhfjfn
tHMQtRSQ s™pnsiSjfiRjAMfaitubRHsmmmtnHisrnjgsfu yurasfirmsimss
msfcsim tuimHisnjniin:Uimyu~Rt3fnnLULtjiw ynHgitiHsmuginmtriHRums

firtdtRfTi3tnafmiumririiti. fmn~tutnsumstsitmstRftnsgstutmstg*! tmsutjifmi
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titMitubtnscugtuiiuitHJtjitt ~ mpsiRtfinfinnHinMiunMicuatSHmanitgifiJii
Hnmtiitn tRphssssiptJivipnaBfwntsHm tuiraicuinHRtRftRGtunrap”sl
tSmnppfutmst

fmnHI9jHIRSGRt"9jaHm!timgg(utii3sfpt*(SrafnnfijnurriJLtnLWffl9in
ga raffituiRtimwttSjatgjatmsRfiaiffiffijnjfianinttJLtjiM - HissnnHftmjpulms
tStyftjnMijfiiuijiviuiM  saHIG?|ng1fnsHSRY]|[immusgistjitriHsSmsimsa
tgrrmuMtantuitu  t HjialnitgjnftmtHAGMISEAM pmtjssfps yresms

GtimtUtlGatSIsSmigjMngfmmn{RftilSfriRUSmdatt)! (Throughout this text

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
ofelectronic 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 of your telephone.
While voice mail offers more options than the traditional answering
machine, it also does the job of an answering machine, receiving, and storing
incoming messages, or transmitting messages by telephone to the voice
mails of 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 must therefore pay phone costs.

Electronic mail or email is a very popular form of communication
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
ofthe Internet, so long distance phone charges are not incurred.)
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*  B£i555[51i56Si5 (Summary)
miij*MffisinQtiRtjiainfijtsmJtjiwyjnRHismHsmrLunsgtsIHUJ  tjtstfi
fnitlcuMcmsHEIm  uffitmuti  suwttiGnxiGfjsigminrayGmanttcnnraaiiriasti
iMisinaHgHnfitrislgjntTJiratt3t3(0ii|ssirisst3tji5|BstJiHraHNn8iS ifrijttniMtl1
mngtimmGfhtmsinfriH  unummslttu  umm3jmamtmsi?nHHiI3fnnmm ‘i
finfnmgnfnmfitng unifrm tntmHH'istrmtfi m r: HRumswi? hrs3euwii
sawn ‘I lySnHtiUHigtitiitfriffiHfigggjEmitnsracuriHnstiJtsfiJistacuHRums
HRRMatiruu i
RiiU4i(wtiigiRgbHIG[RStns!G!HIimsGtg”[giu3 ynnattJitiiRniguwRSisi
1 RinmTMmgiRgytuimnuiitnjHiGmSRSittifiuiatnHmtsfimmggiRgsajfua
HSftyiufjstSa )UMStu?uimHRf|]ssffimni8iaRiJMiutnscy samsMHRmMCcIiRb
Rinppfjfisicjsantu aannffituRNJIHR]i i
RiJUjitMtiigiRgatuCUHst’\ufitnthiiHRstijgiagjitimmiSciiurersHRmera
:mit(lymfinRimIRij. H!Gfitnaiiu[ufattua(Ritna!Rity stilGtuEUHSfiyRWiRtkm
IUMnRIiRialRaRRgaiRgaadiHtiiHREJig i miraffijaigiRgasumastnaRgcicutcu
ternicm  miRtuimnemfm  hrriutieu stiRincsnuRmumimramwin
msHigi*fmnjfnrmsHRsmjufawnj  stiHmggsirigstil gjtitsmjpfwtij

ging”uumgjG” sQRntitRmtutrutGjitntiJHUJGSS njrannaHSfg1

(Communication, the process by which we exchange information through a
common system of symbols, signs, or behaviors, is very important today
because we live in an information society and we must interact with a
variety Of people. Communication can flow up, down, horizontally in an
organization. it 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.
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Communication can be distorted or blocked because of barriers. Our
verbal communication can be made a strong part of 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 of the impact of our
communication.

Time, timing, context, medium, and humor contribute additional
dimensions of meaning to messages and communicators. Electronic forms of
communication are altering some of the ways we interact)
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sr>:5S5js5$3e?na56£1
Goal Setting : Steps to the Future

- tBHjgswtnsstHttfcuHfitiiitns tRsmaGvjtGHtfmat tuSs

tftHRHsStitiiaijtglgturngtsis HRgmtnwtftSaHiGfglticugiaistnajg t

Whatis planning and why is it important?

ti

ttHaHssScuwaifiHnfltmasScutRftg™Hjfgiretmmtnstsistg i mimtn
ssgntjiamticutns™ciSti]  ?MtfiSsnattimtuj{fiatiMmgitutmfiJis i
ttSbAftftnjumtismj  sB~utSasigmMiufatfSantifnimtiisafiiHn

wastfifiSun unSffIRtiRimjUGttiaRinftnJui*ftnannnfiaitji tiimi

fnGimtiJHRtjiasgiacutmcutEji  utagjMmglucmhms  HR[tmjmitji{fjS
ifutcicutfnntuntRuiciuritiiHwt®*a UHRaiGHatsiuCugitutRifins i ms
nlumt3aRiJHiafmf:M8ia[UTifUMnufRUfiriu3 brurcu ct"R;ficqgs ati
HItiC) t  RLIH13tRIW!NUIt*"RnriRGJIIEUCIrifjiriGtGtH1tIJtt5t5H138RIMtal
Flzi3Riii§Rgm5HHra ati  wuGGiaaittjiRfiraaianiGatjiaRintjfuitSts
gRiajm&nw"bmraumisRm"mtfims;aim gcutti iRHiaHtnaiRmgjt)

ymrRSttstnniGgafmdfutjistnm”mmn tmtmttftnsticumimtif ati
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fimsramslnbrnn~fjfiwmsflijMunnantSmi[piMtnsmngat3 stifira
mtuiufigfnn i ttismrafrmi{umpjmijui3Hs sa SMjsgituHn
HsiRfi'i  tt4smiginga$slsa?fncmul hhlS tmwsuintntirejiu sa
15fin|M tutussiRatmsmmmmtsliuiujmifijnt5%o3iagptijamti3nimfi
nstgisaGgtnstacutRftL WipifjwriufLinHfnasitncuHsiEisi i  nstnasia
tsismcfii tncutfcm tpm .rmtifitip  wmi: sancurmi tttemrmitf]
fanHfnaHUis!3cu[Rfusnjifi turamsmJumuatnsiuiujsuiRiji tmtmal
saHiamitjifjunuitijfidiifirtus sa urcu SalncuRtmfj tt/iratjumgs

WIStnnStjISg (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 of 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
just wait, watch things happen, wonder what happened, or criticize
what 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 RthgmiTJtuitsunptsinbH5eifigij3sttSbttlitu{nfrnnjjuG

XtiSfTtf (Example of 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{Rfnj3tSIS3HIfaumu (Classes to be taken next
semester)

mJWSjLtFiInwnumiGCUSTRS (Saving for retirement)

mifdSjttnm StygcjJtams (Saving to buy a car)

8itiT{rnHtBs Rt4igmthjaritsufiTitsIRRMustuCU[Rfmjfnnjju mttemi
(Examples ofthings that require planning in organizations)

mnfUfpic&SnfBtitgrm BtitifDtiingiwnmtnBMHIiHj
(Appropriate use of facilities and equipment)

fnittSIftpMfni: SfemitffitjS (Care of materials and supplies)

fntsJfIFITjIHNtU StiHgWS (Conservation of energy and
power)

fny*RUIRE3{pIR StIRlingiS (Cash and credit management)
fnd tltpt3BURCUR (Work force management)

fruTUHCUfi shStnJSjfnynRHis (Information  collection  and
processing)

mxM*gtnraifnn (Time conservation)
mitGRyIS (Schedules)
mi{RutRtifjiininci (Quality management)

ffurrmustn ShIR?InSRIJfmGamtU(Cost reduction and control)
titUfiffin (Productivity)

ftismifmoma88i)i3 (Self-improvement planning)
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- HRGnfmjMfrittBBtaimgjtifri missidsfnjRtjiRLtngiusiutssjiBHjutSfi
ifnuiHisSluRmmmBHjunBtumaLfiJtii tsIRaS’\sitiicuuss mieseimtis
mimmGTHiraitSayismiHnBftritrnu sti fMnlRttfiuiwinEimjHfuins
Rty]icufUJ:tfini|tanitnfitGmriRiiLm}Mitifirj tSAttJisyvnuiGms
JiBRiituituCUHatnsimagR *| ?sIRtiwusHffiHR{RU{RtiHraGSSLmuinj
tiimsmTHnfitri : nRRiRHnatHissiirintmagiiJtSiujttnntj) ciRRIRIRf
HiaRiiMtiGGRtjiumattSratRftG | RifissisajutRgtas ~iftnstfntmcuns
tjitji’ RiftiaRiRmsjsttn” | ~asRtJitjturattindafjnuimrincug tticugutaR

RItUtjULtnsgin (Psychologists suggest that lack of planning is a

subconscious desire to create crises or even to fail. In our personal
lives, lack of planning may make us feel more spontaneous and
alive because of 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 A

Why Must Organization Plan?

tuitiintnstdami wiussihHfaabmsgMiui tuitm”guttaaamsrogfnn
tBHjiputRbG{ns{tiRmSim{UMgRin x mimsvtiSRii u ttismnsjitu
amHffi snGuauntuHiaJunLRijjti.a (RiinsmRmssspjiSnto stiRi?
GratiumswuRtuRisisig i HR[RU{HtisnmmtnrojfnnraMnmmgtinj
Rinu3iaRt3incutanjuRffiR{RfuaGRyjnmftiifHtiJigiRGmiHtii?gjR tsl
tciwtanjfnciumatnmgjai sumacs mifijmugstglmHf\sRimmWrifern

HiscuRiui:nRtnRiunM5UHSstnst6sRii 1 t"sRURtjimnsftifnifiaRii
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sti  mjpiipaustnnjnrmfriJiuKnfi
tsja i igtthannM mninSratji
tArniistiifiattifUHRiIHNjrnssMiRItjiuffia  Hamswgmn{jifinsfijms1
tcicustjcuufrmn?ngla  tuitiiBtinirinciojtfnniuMtimRtJiMmnJuRHffi
tsfluBHtusgjfi (mILmjLRanuj utas™ ! ] ra91]jdwsunltji
tftmjpjjKtilufb i ms{?iULfia HstncmtnRfnmntRRt"agingaislaa
miwgjamtussiIHmMRR  glaiMucmsantmRAnmiLW ituHstrtwatTn

tnmgja i1 giaHMsssmBtRffrijmjRnnmEnmt/rifj(urintiR(U|pum

(Without planning organizations have no sense of 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) %

How Do People Differ In Planning?

tsltnnjnjuGttiamj
Sttytign guintii tnausfajumfinnmful3ttujbtdn[fit3med8ti 8ibt[mH
tas IhfiHttdwnmfiStitg mMsdinfitRMmalnhunngaHtu*) ts{utfi9
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GUDSItIU (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

- gnMtltSipmtlami (Underachiever) SlafymsISfiStittncmffl 1

mnmnfi i ttfimmifitsi imsutjinmtismafimjsaQatmaiunnnR

IRUSH1t19SCUt4fUtnst[tjStud (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

- gnMumnjMttismi  (Overachiever) tfihtfitmnsimmwncmul
ttiimmjwnmmagutthtnatmsfitStfiHsmmsljQ i HnwnmcuMttis
mi (Overachiever) thntmnjtultdmsfjfrifiJHfifnniuMnnm * nmw
HSBisfhnnfiLtnnuGtmssshb  uisnmfiHSHiIGfmimnHnmngssifi
(Inadequacy) IMCImmjIS 1 nmRB;SIRths 9fflSmfUSSuia tilUm
tSiHiranmtimnuamfitniHnfiraMnmR
uiMnmdtutimfimGiStna i iSunfiimtrmitairaMnmfifnamciiiin
sraa  finramaafjtimmcmiJlmatmitnatunfd umsmcimSnmms

tugtiCUtfIniMntjtna (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 of 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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- HRMtIGttSamitjimMa (Realistic achievers) tRtitiIEUmMsIRhRtR
cugmntuCUHTCUJCHfiIHHSsftmscutnntns  t  HR&htmtisRitfrmwb
Biammgigsisiiiifntiigtnammssvstit! A tfigtglnmmRhyimtfifi
SmtsIIahRifSngaat@arawrl;Rm ttJitafmmmmjfymfnemtfltuCil
tnafnnnnm  matjittntutSltatufnGwuGtiia i tuiRtStsstimtiRiji

HmdnJWnt3ttntUt£31tnS8ridljli3t?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) A

W hat Kind of Goals Exist?
- mumtfi SthfugdniGm[fnm~tu[Rfggcutnst((mmnmmmuRQmj

wntmin unulSsutus'i tsinhRJfuhnjssmwHn tmcutdimwHRjnti
JHumcumimrasstiiHntnamemtJtR ~ HRtjsnnSnjTURmtfiuittiifiStij

URtjIHRuRaiHthRHSttjfUmtfigtfTlifl (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*SMnwjHnmnjjuGtmfisStultsinhwius3ytiJ9 higojr
HmLUAWMnumnjjuGtfficuttJI*injgmpijHntns i  HfiMnMiiwJftfri
nnUMOrminUIfiti mCUIfi Ramon Aldag Sh Timothy Stearns tns
npjinipinsraMimrotaiBaguttJwcutiiaifitiMiuagitiQptiJ : rtnmiff

tffmr (Official goals) tmnjttflfiniMSfg (Operative goals) Stifffifif
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fuiJJJffiffJ (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 of goals in
organizations: official goals, operative goals, and operational

goals) A1

§ W nou « U u n oW
tusstitiLtnu saHiB~fttjiscim”~Rajtnajrnitinujtnai mslgbtftremjs
finfiat tmcmSlgimnss tftgtglmftymnstmtmjJljdroftHtimjimfiutjR
tmfiHISCUNNJi:AStnCUIultjt35|fnratUfiQuUIl (Open-ended goal) 1 Rtjl
MEnmmtuttjidsfitdicuRHSHianfunun?iHisfigHnujtncui  Ranmn i
uicuRurm i tmmtuIl;ujffnjtjiusinstitgIsttmcuutuibgitiI;Ifumwt_rvnua
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 of the organization. A
common example in business today is “to provide excellent

service. ”) 1

giRLRutpttnwnro* tmrottfltssgingtitglatimi Hsfgsmicusttintnm
mwHtifnn i tmtuitfltastnafamuirtiinnnnfiititmnnffldffniMUJU i
WIGHM tmroTuinntiHsfmHHiIs mimraurncumtatmmEJltstit(mra
IUFFISUI) (Open ended goals) StiSfiifmulnm[fTimUG2fi (Close-ended
goals) 1 tencintfitas gsitmoJi

tjintMmatrntutiJifintiHaJRtsintifnSInHUGuja Rtfi " miciiSrmtaH
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fn?iuismrij[[iHUisfanu9djij " sfc ticumsHSIgimns  tuCumsmFi

tggntsdlti £0 mmtmstnsWJU ” (These goals tend to be more

specific than the abstract official goals. Operative goals usually
include a mix of 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 ofthe market” and “to hire more minorities”)

tencutifigpfraf] - | Ly u 1 Sa stunBrn ttncu
ttlitssitjifnitifynuHricustin}  tScuBfignHStsfiGHBffis tswisimsi
mfjfinusi tmcmiJlias mumnjsiuguismstftrtmstfjtinuti ~ tumuir
IsSmmJITiJsmcitutfcirilafriJugiu i tmnntfltsstipfjtuiw Btitfntnwifil

tjttVjjntuSsB?! (Operational goals are the responsibility of first-line

supervisors and employees. They are statements of the expected
results of the efforts of the various, performance criteria, and

completion time. They are concrete and close-ended) %1

W hat characteristics

TfifiRtnaGJfituntiJi.-.uHsimTfnH:

elf3RSSEIS3:5eSi3SgnSX5552-]
W hat Characteristics Should Goals Posses?

) .tmtutdimigftnsfanfdinRpsR'i miMnMngtmmtnstgjfcsifm

racij*a sa mnutflSh (Goals should be written. Writhing
increases understanding and commitment) =



to.tRicatiJimtfimGftfjHijtna'i qgitmiui " slcliitnattftRSffItiGstfih
tsstsintiwinnnjs" tasRtMfntUTACjtuSstijifiifirifit mjms nmtwtu

i nsifrmGjH

jtir tguHiIGfiMHJjtjiatinRtitGs IGfin[futE3cucusBlnamiutiimHn
trncmtlitss r " gsutnmmtatnsnatjiHGjHfnR cn.o nnatnni ci.o"
{UMStutmemtjiHSGjifjctnrj tintHHstgjtisimsims fiahtacusfmi

URSItIfIGRGCIINfG (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; therefore a better way of expressing this goal
would be “I will earn a GPA of 3.0 out of a possible 4.0” If
goals are vague and wuncertain, they will provide little

guidance) 4

m.  tmratffligtnBmnflintmiTOtmHnwtfnn  nrastfpgsisfisbHStG
ImmttStiIRSHMfifGHRfnrug i talfihtcicmicmntinfiftficirirmtii
tmniifflaatgltnsfiaRji*tnmMntimnnMinjgfriinjaHifljijdrn bl
ttinhtglshtfnratEJisihtcu  ttahHiGtijuGtfrmittjIRtuisifnmfmjtfnn
-mins xSiramBHitituntuin " parammmtnsngtjiHGjHfnR cn.o

ncistcin] GO tallHMRJIgit(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 ofa possible 4.0

during the next academic year.” 3

ti. tmnntflmttiHiamirotnn msHIGMEtIGtna tutyScumnnniGfi shmci

uatnfnigniritn  tmcutiflmtntnammftntMtinHLtnnfi nSmSmal

RhmihJ*HSRHtHtEIcufdHiHjGtmsHtilni*fggcutjia taIRIhccicmfcin
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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 oftime) A

tslrgl*hfjj_riusljtu tmwtiJIT?ifsifigt3t3cijfniticiImmtuiRT mmcumo
tiuinmEmdrtlsfmmafEia aamigmga ttitutjistnfisitfntiimsfru
tufUuti aa mujirpgfisfi t mrgmmmnximSnjtnritmai [infmatjiam

RthfflIGCUmmannjfltiuURCUR Stt tutnstgn (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
tfntuttJISstHstjicutrnmsfriJwnfijj  ttjitijgmGinjjtnRtitutnnjtdcuTRf
wnftmfrmJttJIBfijnuiyffnfijStmstg t tmsmtflgiataismtRtjiftnatijj
UUMticufiiintjicusstSti aa mustiatBsyosnjfriijnnristsiRaiaffricu
SHUI91 {SIRafintISSt)tll9 fTUTRIifISEiTtUUtastnSCURGNtEI TIHMGHM
tit;#!  mJHtamacmGtgjaiiJiffiufiiluR  aatuGiattlri  u  finmctna
cuermm%jfmi aG itnmrnsiififiinftiIM HfifrinnGnatiatan  trufrmtfia
mnnGnmas(,iffijmmmnSr_ng§ff'nj(Lfifj,;;n ttfcmgjfmiGitiiG();iasiui:
tStutaltnattinn  mjmH”amnnGustfitnGtRftijuGgRHa tuimupcij
BimRBjgscusfiTfiimmsrnifnHtfiatasl ~ ttuamunaimitnHaiafnnR
GnatatmnnEjliasijnratnanifinTiu  isIRaSfmmMtalratnidrawtffiti
tiatumSffifRfggnjMicutii nmwatiiHmuraggcusfqjsi  Gtensmijfjfi

FISfij aamfjnHUataimEmtflIGIElisa 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 Goals Setand Prioritized?
- tmmcuttMtuutimttimtRftgHs?  wius sh ureu mtiHfiffntifatns

ttnroitfl ~ shmsfnntfufps ¥  ttuhnjshHisQfnhJtdcumGgciJtugfnn

twin Aidag stiSteams

iBttnnntfIHtnwn ttifa{th"aniujn2nsR"iRtsIFi<hnstncu"njHis
mnstifisfifri i ttuaHimLuuMSfuifMsiaysiastsintitmcijtai Sattig
mjtiicusgrafjtmatiatuj i Infiii[HgiaystgsiHtns Satisficing,
sequential attention, preference ordering and goal changes %

(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 of conflict. We can apply them to our personal goals and
plans, also. They include satisficing, sequential attention,

preference ordering, and goal changes. )%
- RiimcimSgtna (Satisficing) : StftmrutflwKifmBmSmajti >Bhj
ritumgfftngfnrratiJGgg ttitunatmsfittunjTMiramtnHffifiEuticutng

RHgfnngstBtnntjig ‘| gifigat9lg»Gt Htgt3tfwis[wim iticumG
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ticuslcustltucij ss1tffnHftiJ:TOfij:HtNBSS'i tslscinJtiJtuitflbtjurass

sft?ncutuiuGsS itut3HitjfnsustufnnfisT2ifiTiniiuwttid.i3”uitiJpnjRtiiin
» ILI v* -0
sHiraBnfjsfifncutuliuCutjiQsnniGfi tMitimnTmwutifnsmEiwfiH-
fnntBHjfanmmtmtJitms  fruinmtiiGsstritnGtn”S

fik " t?iyismGntntisfUfIm8i8t nSsfGnumnnimjtTinsis

(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 of 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

tslfihttnsmn@mGUSsm nwhmgismGHsmsfinnfdsistsists  ttntu
AHSIhHiIGtHIimBIisfnjGtuntiitiSs I utwfc
Ttnt3iGStnafnncufifU8ismGmS?nmmBistMGHJsifd laintimifthra

tmcutul saSItiHSfiytuMaussGJtiinfitutia'i jnjinmamM Hfifjrra

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.) %

mimnBRGNtfIRtjlUgUmMtj (Sequential Attention) : tsluinnfinj
ftRtimsmsfnnniiS T 1
tfntutulumtgltmtutuiumutgffi nmttfttncuHmtftncirifn HSfnnmj

tilifismcutRuanpustUMfiHfngjfifinitfitjsmraninBdtntnsiSi i
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ciuigmsis R{RfiRjma/)fnnfrutragtgitslnasgn = SHUionnmtns
CyVHIH] A

(When we have multiple priorities, we may need to shift our
attention from one goal to the next over periods of 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 of performance in each area acceptable) 1

- fnitljttUtIIUINHGCIhmCg  (Preference  Ordering)
HistmwttfitiGsttitutR fwntstjntiitjis tmhHiGnjucpjtiimcusnijti

mrattnfuttlioiatsistsIfriHmjGcuSfimfdttSh i qgsitmnn  tfjHtnsHtiJ

ARMGMUGGRrdsjtpmSHpniJdmsSHtiJ fiswtmtumnfStnjithfms
tsinhgitss 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
tcyGHmtiitu  ttSaHiGghrijunmpjtulmfdttShngmstmnjtulsihtsis

WSmffliSltjltPttWHm ShHSfdnfdH ( As pointed out earlier, we
may change goals because they become outdated or
inappropriate) 1

W hat Is Management by Objective (MBQO)?
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samH3Mmtstuuttjsm }ititnftnst{5ujtfjnt3rnnijuG
tmnntfltsIRbfiJiuaaHUJt)1  IGftri|Mitituvnn]StaHtiiamRfniLRU{pa
tSiffinattimgltStmcemtfi 1tJCUUtSRtSjatSItmnnR George Odiome 1
iIGHIifMtastisfnnitRftnaMitMitjiHiijifriRtJi .m b o tasitj]IGftfi0j sa
8I—Hs:|tjt';tsmiTIﬁumUancuHaﬂriq;S!CSmn&\;jiqBﬁsaai sfntmjtuiaGua
ra&ifi - mffiniicifijtftftUHffnjfiinignGmuM U KajmtImtnfnmtriafrii
BngHnftinmRyflwmalraumfi  tsighfnnjffitstfnitutintginjgsjufdrifi

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) %
mbo

gfimipipM mbo icunjtitsi: mY{nutntitditnni3tdncSt?nnnAl- tas

timmSarnjriniinGRBitiifirufrutsnnH  BtimntnhcmuNHBMSf  law

Geuimsnt3fitnxiymjfnJtfiu{pi3tthmnl3tdRtc5t?nnJtB1ltas igltnafituiR

gantlh:t*mi5anGfij81SUgti8113tLfnH : (Proponents of MBO say that

it helps increase motivation because of the involvement and
commitment of the people participating in the process. It is
characterized by three features):

9-URchntitiJiHtalfitimiRnumttnnngl — afowniwrlagmtiraufitufigiti
tsisSt{RftnsfitiSrcumHIUL:nnijuGiss |- Sunarnitiiitastjisislgifi
gmglsaminfnnjitfmcjriifitigiiitiiu sa treSn = ujnnjngitiHMtjifuti
HntfnnjtSliHiuM MiuasasiHinSig! nmmntsm~mtnnnflliSitn~n

tIEUSB tutU”StgafmimroitlimMIUa (Employees participate in

- 199.



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

19-9143Hf){RUj1)t3 iatIgtUR ~utiHnHttiWURWNH'IBfmiGtIS 1 Ufiffin

StiHmmfumntiiufUHnLfiULfitinatns  tfinngtmraunfSmnanigmeci
iffni % tismsssttJiHnffluymfiHisttui

AStuuRSnRaniiijiHigfTidtiyiycusMtfnnitiJitRm”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, inturn, can
guide the employee correctly if deviation should start occurring) i

m-mwstjitmfuttlitgftnaMnwntinitfntiitnaLRHtRf fiahtnamr
rincifimthntinnHmHfi*stifUGmkmmtdcuGI3tns <usia ah uuwun>
GtuiQfijgia rowattintta
tnamn himjmin tnamcmas untunah ggcutuntnamms mifitu
mmas t tiiwiinjRontlagtiigihtasinJtnatiBMnM stitnrotpH thya

JBttintD (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
- feRftimUfiiiCinn George Odiome WIhUdnjpntintjaHtllGaa tutUjtif

ggcutjianftfiua mHra:miiRULRIi3tthtijnhitimcutpnnjt£J1:
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9-tmnntflmrtnJssiR9Si3 timtHIimHSW jmnjHntmnjuanrnsfnjtrij

mfdnmRtuWUThSTnrutjIFiStil  (Communicating job objectives

helps people understand the purpose of their job, which increases
the likelihood ofsuccess) i

to-Uu(i3il3JC1;stss HSwnnbtRGbGceyimslRbncuteaGnfdntjsibHfdtdtutjg
fignnnwnmR i issRtdimhrinRmTmtJfRtattJimnbtdntStfnnjttJI
(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*mnbidntcutmnjtdiHiafinnrmtiritjgtjigfifmTfd \u\m
HitstjtUunjmjfiinigRHti 1 miwnntjinpstnautiimKiffltiSfTjtiikin
g9tutssn5gti[U8{j} Tim|p3RtjiHafiJ}i3tiitijuGtfncutul  fenntnnntil
gitismsfiti*itisfigntutuitisitJtgliiiuEfmnuti yRtumtjtumstfncmtJl
tinHcinfjjfitiwntitnanjgticusfjtjiaHmanitpatEncatul itnmHsws
tdratnafniSirngrrasiSH RtiiHaMituraratiGwaafimrasulgiagnmam
ttitunmRtnstyfiiGfii ttinn  Odiome tnauumaqjtitji. hssgjiu@
ramRKUttJieiBHtiRtiiHgMnfitmna ryamntmiiicufiiiiHaftitfecmmt

inmtglitdJitmwGRRUjmtu  rnifirmmuia gnnrm ummn (MBO

makes sense psychologically and may help motivation. Various
studies have shown that high achievers are those who set goals,
that goals have a powerful 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-
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centered people are more likely to be mentally healthy than are
people driven by fear, intimidation, punishment, or hostility) A

filuHSMtShtti Htiints'fnnuMnnw sti mtinjnmRsscuswTRf (MBO
can save time and money because people know .for-what.tasks
they are responsible and accountable) %1

tdgmtmmemtfl pmfimnfiMMAHnmnmhlsmmpmR tjiHraaatmtu
tSItfIninmHtnatiratn*mfffti ttjitijfjraHrtinutymfjnmmjntaHH

ytiUtgISTItItSIS (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) %
a-rnitRumtitBitijntittimnitfnniiai  HscmnaTHBftntnnH)twm®tiAn
RsmtimIRiufjnnimStUHatfjftnssgEijfirirofnnjnHs  tsltcicinttorm
tmjjummemiflwninm:mnjf! i fArnwramss flimtfnratnamti

tgLulfitalnafiJiua tatuiRftnaBitigmji tjURIiiattjiRStuaitnniuGuja

(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-miipuiptitaiajntittimwitnnjtai

iInnMRMHUfiIRWHitinittjHigjR ttrimipnalsfniusyfMtifliHttnR
wudtudhtdj i tthmfmjHSwjtnftnsi|friifitumHtjiHtiism?ncut”?
aa ogtfis ttinjgmfitnamSmgjti  miftmmHtnamninaiiiMBjfiiti

hjnutilfittu SiI3 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) A4

6S7S6ggng6°gfe5g6««ft€S5S8ggn?

Why Are Performance Appraisals Important and How Do They
Work?

- mjfimmtfmmsfimtimmij hthJhirjtsmmmimHitnBbtsiURChnHin
RntiummmJtrarafimRtjiscymfinm i RiJfimmHmmsftfnuRiitnjfrra
ttit9Ti3tuitiiTutnsttififitufnHUfifUfutJ£ijnfu?i ufirofifitnmmutns
tgmuM 89 MHiBnntiujHtomcummsmtfffinntgIHR  HRSiaifnl
tticufitummiRtuR  URSRtunjfiramHthmssstivi URgivmws'im$S
mumtURI 1 lJIffifiJlJRINREIstIICingjatSRIIMUIRII IKIRUtIJRtIRSRtfIR
GtmsRinncuRumeiiHRLtitjS  ratR9tSRiifmjmHMisE3RiHJinanjRfU3
JRGnstti5stfiaiR HRiifitnmHtgithRiittinanitnnratnnMirianljainti
abHmijTiwius 1 pi«9tamjfimHtrfawau|UO*tpadftittt tteipins
lamifiramH

{fifttalCU (The performance appraisal is a measurement of 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 ofall these techniques. Because ofthe growing use of
teams and a concern about customer feedback, the fastest growing
types of appraisals are those that involve team members and
sources outside the organization. The most common type of
appraisal, however, are those done at least annually by an

immediate supervisor) %1



- miframHmrtniRtftStiifijmjtSwuRW fi sattunstiimncTnutnarmfitii
siBtjiatR i nasiHtJiHswj ijitnasiaiffitsinuitnJHtiiHRtsItpHuaitj
itiIMSSHsnttJHRSs  iuimtififfiRst3tnutSHt|m!ntJUJHatumifitnmH
mitnitmsHIgtnanm?ifitii8ii3tji ufironsyt{famHitunmfi unSfimn
ifianntnRsatiRtuRsajRitjfini " tfremjptms URronmcnratfitH
UitnamsfunnnuMfruim-s tfttfijutnsmmHNMi*nuMHmsItijTm
utfithuMSsms nm?i{fimHrimifiai{itHHGjHugiu u tnsfniHnntji
migsgutnsfmfimmHgfiitas  mmGgHiuiasmcuafiiHfifnniuHMtitJi

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» 1fi u in

tune :

Why Organizations Appraise Employee Performance
9-tuHjran9fiGRMUtimiiriJtuEIJEI)  mnuamfnjtnntJtuHscy aasnmf

Rltmu6HaMHmjSunJi{tijnt|tinM 1tSfnivni(y (To encourage good

job performance, to discourage unacceptable performance, and to
correct inappropriate behavior that interferes with good

performance) " JufisWfTUtIVIfiffff&IS

[Fff im sfistim & tiajfrm m Thm rjlwm m ss Stifnntiajmm smissin
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ssawsy tunnsimunmamufisils stifmmaigftisim”rnignSa
mmttunnawiiintifnstjanfnmwsnvtanjBawseif smmuanma

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

ofus) 1

lg-"HjtmuittMaBafiiitSanniatGmitniaiun (To let us know how we
are doing) tt3aa”aHcigmsatt3tuttStinijnslnaMiuai tjtinffitiHS
BtucmnifitumH nmsESMnraanRtfiT fifmimnHrafiHgialtiHis
sanltjEis 1 mnEOfiutdiHZAEIafntStHitintdatn£ijjcufmnut] aami
ainufittBa usonnvifnitBrafiufiilfitnaiGtmtmtnaBatiiaHfiH tScu
ncit3{nftns9Sfurrmfnnfanfai

tsffi (HHGfilsntjinQsaantntji tm~stiumTumanutjGtuGss
tuwafrirfiunutjiaistGftilaggcugiugfiH mis TEftjisggmMmrrmfim

RunHiGtjtiitHitiJttSanluGttiarriifijnurnnrituHieicugadatui  (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) 4
m-turMtifunRHiISutuMusSHntjgffimutumts[Rfi*sR hLtnmujJfij

mimaqjtitfia : mracr?smnnti ninth stimmmju (To give the

organization information about employees that can used in later
career decisions such as raises, promotions, demotions, transfers,
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and terminations) 1 mjfltHmtJfntjtitinniHIBnitifiiHmsIHS U tiW
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 tHAtGtmraRIIfIFFiIRtGTfinftimil TIJHiapM Sfnn  Slit

TUtna 3iBURWR[RFIRS[RjH38tj1H3 (If performance appraisals are
to be effective, both the supervisor and the employee must

prepare for them) %

&55S$3

Summary
- ttiamiHiQgnJLuttintjSdnjuswj stilu s ttfimmngtmmjutwngtiBf

SmftifjnmfiiRStu i
HiGRivitcistalHstna t mjRiattISRiitpjMlijammtsitnfriritJiHntSi
RimuiRmitui  tjitfiaHRtiltmijuGtuiRRiftin  tuiajutSRtmtutnami

SsfdUJItilGfifdnuURfIJfn (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

- tmmtulW81S9GUmfdHhfnnHIS Official, Operative and Opera-
tional ’1tmtuttfi9iauts§2fa%tdithmsfrintjinnrintjjt39f§3 itfiui
MHHfnnH~IlcuHiatgIRmfnwtdimhutms — 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
tfinfiitdIHiswnanrswfntsIfnmntutftintdfiJfitinmHitu ptiifnthtts
tfntiitnstfniuiSImbtsis 4

mmncuHGIH sanuitcicus t taltnnjttntutultnsmiuigSsfn ttSamc
tfuJGFinT MGsaysi*tyticufngfnmmtiitfncmtJlaHtii?  Icfinragitius

. 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
tslgtimmﬁummcth«LﬁCl{;s ttSbhjBRnmjamHnmsfnnmwttSmsl
ntiSltn }n9mngititisHiGtjifninuHis mrifisim tmntjjfnn  mcitfi
nnSnsi  ffindi“nnyitu  ranuhcu  afcmnwuntmfinm  nnnsfnn
maws rntHfifgI’Sfritij(iss rsmwmfi satftffintn tmanmimrarafa
tmturrutimtuiaiGsa d tiattii UGfri :

9-fnntjimftjb

Ig-miratjiSfitjiHtm
m-fajufijjcutfntutuiJderahthI—VltiiuslfavjndfiSfaSismms ttStirnBmjfu

ItiiST: aa tficysa 1

(In setting personal goals, we should consider our priorities in life.
They can include affection, expertness, 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 tSHjtgtHimtjiRngQtjmnjjumtncuttJItslrimti
wins i mjfiuymHtinttirnittinuHutiMfiRtjiitnMtStufiHfijSMH{ifrifi
fnittniuMUREUR i tfroratns  satiRWRfnQSURmsiHBtciismifimmH
tssmtfun nfmfiramHiallRHaHTCtBjftnna i1 ugffinHimjjuGfitms
tihhnjn tBHjtGtKimmjfimmmmsnitutjiugmfiTiGs Smsrmi:

prantja i taltnalSymjMtBmifitnmHtfitpBtBjmawHTCtptna

(Management by objective is a method and philosophy of
management used to formalize goal setting in organization. The
employee performance appraisal is a measurement of 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



BmpsES 9.0

* gsfssrfUsnn

sJigfiEssn?
What s Leadership?
mmntifnmnnn  Warren Bennis HnsnStWFftJTIMn ** fnJfntI58StjlHn

SnaiHcmu"  mautnmafHcmtnfi - cntfmciJdtfisjScumftfritiJfijaH aanafrinwitja
mmtgfrrmiitncsfHnunai ttBwH8HiIG£uiBimrasyufusf%iapBnsn gum:
HRBnmRt4iHnssni8M{RfB!msuifigfnriiTi?UiimfaHafnn i ttJmSm uunSm
IUfaHgfnngiaspffiHwmsltraRiuifnntsHfiwnsisiatms i ani: HnBnaitituafmj
ttuimmentutinnia tuCutssRIRTffrmntjiGu/titsIfiarificiinnmtnaMnstjtsn 85
misimstu wmtitssRHnyinnmntsMiusiuMftutiuJimttjimsitmRjfmnBHjfnj
SnsitijJUHIacuR[ui:ujsMitjiHSialnalwffifinwsi luiHtncu aaBann tjcinmnta
miBRaintMRnRimmntatj?fifiyMtiB aaBlrifiaHtifnn-fl_nuaaimi

tfimnnitljmfijljl “miBnsi (Leadership)™ Sti "mitFUIF4(Management)
(RitnatmjugiHyiRTi smmsutjimtinjnmthffitRmBimujngafcnnBswmffijgp
Bmtamnjsittnnss t  uRraHifiHitsmratjiHRBnaiHmimuitiiHaGitnGMRtsIRa
RmspuLRa ymtittiaafnHtmgjm i tslmaGtuiBSMfnHmGaatgjmfiamnjtji
Bnai aa mnjtiitRULRa t
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miBnai mfttknjijmjtsmnLmigncmglttUMfiHmnmmsuMUHEuU  uljih
tSjtj? t2HjtmranmRtGinHHISIIJHRB(i3it5StjiatiJiumjMipQR't iBHjmuagatsl
eiHnBnsiHtuiu  HnffjftRUjgjn"raOicudiHtiiLntjitja RftnagmnssatjiHtu
cintK HsIRsimmcnsumcu  atatjtasattunsnGEtnmei  iBBirmfnmnmmGMtnfni
tBHjgsnitnsahmcutiJl  aagfiyatiuraHm  {UfnaHRt3taimHHRBnainHaHis
saistun
H3Mj[RmmnaM9Rfnnt2Hju!Sfi  aaggrotnaafBaimlamntjiHnBfiai i
flitjiMHGTfnnHuitScugiHmiafrniwfipsMamcij itliraHnBnaifnftnaiGfjtaR
itSniisImHHNHfTInitijti“mGiiiGa  imnjfimticftwffistuntfimjtrmunjmifijttiti
uinai HnHnmM5ss9aTRHtRtrisfiS3HGnR8iamfstinffi abfnSnmtynug tGginm
tnJtRntma abrnnafgaifigatitjiltimatjiHUJHRutt)ifnHgibgriuiiuHSPi 1 mi
njmtigffimrgtuaiasatiti;jtHitDHNtnamnjcifriiHiinmMdaMj < “murofijmsn
GRIlvNMR  ttufiSINUtGjitnmutyutiRISYytLUfigntijtsitcunnm? fufiattriff
TGfrufmnrimglmsHn2nmufiJttji?iStij Hntji*nmmTuJSmucungtifnnubnj
{ut™dstmtutitunmmu”uwnmjriajtnagfxtncutijl - stigfiysrrownmfi tnemms
nmRatitittinHhmwiuMHSMjac/i: miajwSti  fnjrijsrrag mromn smeutm
mt/na i
o  mTiptdtptiRt "mnLuujifiisfGSOTSidjt39JH9ibGatnsHSfiyt3tymnn]tfnfu
luiHu utstjinimnujfimfinatglaaitis:
tifmiHtiJisinaHijmn Miua afct3snn hHicSatgsijiffitinugtamJiptijptipiSa
mfisingi3?fitjiHtiJGstnsustHsusMj ii  m9t~gtglHN(RU{pt3mm{pstgrriJ{pu

IpmglttuHaMii  HawjmnKiBmtijgaigldiHRijsuiRtiti*tnHaQitnBfiignBnariS
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tnstuMgfnmmstg i ug”tutnstssmtiusBisfdHnfnn”Ajn]" m{Ujp&j?isnnnsl
woHnNStataran

figncu uHisfnnRtJimnjfi|stsIRbimHsratsfnntjiHNSnsi i Hntpu{Kfc
HismtmgltfmRBREn tuMSitIBiontinmai*raHgmmHiranmmtupMrifnnj
igljiSfrimnmtin samtinngjufiinmfit figcira u fnamnRtjiwgfnnRomigiMm
Himitmtin ucfitaiusraMunni mmn  njginnTuifigissfitjitiigtscuiSHNi Tm—rafa
ttSaiu[umHtnjt3tGmniyfifitt}439tgjfitjitips 1 HtgiRgfIBnmtSImimmnffltitn
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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
of 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 of leadership determines the quality of 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 amanager without being an effective
leader. Several distinctions can be made between leadership and
management.

Leadership is the process of influencing the activities of 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 of 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 of 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 of an
individual or group. This ability is the result of our power, which can come
from any number of 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, with 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 ofone 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 or 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.)

What Does Leadership Theory Say?
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Ideas about leadership have changed significantly over the years. The great
man theory, the first of 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. Modem theories of 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 THEORIES

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,



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 of 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 of the subordinates or the job itself on
the success of 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 of
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 of 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 of 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 of
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 of formal or position power 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 must, 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) while still
offering direction. After followers demonstrate that they are willing and able



to perform the task, the leader should stop directing but still offer support
and consideration. Finally, when followers are high in readiness in a
particular task, the leader reduces both task-related and relationship
behaviors in regard to that task. If followers assume additional new tasks,
their readiness may fall because they lack ability or confidence, and the
leader must once again move through the cycle. This approach allows
leaders to handle various situations that occur in the workplace in a flexible
manner.)
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W hat Are Styles of Leadership?
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ufiSItfIS (A leadership style is a particular pattern of behavior exhibited by

the leader. Most leaders have a style with which they are most comfortable
and that they prefer to use. Studies of 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 democratic 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 affectthem in
the workplace.



The free rein or 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 atjob's end, but for the most part they are uninvolved with
directing or controlling tasks or employees. This style can be effectiveifthe
task is highly routine and clearly defined and the employees are skilled and
responsible in the performance oftheir duties.

Although leaders have apreferred 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 or
personality, skill level or confidence, and perception of others. Failure to
adjust to different situations can limit a leader's career.)

What Are the Skills of a Leader?
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(The leader's effectiveness may also depend on demonstrating an adequate
level of skills. Fortunately, good leadership skills can be acquired or
developed. Substantial research has identified three basic skills most
beneficial to competent leaders. If 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 of
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 of
to management. Planning and coordinating the overall activities of 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 ofthis 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 of 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 of becoming a leader is being
an effective follower, a role we all play throughout our lives.)

How Should You Follow?
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Stn  tt/innmsHsiRfHgtmsItMjmmstg i tgfnmtipciucmtsg”HragRipuuiti

tfirihuftjstn i

(Lester Bittel and John Newstrom, in their book What Every
Supervisor Should Know, 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.

Choosing Compatible Leaders

Ifyou 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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If you are an aggressive, hostile person, you will probably perform more
effectively under an autocratic leader. Such a leader will help channel your
feelings toward constructive ends.

Ifyou are insecure, you will probably depend on your leaders for guidance.
Such leaders should ideally be autocratic.

If you are an individualist who prefers to work alone and if you know your
job well, you will probably perform most effectively under free rein
leadership.

Robert N. Waterman, Jr, author of 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 of the
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” will
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 ofview. If
you need more information to do so, ask for it.

2. Approach the project as an opportunity to learn and grow. After all, you
will have a chance to hear various points of view, see different parts of
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. 1f you believe that the project is doomed to failure, do not sit silently.
Discuss this beliefwith your supervisor.)

What Else Marks a Leader?
ttjilnfisimgibgptijtSnitanjtnaficinJimnattHR taltnantritjinnmiHajGsa

isimfinjumtiiuMffncitaj'ntitjiHfiBriaii t ntrimtitssimna: mtmnnitjsirii
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tnsHiuns i HiimmaissRRtBmHRrimmtjiRSmraMLRHtjia aamimcimRiitnraa
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mHtimnSnSILURmtjirULUMSmnHtn ( 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 job
functions, common behavioral characteristics, and certain attitudes and
behaviors.

FUNCTIONAL ABILITIES

Early in the research on basic functions of 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 Jlabeled 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 when 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 of 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 of
getting the job done.

Leadership Characteristics
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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 judgment in their choice of action.
The willingness to make a choice after considering all possible alternatives
is essential. Depending upon the complexity of the decision to be made,
decision-making models may be wused. 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 of 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 must be able to influence others to produce good results. In the
climate ofthe 214 century, motivation of employees will lean away from the
autocratic methods of the past toward the new style of inspiring and
empowering employees. A good leader recognizes that people are a key
resource to the success oforganization, 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 of 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 of positiveness go a long way toward inspiring and
motivating people. This is an important part of being an effective leader)

What Is the Future of Leadership?
mjufiaimtstBmsmtji to pnngiu miBfisitnHrouMisMjm siarmBnaimH
stramraicui ~ miBnmmmuuMisfjjmmitHiffiHfiEnsinanRtjitRgRtritgtnimJ
BisratStyMnBtmracisaftfntiJtSliufijnmEi RSBtfttmnBtflrowHtifnn itntu[Rf
GiRBiuriRgifisitMQniRfmitsis

mmijJtfimwssnatEHjtmffiRmfijRscmaticuRHimufiinmfn Ttfttinsjn m:En
frraral:mnmimni9jtinj

stmfimfmnasunmmglmHmfmitfirityaiuMgimtn
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HRtnfgjBHjfnciciiunMi 1
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ttfitufugBstuu ttfimstiuq)mnnimjfiGJ\/l3iS9f!11imthyrnt3njlc—inBtgtqujfnrotrir@

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. Transformational
leadership, on the other hand, motivates followers to do more than they
originally expected to do by raising the perceived value of the task, by
getting them to transcend self-interest for the sake ofthe 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 of transformational leadership. He
feels that leadership skills should include the following:

1. Anticipatory skills - the ability_to_ibresee a constantly changing

2.

o

environment.

Visioning skills —the ability to induce people to take action that
agrees with the leader's purposes or those ofthe organization.
Value-congruence skills - the ability to understand followers'
economic, safety, psychological, spiritual, aesthetic, and physical
needs in order to motivate them on the basis of shared motives,
values, and goals.

Empowerment skills - the ability to share power.
Self-understanding - the ability to understand one's own needs and
goals as well as those of followers.

The majority of 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 of 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.

=

G W

N o

New Leader Characteristics
They will have a broad education, maintained through lifelong
learning.
They will have boundless enthusiasm. ...
They will believe in people and teamwork.
They will be willing to take risks.
They will be devoted to long-term growth rather than short-term
profit.
They will be committed to excellence.
They will be ready for change.
They will demonstrate virtue in their integrity, ethics, and respect
for selfand others.
They will be wise, giving followers a chance to look good.
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The effective leader of the future will optimistically embrace change
and will continue to do the most important task of helping others to perform
to the highest of standards)

* (Summary)
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tRHStHStjIHRURSI1 RIsBRmRtjipnSUgHmMtunlJljnftflISiroRmRHRNFfiIIRJifrffi!
WTiMHRitii -~ tSiramtnssiaRISMRrifEINfffiiftBHTRiUIRSFTURMBH  satitnmti
tnm umtirmdiufjuRtuianjltiRjRSisltjidRHRsi i

H1BNUfmSRIBRmtti [139R1t5mcaStSCUTRItISIRIFARIQSGGHI : RIiuRSl
{TIHIWUHRIGUIRUJ ~ tUU{UtjIGMRmj SaRIHtUUpRfUMf 1 HRG{RETIRIRIGS
GisnufuBRaitiJiffiisTRfiRi  mBiGRiimmitufGMifMmMnRtRtumtHimMHTMu
tifISURJRISESRRSRIN 1 HRURSItSHItnsrtUMSRItIRAIRHSTRSBainmtGRIStJ
srjjs: IbsmRgstJifitjHSfj] * BsinjmmssmGsgra stiHRfgjcis RimturRi}
wibR ugmfiRGsmmiuwnfsRRtnfiJstiRSIJHR miutinsunmcutcuRUtrii  rijwirp
gfrm sRRirasmfMRji ruurr SRRmiuim yiHSafnj” 9 IfnHLWfim” ra
rwgRin i  HRBRsitSnjuistfjiRSmstiu”nisffaHRRinHstmtftmwjttfmronnji:
samRujmtm ~"HgiaRItmtidtSnitJiGnjiGMSiaGtmsRiiBRaiitSnjRisLUMgfnn i
HRuRsisitncuHaiRRsts msRint{U{U£utglmHfmsRmifi [RHgimgRinnjRgRGR
HRRi{graHmtmm|GRiGumvrasftjciiLmtinthgitu8§}UMcmiR luHjftRtintjsm
raw[Rtn Hnfimnisitiftjfifni BnmigmTShysmtuttiHRSnmsifimspttmmnisf

GJRNjR[IP:mSItutUHSNTintH1t1JtriSrnn{U{UtU ( Leaders, people who influence
the behavior of 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 of concern with
considerable research to define and identify those traits or behaviors in
individuals that single them out to be leader..

Several distinctive styles of 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 of the situation. An 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 of 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

- 237



$n$$Bns5$ne 1
Appreciating Power: Positioning and Politics

A 1w t> n
tihmcimmG i HtimGgiiigatsIsarnitjiMUJHfiUTmtin titfmnutimM
URMHIR9 UUJHSHffi5 1 HIimHHIGMUISLULtnMAtUSEITIBmtjCU
TRUTRftUntHSTRUTRtt St3tuItU:I'UtjIthElIflgtSidei3B’\figliinJ?{NSJUfiJ[ifitti
(Power is our ability to influence others to do what we want them

to do. It involves changing the attitudes or behaviors of individuals
or groups. Power is exercised by non-management as well as

management employees and by people in their personal lives.) 1

HnmnBmtHimtffiiJsftmGjitjiffliuHjMsiGRGfrutns  nfiturnGfitinwa
tfnracunstGmglticutfnroitilJUfattutd | HnfisimftiftssGiSGtjroufcnni
M H3IMIHIROHSHIGHI3BI2tiISSIPii3finUSIIR}3BStCI{IIUGHT3LSS

tiJimtnsHwnGgsisIpiHti tmmsamnGsBtiHnmmmtnfijfimjs'i yG
|

mntpttdiwHamti[Uflm~tULuSgfrin >shtpHtglHIitj inmIsSmts

LfISgmnfimnigmnsst3jfioHSfi3}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 of power. The appropriate use of power can be a strong

factor in how_effective your human relations skills are) A
figncu sbiHtiniQinstuntuirgfdmthmtlimtgjn i
URnE3nitt5atStt3cufijf TUHItiiHN§t9t5iMm

Hngjmtin tjffjunutinjfijinmR % tjaMjHiR tfiftRtnaHamcriLtinfi

gisiHstfiiutacucimtimHmscugfnntjsEignnncuHnais (A fine

distinction exists between influence and power. Influence is the
application of power through actions we take or examples we set
that cause others to change their attitudes or behaviors. People
must possess power from some source before they can influence

the behavior of others) %

timJujsmRjtji "Harms" tRatmGtHiturrSasnRmgiarugSfrifiHlgtna
rawfi i mRTHtinssstititjlfmufna miTfifinan] fmfmiwati mitna
rafma miramfiHintmictjuj abmmS$RuS tRtitRHiataltjiutfmm
ahmnjHtunB 1 tihmwiHRggmnHatBatftrniriRgihjastuimttfratG

tmratJRcijtii ttpaH3GruBRMRjitfilamm 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 of the
tarnished image ofpower, many individuals tend to shy away from

learning about and practicing positive power) 'l
HrwQmBtjigciaimtimmtjigttjigi tslsnwtSwfifRftnssLutmmtmtiitna
{?’m[Rf 1 HrunG3htnaJ[UMgfnn8fjotjRt3ltncutdmmniu[tnMmM{i
H3[RitnstRMtamHcutt5ra i mniutjjiMHtimBnitnifiltitnaiBumtu
Ryw frtitjigriSfiai MifRReR) wgHLNG atirrm&ah  Efnmut
GuaogiatairifnjiHiafmKMsiaHaHiGiGimtnatalnB~Rftimga



Siihjltji: 1UfdHfi (Power can be a healthy, desirable attribute when

channeled appropriately. It is most effective when its use is not
obvious. Positive uses of power include influence, leadership,
control, authority, and direction. These strong behaviors are

necessary in both your personal and professional life) 1

- fmgsturnsHtunti
tsIRt3fmninstglMnmtrm;jtaiOl3377i smsquc"usm&ijn fnitucu
SidHngafimsHfunt3fjntjldn  stilnwimiMrmHsJti  fistitjtinsintirm

CHi3i3HtUUISH[linQJUfiSHfi (Acquiring some power and learning how

to use it, then, is essential to your achievement of personal and
organizational:goals. An understanding of the sources of 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?

- JunnuicutnsTRNsHiuntiHisGSS g @ mis mm$SmjS$ tu firnm
v 0
SbfTIIRUtytt|}i39 #1(There are five basic power sources : reward,

coercive, legitimate, expert, and referent.) 1

Reward Power
- Hnmmnfimfris RthnJOfrintinisfHHmMIdfUHismtuttifR ummttinjgs

JsldcuHn”sg i Lmmwfi
gmfo mn3tit& stinfiftimm rmmfifntoHiratGnommmiSnjtftg

tpigisfiiutlR  URtjiSmsytjfiJtimstyijy i i*ianmBtns[s6{situtji
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nfimsttjfuaismH ~mnrnmmMtmmsOTttimi&if&cufijtttitng  tjnt?!
mcinhtdcutfigptft i ts1”8 HtunQt9i*smt5His[g6 Mt "HtnnitiJ
tfinjHstnaimttBn  gamumtil  mncnitBInjitntntgl™tLfritcicumt;j

Ufmgfiymfnnms (Reward power is the ability to give something

of material or personal value to others. The rewards may be in the
form of 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
of an unexpected gift, an allowance, a night to eat out, or a trip to

the movies) A

tti tflinmimtji fitGtmmHmdratwhmJtrisnnfifafnirtMnRwmslgih
Twh fTmHmHtmuMHmmmuna i fusrfntfibntcinjtfiJhimtnsthfiQR
thnfnmtgfnHmtJciJtRtiiiitns wugntMtiimtiiatmsjntiMtffHiJiati
ggfuirangmfntiJtns i nniihtstuhnHciniGiuthgtssnhttimglttugtfi

tsifist6tugminantti9Hifi9tns 1 HtunQtc3njtRmGniri{unnntijmss

itnRt3njttum5mnt3cutgnng?ijfnnuhtGnggni  (Reward power is

considered the most important source because it places the reward
seeker almost totally at the mercy of the reward giver. Only by
submitting to the desired behavior can the seeker hope to obtain the
reward from the giver. The strength of this power source varies
with the amount of rewards controlled by the giver. This power
source can be held by a full range of individuals, from the
corporate chief executive to the unit secretary who controls the

distribution of supplies) 1
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Coercive Power

H[unstumtRfitt3nicimm|Ru6trisuinfirifnnntiJg8it3  atigtWHB 7
miunyjfittis:  mrotapmtBm  mifymmM  mitnfifniJimtaiGfnjvTu
tutUHSIisimsg samiGHntjiwitnitui: RtftgmtmarnaHturiGitfcinjiaBR
nfnraStiu§ 1 HnmG(tnRgtasmG?RRtGn]nthREn8i wtnmi atiHRtal
iffttHuinu i tslath  HturiGtEjroiRGrenicirnjuSRuSHjsiunatjimi
firassRU MiSTsIM,. NALEjfiffm-Hs Qi) URRMR

Ué\/q\(lg (Coercive power is based on fear and punishment.

Demotions, dismissals, reprimands, assignment of unpleasant
tasks, and public embarrassment are examples of coercive power.
This form of power can be directed toward superiors, coworkers,
or subordinates. At home, coercive power comes in the form of

spanking, scolding, grounding, or loss ofprivileges) T

HiunGiticiJtnritGninf TimnHmtnaHiGttuianmiditiifncitjilgtnstns isl
RiJRiiutSM:taj Tirrag'iaiunkfti] - tER)nmmERSisBbtfmRRntimnBR
sfitfirn tsitncuianjRiRjiimMamnBRuiRHiafrinBsiJ fnciStitm wim
GacuytngriHficugStutamnssinScmaltRuaims ffiHtnamfigmecitii

(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) A

iI&nsthtthmun  tAstsifnniutpfdHtIJTiGjutfistsgRHSHitisgcutuFitnsts
tsiInbmmmfamttnj

tifnigimamiMUMnN mihroptmjmunmgti gmJHSfpmttmoiu-iH
ntpsHmrit;tUtngiS§Rt*"mJMRJIOFIBRHIdH13 (However, open use of
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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) A

Legitimate Power
- HwnmiJemnmgjhnGjiutnsLUfinnitis: RsistsIRhtiimtmtimfitJhiun

tsinhnhmn I ptnstnHhigHiIsHtimGtssGt*"hHS|]jtrisujBihus
TwmHRtpuyiaHRmuiRgisHisHturiGtsstL GstjiattJtnsjgntiiHs uhr
mGRtgratsIRtghRt*a i pfintsHnjriGtasriatdRgihiMhtgltcSitim-
$ [RHtsIRhHtjRici shMganmGmfayRtuRSEImctsIRhitistttlcutrig

HtlfTItiSIttHfihsis (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 of

the individual in that position of power) %1

- mstmstfttihticun tdimfiiinfiHﬁfitnsejmstrit3tmaIF§}hHio3fnmm§ hs
matnaamtii HRmGina&IHnmGtfthHawjttlwialtLRiHgagitiHMtais
tg t ggiumuiSGfri RhwaMsmGifMtihHmtHimtutnajRmnsujJim

CUBREdRIajsat]JgiCItUGCURDfriRINIIRHIna (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 of the

company to present identification to enter a secured facility) %1
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999j9lggegjgsg”99gjgjgig]
Expert Power

- HtmtjtStutnntmanfnnfisim TRmglmsltnmdmufiWwHinssriatjmni
antsfj mwiiuti stamcitjjifatmMtwHHOj * {tificiH[unts[utfigtasts1
tnsmfnSitufmifimsHRnittinfistfitsltcitutun  tticumwisBataistna
MHHTmiHMSmtMbinfiifilinms i {ufintaHnmatptfigtasHacMtjri
tecutjsmniitt diartmstgt Hwnmssmntnatnuffiticijfitnannmmifi
atuHRtjMtjtungjgj sagimn ggitmofi ialtnromtfitalnbHimuhnxii
miHaratfiR yRffingiaHfjaatflaiRHRKriHmitiitjiatutnamHtjia

ttiromamnflst& m&nsmmst*timSa (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 of 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) %

- : Rmmn?itnat3ItTprimsmGmit4btdy

w O
ggunmfi ttofri  HR(RftminHfiBfi8iamTitS[u«i8HtmisSa\tjifti88ia
IH"amman tsltnraitftmHfifRftfrstfinffitfttHmumatimaSa&nlijmi

URLtT IfijatijtUHauttinjmi (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) A1
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Kswnssasrje

Referent power

tmm y{filcmrttssmmnRtctjfifnngififfinifiGHtjin ynjntimnttmtjicij
VBqucutnsmnmtums I ngjinsraj’) HRtfcmstunOT  saynBRsi
fmwmittinraisfigcicu  yntymsuiHi]isGO9mt5Hisfisnnjts1tiSffjtinuti
mwHmMt3fUQETURRImtii36iHmattti4i?iSmjuwHSfijnc3nj8gttnjn  tu
ISIstfltCIRR Bill Clinton GISinj1HafnGyiltIGIUIUEOSCITIfifil{ytnSIGUR
mtjira RnRnmstnRudHtimGitinamfjmfissmmsftriGiiiinttjaturitii

ttiICUtSnJtnamuaftsIRtitftIriltriStnSdst*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 of
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 of power?

- % yufingihtastfimgjtitfi
tuntUi:(tJHEUI3 (The power sources are highly linked. They tend to
occur in combinations) 1

- pnstamtinutj*RitMhmninyRfayiRD instuntui:8fagitslmHRria
fnnaytiJ9 ttTimnh nmmRmwygwyiR tslttBLUfimaHturitsmMHR

mannrnc ‘i ggitmtin ygcuHraGaattinjHiaHtirnmafnnfimnisM”i
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tSHfn!ni3igftjisgsftumnmin{fijnrim AmnmgtjinmnmRHiaHcunts
ttinttsra gtsmtsst4Utdj H9fiyit3tursHnjTiQ utijiu8wmGHisH[uriG

tSFrTIS Si3H[UTItsuSfiu6t9ltnJHfist9 (The type of behavior response

from individuals will vary in different situations depending upon
what the receiver perceives the power source power of the sender
to be. For example, individuals with a high degree of expert power
are usually admired and respected and, therefore, have a high
degree of referent power. Similarly, individuals with degree of
legitimate power may wield strong reward and coercive power

over others) 4

HismiipHfw unnHtimtitJitfpstafijimHGing t m(U-B{undaHuB

tScutrtafigntuGititRSjtmmsfncifirng . gjiti aiHtita 1 ttotScmSm
HnaamatRHiaHammwmtin-

mwmW tf 8i3thfitaICU§B (Many combinations of power can be

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) %
tasmmamnrapM TynntaHtimiiraMtmtiiftralBjnritn mHfficifcttfri

I nmrnprtfl

| o . o u

tnafit*tirtjiniji [tinntaHiunBmfattrttiitnfag 1 UjHjun/jsRaRjyfii
gnStstfnaiBfidi HRRRtfiHawjHiaHrunstiRpnEinja HRtRfiRtfp
(jiMtufintaHmriBraMHRtfritiJtnaiRHIRfuSEi i (tiftsfirawicutti yinn
taHamtiHKJtimtSmHRma twtuyiinjjMftittHiffifflaBfRm{5pM
tpnmBHtimtjsninms | fnn(S(’\I\/I{UﬁrnaI—IturitS{titugiatnata ymyj
ynMyiRfitaHiunB i*ffiHaiptniuiamgtHitijanBjitnaimnHwiijmM

hr ttamnjaiatgISRtRRLUfimaHimmSfUHRRRbtnatiattii i iRituw
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ttlitI1SHNf|ISI3sin]mfiiHRtSifnHtm8 (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 of using each of your

power sources and develop your skills accordingly) A

What is your power personality?

- pnfimnjrgwrfiuTiurjHtiJGSstriafit{tti mmyTtnwHtimmuftiHswf
:c*nn’\msrgfinmeanthmtint\rigiivss RingiRgIrTInGHfriR ~ attrana
njptuirramBtiicuss*njibRfnsim I cuRtimwmBgibiasHigmnsfdfTi
riHSfjjitnmsIHSfiiftnn tanirntfriraHisyRfuncuptuiusHtunBijSsu
H8i99yt5tji : HnramffijnHtimG  HRggnjtnRHCinre  aakjRtTMRuyna

HtliTlj (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) A1

el 1 \

A nmfismfimGnimtiHraiuiwnmjgsEUs&]j
jr! aafnfitjiHnHfim ttfiajHigmiHnaHatMnjintjiHmaarnngrniMnG
GRaiai aamitisfilntu ytRfiptgltfiffjtmutirawHri&tg i HRtRmiw
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nHommifjiptuRURmMuSfUHIR ttliffitfigigIRnmmgmitfiJtSwmi

tmragmmftRHintita  stiiitJttnftjfis-ini  lacugfnngicusstjistmticu

(Power-shy individuals tend to avoid being placed in positions that
require overt use of power. They quickly sidestep or totally shun
responsibility and leadership, feeling extremely uncomfortable
with 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£yiStpS iRntushggtbtURfruggm
swig! ttSrasRsntSnmnLuitnMHtifriQ pfdnjtfismri3jmgmsfi
ttfitufmjHCifmssfd ~ usfdjigimsstnnjQRs*mnRiimhhriafnn sblfcm
hs tuitinnsHSfncitiSrfjanufiitifilHRuts i finiftRtjiHSfunarommm
gfiys:siiRSfinfi{tnfit3 iuiffitrgTgIRt"HRtijasgiasbuititiiLutiisaa
tftnstjini HntacuggfutunHturra HiBtjit3Stns§tnsmmsliciciJtticunn
SRTRfTIStnR{fii3SH1tlimaH8m[UIt3uRm tanjRIfsmtUtnSREUIMHtRjIR

CITIfiHtll (On the other hand, power-positive people genuinely enjoy

accepting responsibility and thrive on the use of power. Highly
power-motivated, these individuals enjoy controlling situations and
directing and influencing the behavior of 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

inmSRfrrarasuusHamstuiugmfiBisimsis i EqwjgiyisstfitifmMvS
IRmSsmfigRLfn  stifignwrafannjmgltdjpiftgfjitarm  ttntiisns
tBtydcuLmtint3s

ficus,gislntu_RLisfnfigin Ej i mn*twwHcimmumasntftm nji\i/\tli
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ufrim tintijmtH'iffiS'itijfn - itJimfmihHatnatituHticuHtifnci mrecuss

fttif SIstS (Power -compulsive individuals have a lust for power and

are seldom satisfied with the amount of 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 of power is
destructive and intimidating, seldom benefiting the organization or

the individual) A

shHnsscutunHtunGRtRffmAitfi
EimalRtimtinmwmfiJinfcitymSmHiratnsfiwjmmslintifrninf i trait

ggrotnsHwnmglfnH9tnmfjficiujficimsi  stiStwnmmaHtimslIfiti

gRtSfiltiHIS UHIgHiaraMStua (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?
- mjnhrihHnjnBRttStnhjmjSfmimtiJ tuiramaittriBHnmBfimitewtfifi

t|[13ttfiramattjBfnj 8amiHafRatfntijtng(RH(Rftai5tdi « uafiijssmB
tnmtniHHiBHnmmsIcpfcfniimtvgfcjflHtunmul\/!%?auftffiHalfowsa tstiuin
hHafajsstgjmijucfitJhacuriatgltngiRnrinituitnBaga ahtthtutnattia
miBjiMcuiM 1 mjRfma aamnRjiHnjgiaHturiBtinm”~jtaHiHtiiRi}
tHimmafniaiwHtiBjiMcmMHfifnittnsgfniaHnmB  BttintntmsHiurm

SttSHftttnSHfUTIt (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
ttiimmimnBfisntfimSmtffum GtfnffissQtiggmtjismmnmls amim
pttmtisiamBmtn i fniggwtjiaitjifiSmtiafnra™ftjistHREItti fitna
tgjatJJivifnnHfijtannfjtuna aafnitsnji"ftiialfiafnaialolatjsmnjia
AHAfHtutaitticucunHCLIitStuEanMH A tgisitmaam HRRHIiGi(tI{tnM
iIGfjiTMtafrtntnsgmaKturiGHraGBaiBnjHSRattjRliunfifjnjria yrpr

dAtO{)utUHISfiantU (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) %

- IGNiMgGuaimtsigagmumu mtR||rftjistBRHRt(ppfihalRS&njii
teya]RHturiGmMHfi  taimIGfiiiifwgiatasaatGtfriRi*RiMtaitjiRSta
mMHRRiaiRCuruiSnina i RmtjisgmaHtimQtucutnsraSgRinmf

UnratriSIsGarmtlmni 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 of success.
Effective power positioning requires skillful planning and careful

implementation) %1 —
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Power Politics

oriented)

tltsIB (Learn to take

ttjifiSmustHstjifnmtjuajtsis’g

ttStiHnfAISmWtattjinStUtna (Success is not as accident, and power
politics allows us to develop opportunities for success) 1
mHanrtfrirMntiGRtBtyRt aitia:  a’tiaj*a”HW MgtmtiRttuRtm
WHjfj fnatiiRGH nmnfdmtnRticu  ynmitsnmongtmstg i Httyitnm
mjmisaScutRHmmtirnstticuHfitnaTUijitaa"fnJHaffiaHaTRHTRf Spri
ysyjwnsihammfltii ¥ tastneatuth fiRtjifmHfifuarmragStitgRsiR
alantntxj 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

fntil@sfril«-jfitScuffimfn lgiBtitjiLUfintsHimGHmnjnitifUHfitns  tuitnaalgwuMiticu

nnditjlQUh (Be goal- Hntgftiu*Mt3tgn{SatufiniaH(unGgiat3ii (Know -what
power sources you' have and how you plan to strengthen

them) A

gptmmSfmyjtitiJ fliftummtrmfiwaBattalnamnBfijfiHf'nci aattsfmwuBtift
(Show that you are willing to take action and make

decisions) 1
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twtiinm G jitntm SH j

tGtHimtm SfutiSm

(Look for ways to
become visible)

GIUthIIl-I sSttUiatanj

GisS%—ltunG atimnns

3ft (Acquire positions

of authority and
knowledge)

HhfgjafimniLnuM tu
ginghtdcu)@mawHu-

mfIGTOIS (Develop

communication skills,
including the ability
to negotiate)
njstgm jM ntsSfi

(Learn to make

decisions)

Hhfgjamnygitifj

(Develop
commitment)

Utlflim (Network)

wtFGgmiImnalRftmnfcmai ahMnyfnnHtiiGaattljmgjmdnj

Urnmfmnrib 8ftMHRfnrmUMQgfl (Volunteer for special

projects and other activities that expose your strengths and

capabilities) %

fnilRU[fibGatng3anHtrisaanfSt3H[ijnt5 (Controlling

resources and information strengthens power) *

tasG Afim nggn ibM siataintifniwnmyBmymgucTifu  afttisfig-

CIEUtCUHRutg (These skills are crucial in learning to

persuade and influence others) %

BnHnucrn8imti3fiiHnGd[pciiJHH31 mfyjtmHHStdimynate

tSnjtms nflmggwmafnci{GHtRi jnGtjgfljgdcuHiijinmmssa

tiftinjialttiH aififi (Think through issues on which you wish

to take a stand. Taking a stand just for the sake of winning

and being rightcan backfire in the long run) %

utnm?nHitn:fnjmtjiGfi  8ftnroift$3s:mwHntji HRRtjngV\ﬁi

trmnm alsiftf_tftwss

1 w

ttitmmynmrprmwwsa i uhaumtnBhfli

JUWHTfiRGvitnafnnCUfimglS (Show through your

determination and will power that you are committed to

you cause. Display that inner drive that shows you are

dedicated to excellence) %

njatnm ifrinstitjiH tiJstjyR Eutslifia smmlifiTraBitnajjnfara
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0IQ

ttjstfssfiiMtnSntnti

(Learnv how to be a
team player)

mEfimmnjcifmj
(Create a following)

tipmnMHmMtinsi
(Select a mentor)

HATSTIOSRQANSSIMVS
(Develop confidence)

HiotnanjgfnnfitnHmmtnMtJtstmtutSliraMHmns i URtugiti
tmsjfiGtjimtns HmsInfamjinu sbMtnRilh rntmtutiSm|G
fmtfItBmtSw  smSmRUGtmsfnjnhmmwCUHitstjmHRnfmh

ftiH38finJWHR A1 (Learn to call on individuals inside and

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).

tituHRtStgtmmwnmmemtUmwnmfi i SsTRfsiGmamnG

GgjfnnglHnStgtmstg 1 u“mHnHnujmuriwtJiLuBulfnn

(Help other reach their goals and objectives. Do not be
afraid to delegate authority to others. Display a cooperative
attitude).

tGsgtftHRtnsmtBnfimfiBRgnSifiGtmsHfiStg  itfitmutfiR88
TRipurafaHiuriGiuwsatmratJifjmttistsistg i~ fninwimm
tniRstjiRitfintm gRGRsjialUHi  ati tnaMtuGHaatGimraHn

tUJpfill1tSi SltaHR "L (Be sensitive to the feelings of others

and be careful not to abuse your power. Establishing a
reputation for being credible, reliable, and ethical will draw
others to your side)

tLSwnMHafiytEJmHfiffiGgiRgtitmtiBfiSgjEH)dtuSfig aami
tnaaiSFUHN i gRRniSMnftiHmnjimiSfUBiamtinsBatdnajtm

tnm”™ (Choose a successful person with -whom. you can

develop rapport to give you advice and guidance. Having a
mentor with political savvy is advisable.)

MTHBthnStMtsmitjtiRiiiificmtnjfin: 1hSmnjraTwragiRgbStg
igjmi3tuaadtuiGtfnm[utmng]ts afmmcflgtnaitifiisa ¥ t§

tflitntHGiufniHnnHnfiainimMsamHiratMKujRBtniii

(Sharpen public speaking and other communication skills
that will enhance your positive self-image, portray a



9Im

(Develop  advanced
skills)

tMhtumfindiusmMHR

(Understand your
organization)

JiitngggutuRfnjgugtu

(Anticipate
resistance)

Power Symbols

professional impression through appropriate dress)
mtijga™NimgiGiHtmthtupruHn”s
tgR8gtdm{RftNRtjIMB1SQtmgHNStg (Become an authority
by developing and maintaining advanced skills in some
area that is perceived as important to others) 1

tgftnsQttingBhHNsMjsrigi  sttintOT  {unagingh shram
MHsiumMIitJSHmM  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)

[Ktofutfi stimaHnssHSMUjnraGRmmsmittPLIIfjHIUTIGItfj
hr YRRGtMjHRYjitjiRiiRNHMmatifmmratttfrafiinfitin uis§ r
?fntutnayjfi%iGuiRunRtnst![UHiGijnti|HRBaHfiRSRIJUWHR
§t9G?meHR*i uatiHR - IRRfsfrsfmifistitritjHiatjit\Stifaris

ffICItSIg *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)

satfgffinnjniuirHiiujmtinRU

tfisftnR\ranhsitttLfdt*h!th distil : WTmjnumn ultimas snmu

tSH[UNt5H13I3ilpiusmgt3 (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? IRHSM}HtIGSSIE3nitnaHtUTIQRCHt3t[SSHRIUH[Uni5%iatSS
uShjurisirru? uiSamnnyisHturiH tfiRinjyuawaimutSHnNIG
HitsfiaimSattiJ*aiatugfTinitJfjfHRialnamjninaislthumRHftmcms?
mStnmmsfjwijgiaHwsiamalHagiatnafiiRGjiMnrifijialsgjffi I
ytaHStuLtnRtJtrsRti  tgistfiuhaiun  RRiimemimuMtmitignftns
ggraitiafRsficutaaHRimaHtimmas t mjmniBtiHcisHmmsHturiG
al3tiffitt5STHiratgR1IfinGGREILAM25tIj  MAIBItIFU[UTL  tuiraflRFAIG

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? If you do not have power, will use of 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) 4

Why isempowerment of others important?
- RiitiwHtimGtnamtnHRtjiaaiRiitRutRbttJnjRntJtcimatDHtsIRtJIHR]R] s

9d 1 ...R Ita?RtiaifilflStnaU. H. fRIUIRHRS[UMRIRjg 139 138*1
RtisnmttirawrasaimIRcufimMfiRcmucffinms  RinGRIiiHtiGBRjRftna
gmmg1imRS8it3t(rnH8fmtJS i stitRSmSLURURMNUMM'itJSSHtu?)
RiftmmaisRiJtiguHturiGiglSsijyrmR tSwtRsraRamwm/{iSfinliptg
RijfinGGRifntatiiaLRHtRf "1 RijgtuHiunGHsmRiHitiJHnSigigRii

miigbr nRffitnaHSRintwcugtismticuGijRis . RiiticuHtunmasHaTRH
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tRmnnsSmmnutitGnmimrmtimssg tRUSHgitimRStiStmRJItrtRRiti
figHturra s» mififunStns sammmimtimguTmmtjtsitiutmatiatSi
iBgJfiinitHitiitJHrammimHsatnscugfnncunstglimtjifiSffi -~ tsinami
inn  migcuHnjriBtjnjHRujgtss  tiratGtmranmRHRALOiintsHtunH
IGYssro&jiRIR i njgRimsRiiticuHwnmssmftMmiMBtmsHRtiRm
SttiBi&mSm ‘1 tslnuMustSmHiISHRSRmtgmj?nHnujuimnuti!Gn
Hturrc !jmsln[nHut;;imtherfistJHisjriJI;!tifitt‘qu,ssHisfiIiersis nn
tRSauISICIIGRCIfItiINH  tHIKIRRY ISStFtHHRRSHffiiSSmtJS - HStRURUTIS
yfiiuRgiaiasRtnsmiHnniji vEatjimWiRI—jraiquiiiJiRHa itnuiR-tfini
tdtUnRtRtgnRJtjIStnniBR ~ (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 of
the operation of 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 of being successful. It is the giving of 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 of a community and

work is exciting) 1

W hat pitfalls should avoid?
- tuHRmGttptpwHtirnGfnstm{ps  tmsHnfimstglwtimfnnnflimw

Hntnsmstfisnu i . HnsfcmsH



HnmmuMHfiwsusmdBtgjfi luSrarnjmsHtssabtmsfitiJfnjfjntjttTicu
ttJluaumufnsiRro[ms3ng]a i milcu6sHUIi9tssuiSstugfnnHmifim

[UnStSIU)Hnmnfiri'SuHS5tjlunu (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

mstmstjitO TanmmsltnaffiunutjHtuGastgjti  sSromcttninmnaeds
fruHfif\jaHtimGi HaMjmnstSroGiitmffitRGwaBtisa tuitiiftisGmma
ratsiasiaginatSHjfGtmuiHR8tg.wtijiraGRtmsaaRtidi mmnfgja
HiunGtiiRiJcijennHtii i  HawjtEItuGMGtintntRjRnmRtjiHafijjttituHa
GiiracujHHsaaijRins  uliratimRRtiisiGGtmsmntnriRijRiattuHnSts

U ReimfiuBtfiSGHsrnmGfnunTHti3cu9mGtjinmHRS8tIHSfauntuG?i

(A number of behaviors, however, can block the development of
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

HnhIimtsjR rrmfsatjitjawjcmiBma satnaislm3rncij:tgw:HS&JH-
IHjnmHtmais fimGsamRuamHiunGrafGHR = mratfr&JGSsLcimtia
tGmttuRHtimGtiftraHBGIi3tG?Htijrni n[Rft4isRRgmjitjimnHItiHi3Hta

fibtuJ (On the other side of 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) 4
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- tpstftn§Gutjms™ jaH[mfiHmitnstfs*cnn)nj stffnript/istfna
mts i tRfrancRpE’\nmimitpfiiaGtmsrnimtsjs%JiHSthSraBmfi
Scusmcisaua tt/iraMBnjsatmbmnsitpHnfisifitttrn 'l ysagitiro
maHnaitintipnaRHiara9mntipfijnHt{tipfijfiJH3HN
sfi 1 mnjuprjHnmGtnaiuMgninut | fi53ltnnitScufnn{uuj)MH[imH
tms RArnimmpigfRraiatiJeufijnjtmujHfimtiGttncuufuta u ttntmsi
IUfyHntnaitjityyajGtKitaHiatpisgyiacuHnuts tuitiirrmftripiM
HnjnGaayiatuMgfnciBGnGyyEi talintutStufirftnssmLupfjuiw

RIfi£rU4tU|Uttint4SSIEUSS (A major pitfall of power gaming is

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
- HiuriGRYi£UHEIfngifiimtfriraHNnutgtSmt3cmtytiGtitfntyfimmG t tsis

utfttiBmcuHnmGyiaramcmlitjtnamfijfimtfity nynfiainjtjinGaySiji
rmsssuffin - aystppwHwnGtuimwymjmftmtPHSHiGHfitnafjriu
HaMjpiiuialfpumfimtiHMiaHiuaaHtB?) fawsiunmmifiHtiGttnnj
ttfl ay tfnnjuivifcmwnmtn

others to do what we want them to do. Despite its sometimes
negative image, experts agree that the acquisition and appropriate



use of power is necessary for individuals at all levels of an
organization if they are to accomplish goals and objectives.

simmsraumcuwia mmStrag cnti firntp aannitimtintii mga

Many sources of 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.

famfifASH[unG5atH9t4inmIsnnracunhi9 ! mmnfraHiunQ{|iftii8

nJtrainmtSHigf * tgnHthlattiamjabmjHnfgiatasmnnaiglaiJ

fTumriSfctijiwnnMHNAN attmtntmaHtunti ahaSmma
Hams i n Unu ttSmmQtna
fmirLermitjammstliV\ggitiH Mititusnamrmring i Ktanjfusismms

fTiiHNf N aHNmt3Ktiimittjjfafit3ittn?gimaHnxnt5  stHGiH'irupntfiji

HRtnai[SpEUH[UthSIIIQtIHf?tiHia (Power is the ability to influence

Developing power is not a matter of luck. It must 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 of
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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Change: A Constant in an Inconstant World

6asnrea8re6Rg?6qi888teasn ?

Where Are Changes Occuring?

mitmtpKtiiranBnhHcugislscifinrnitrimgujg t naitiJ:tcituusisOMj-
Isyactoias gtnaatoj”stamjtmptHstMattfitiBivit tgisutjimitmp

nfitnami
cut3imt3mamn5Smitm{tmtin HSMitJistsIHstsMSNBCTinmnfrtstte u
tfjitnnHcmujmtInnRmaginmvitmmstg skmaG&Gmnmfmacmfi
tiinjtilHstnsstnEitjcutuCiJJfiftGi  immstfionatasrj ptimunmfjufjfi
MiniaimcinjQuja mnsiaHSntairamitmuj”~jLwmsltnHmjiJgjaia
Mfncimm/i 1 fjiauKcu u muawnHmHiHuaStnliifriitiiaiuirtcinj
tfaujnutSiffiluSffnn ttJim53aiafnjtsjUGt3m:rifi{tnna sti piu
tSitufrmfiaiifjnumjtmunaistg i rnngttiafniMnufnnmgjRtji
IShntMHtij  iSnjtira|jH3Mjtrt3friilfgjaEfitiriusMriurnjfiSLHtJ!glaa
IGfinLMSujnm”~mujSgfnn Bbmnre[uS8Ei i RasMnu”jMiuaHUitg
mnm{utpnmSittimnlgm3 HMNGNjHaMjmtsHWGtujHGiann  sia
GiarnnugiGimsfnnmLmaismansntuGimIH n tncujaiitiRcunsmHn}
tmmmnmiuRtji9frifatjit}itwgiGRriHminat  miHaJdpafiainigain

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 of the many forces
working to change our work world:)

IStBtniimjim3
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Work Force

mi*M Uitjitipstnstnfit*aniinHibfnitiii t TOiumacutGmnsina
Mtifsijslg® gsmmiHtirifri3nGtsI9GTCTisMfRfnnmitrintij: ?fitutfa
injusa”sisHs ttlituggtuwitutii tncutfcvn8{GUR[Gonjtgsst3mSfisf
mtIHSGJIMtinMMmjmitni 1 RM”HRt3HjmSRgR1MRt3fniH{fif§J3
jnSn mitiivisunjTicu saRinnjign tpHsiySTnHRtimuRcuHiGuuisBn
| |

stimnm Stittin RHitIfnjantligigitnsHiramsiRtTGS msmiGcusfRs
nMIii31THISGSSMStRRGtffi91 tjIMJUHR  URRIJRItitUtfISEURCIfUWMTi
iIciptRIgnfTistRmsGgsRGtgiv ~ MntifigfjHntSnjciiJurimiirirgitiims i
5E3ithrriifitrii[untglirameiiqu}mm ttiraHiGSRR(gjtgptims,gitGR-u
URWRtutUfnGSaggfUtfilRStIRtjinRtuCUHIGEIRtUS = S3  wthumthcu
tgIRIHWRsimtufutRttR tiirimtjistitms i

(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 of changes foreseen in the

workplace, the workers who are most likely to succeed are flexible
and adaptable to changing conditions.)

Management styles

tnrm Peter Drucker tjmnsnSHmigfin “New Realities” thSinhqfi
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tii  nawusmmitifumsmjntittiff TOmtuisHti tiisia{RHrru4njsbt|9j
HiatiliGmMHSHtOtuniHiacunan:tiGtjifidtfittmmfmm  tticutJissfHR
fimnimititiLtisittisimGmmaifriituijtiiratiimsISjHRmStifijtna u
c eoi tnfistiritiJ|tifl iSmatfims{RymHtOTnn8fitnsR3titim3IOTti
snuitdifu¥ rcaifLsyswitjammRHiatuRCiattuRGtmaaintiiTEjicu tt/ira
HiBi§miw[HUMLHnjmamtiidimuiw I HtunG~"ftnatpHtiimi tuira
mntPiniM!'t3mMHsmtituutiit3GmGtG9jfiritla tGmitm|tjtnama

HIKI{MCU 1

(Peter Drucker, author of 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/CEOQO.”
He was right. The age of 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:fitHi3gfi5tglmuiHfridiTiJ atirrmSmnugri hr

ttiimdniHhmgdcuHNngimms”~jggcuseatgffnsiRGdbttlj taimwufa
rnimasttfiti! H R {pu”tS”*ymJ9jHiathR[in:it]iMJtns jntnjmua

iptitusiitmanm 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 ofthis,
managers increasingly appreciate characteristics such as speed,
flexibility, risk-taking, and decisiveness in employees.)

-263-



Work Itself

uBfpnMummtugfirtnnmsifnsrfHmmfunBHislsji  finrfftmcm
ttSt3nmnttiRgltffinHnn3fantditidt"s1tjiRyRn5frin£JitiJ3 finculni t
mi’\mgfiMyir\wltimtiRHgMjiuiRmglt’\ifTirtafitiffifitjCU sa twfiRH
itftmstjninjGttuntSb ~ sRnRHialgjilni  t tiiIRnnrSmnitaciJG™MnsR
tugRinRRRiraRLfmraRRtns {t"mttpiBfjsIGfImfMRistRtrisctIniuirtG
U?lr saysttiRRiHisSt RRRHiaRmragiRHniRistRtnsRiigsBinaf
YRWRtSniHisfimmtjiRCGifi i fgnustfinGs EtIGnfjnRtpRifiafimm
veutfis sti  fisifnsiRmGmgMBfijidQj.ffiHguGiIt;iG  ttIHTrofmfiRnaf

wmnmmnuEtfHisRinRGtfHsmaBimtfifisRMciRtR

(The evolution from Industrial Era to Information Age is moving
us from an emphasis on manual to mental labor. Work continues to
shift from industrial manufacturing and production to information
and knowledge-based goods and services. Characteristic ofthe 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.)

mHJJImjB&tnssftijSfitfnj y tMfinHtScuHisRnjifnnmsmTmffngrmsi
tRtj)RHIt3HtIIRtIRISR[infiR?GIG§TRIfiJIJut[ljilRII 1 Rtirifift MEjJRGFGRCU
thss URtuRRistmGRiifuRGrmfigsiasmR!)-! MRHRiciHsfRRtRIimNR
IRmSssfranaS I"m”*UJpMSTRIItj*"HNitWGRMqgpGGRtgI"JURWR
gingiufnm~tijfnGtmgltns mmtnuGsiMHgsMIsmmsjmnmtn

tututrisR)nRsgitiigjti9 i

(The need for improved quality of 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
Auasia”raRtjatGfni(REIfi9EijtHnJtramfniidii la  nlfijracutglini
tjiiHMsiagjimtatuHistsIRamgamjaijmranHS i gasi sddcs rhl g
MRnnRtaatGRiiaiitjiHsitjiRmfjfiJiRtulgncijtu Comeiiriwsp) ttftR

fnjSnnmfdsstgitcufrijlJfisnamsm8mj 1 TnHrmtiimjwiwsp tns
tSmi " trhmjfriitnsjfmSnith firius®"nGSRRMNGITiytmmsfmmifrifii

tnromtinmmn 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.)

RIfIRGTTHSTOCISRHAIRHS  StiUSrinTSfRUgmRgStirauStgIRISRTI-
rarotu Rijggcutnsnfitns aaRijgmRgaattiHMuRmMtfimRnjKWRNN
RinppMHtHCU  tGSjHIGgmRgsaacUHRtGRIJtJIIHUJRIfililpaitlimR
TSlggialRnjtmRnaiuinncu'tRumsmg itimRinLSujtMmHtutmnuyH
timiGimlIHafRiJfiMGnstiitriinRtris la nojuLRUtRausM} A riil r
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|
saustg”jHisRisgiMRitittinfimcuiRi
(Advances in communications systems will 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 of communication
will continue to change the world)

Who Change Organizations?
- mnmmmftjiismSmGninmfintjittSstsIRbrmtJS ¥ TUfinsimmsmms

HR mninjumtlsRir stJHRtuRjiri8it3iuritatufnG{RJtnaficu’\jigRiiR»a
VWMISISHTRUIRSAGHTITM Sti- UtGRtgwmmuJmmSsRIMOR'ICIR'1iJIf 1
tjtatssigfR tRHRiiUiimftiM fn fRftRmSmmaittatiJRRiunttmtiR
mmRVSRrius tuFjjHGttuiRtggjuJRURRINtjrjfiTitJISHisRifiJcus*! pens
IRHTURnmHIR. HRFRUTRiJIBSTutgigfRREIHRLGHHR HIRnnsIRiI
witjagtattii t R'mRtratfigtgl fRftnsHsiRt itiiHRTRMRaijiRRtuTini
sb rmremtum. Bhbrnitfcu

Hitiirrc i

(Recommendations for change in organizations originate from a
variety of 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 of 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 ugrormaMn CTarniGcumRtiStiuijmnmtuig *
HnjfiutRatnnsiHAmnmujijifitjiH. - fitGtsitnnmm - sattfitimujunm
tanjfnitmramBfjnG, la eitlssnmsstucumnciai uRcurnGmami

ttmairafijHfiimitpa * afnH?GwiiMtt3nithamnHG!tum yiutJGiuR"Ri
W3t{uu*M5autnljmjti*summafuriTi  lamiMUGGRtuCiiaiScufnnG

tramiHaiwh siaHnmuraa la ugS r MinmreinamnGmnmnn

(With 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.)

nulsfmTMtiwHfunts anSR'ul:inftﬁidnitljhvsfmjggjrasivv'llfyif sti  Hturrc
tSt Mg RinmLUHisiuMgtufnn ¥ nmriJagm. Ifrm,

fmtfdttinjfyudfiwnumjHsfgs i ISfmiMmmasfnmtpsttpLtnMtal
tnnjtdtustmiBnHismjmnnaBRfigthHmhBSfnmdfiJtnfmjfTinmLU2

fnimpj2hnmngttismnmiuithfimni8Hismtu  tmthBlgimflmjn

tflinn

(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 HtSs*sgn*HsfRtgfrnTfjbfnnmip
sb tSrnnmtuSjtnsLuwgfnn
alfnrttijgibtastna mnmtismmjgftrifM mmnf~aftfiua fnrmMttp13

fnrtrmsjbin] ab milfnffntribfnibii *

(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{fnhsfmgfiitii3stnsmtcifUHSsi?ifi ab
nannniGfMjMIBHjfdtLHti 1 tdsmj~ftmjjumsjb/~jtfdUfnHcuhtixi:
ntfdfiSmfiSWiussHm9 i  mnmdsfnjmsfiJiTfiJRdifnjmSfitjiTurlasf
fjtimmrouMtimwfintds  niuisjstaBfinffii  satmtuaitintnuitBrn
fatfHHtissftmtuuwiagitsTsis — stfimstmiSfistftfsmjEUHMSHjtris'iiji
HiafnmaftiaafmsfinTfdtag tihti{ ] RfmnGfignJhnmmsnjntinrntMM
[UMEBe. 1 StmifinsstyffiRcuiHAEScUffi K tmsltncutim sattcfi
tthogmms sjtuntjmmg ab igftn”“msmin/immsnjgtiwmitigtitHG »
I“mrmitRmitmmraMftguBHiaijiuaymtJ nnmss [ftmSftiBmi

mBMiiMtjmsusiti stitjiiMtmglmmmsiui t

(The essence of planning is designing future and identifying ways
to bring it about. Plans must be designed to fit the unique
characteristics of each organization. Strategic planning is the
systematic setting of 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  Mtifittte
MNBMMGCTRtfitjtuHmMuyrtnHtmmittitgligtiJtfitmsts i mnegttismi
(U'RSiasRtJi3snJdi!fridi{pujifjRSR&tipstjit3rnimSfisHI5  BtimgmBM
tgltgjm UJngismnGttjStriitiigfLn|Mtiffn!Hiattisrnit3Hja95L mfis :
(5» ttisfmtusfinjM (to) RHIStnsiturttituHGm aa octd ttiaRU

TURURRII saRIl/IR1j!RIIffizinfug 1

(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 of planning for change is more a thought process than a
prescribed set of procedures and techniques. A formal strategic
planning system links three major types of plans: (1) strategic
plans, (3) medium-range programs, and (3) short-range budgets
and operating plans.)

RtitjunstfitSuti TRfmmnmisliSMsnroRiimnnasbdrormtintjsgitisiti
tjTi aasiaaa saR9RnN)5i3njsgnjtrismRiniOwiatE3cutnsiGttjSRi!sit!
tsis t islinmiufUMimigitiHMmsggfUBiHffiwurafttntii tStmauaiti
RRMiLmtiafmgfmjHHafmtn tRicuunna aagsmtfltRfRiwfi*jBjiw
nrifii tuiffitRfmSRtRifuattintjiras™atlviiiin tjunamnicicuf aaBGjH
[Rfoamamgra ttiimttjaRiJBimgjmGnitfiraria t tiJitatnattiaRiitjm
fitmayat) ttSajnGtnm{yRimaJRatna aafRffRRBaR] aafimmH

tsImj{tfa{utMR t3ujGim9jHiauj% mRtftHRmHiumuRummBrifii *

(In the initial steps, consideration is given to the concerns of
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.)

PHASE A; Initial thinking and strategy development

PHASE B:

Major strategies

-w nniunim

Major strategies

-ttnnntfl

Goals

-S M ttfl

Objectives

Planning and implementation

ttssm i m iH S IR S

Plan Implementation

-JO KttlIfUHGJH

Mid-range

-m r.tntus

Short-term

-m u 9

Immediate
fiointg

Evaluation



msttisrmtunmijSiasimsmg ¥ fimG/ftnsimjjunotii’tiiStnJisfnf
tufiJHismigifijyitjnitiisG u iticufnGlyjyjcutna ttiramGtSgjtnam]j

tiMyifnHmIiGfitns |
(No plan is absolute. It may best be described as a fluid or dynamic
process that allows change to occur as warranted.)

Cc

Organizational Development

miHfifyjsstftms Rt Misn/ijmilfRaiaraHisfrinijuGtjittismnBHjmcin]
mHRTHfRimjwfiiraa tEJiuiHiamTGramntjficufi  aamiiHGitinmufij
nniRntirniyiU{Htitjitjau3itj ¢ fiywsajamaafrinGttiafnjtngfLn|fy
ttottiiRmgow  iRHatHgRtIRimsfRaiaistg i  RiJHRfgTaw'maRtfi
ISfiRTfiiiucmHtnRu”immRciaaafintjagii3HcutiGtji  nfUHaftjjgiaHfij
RtiMiua IG81IMH8 fujGH tRimatrnitnmatiaRjti aatRicmjnmjtjtiitii t
RinyuLtnwafRiiHRfuafiJiua  Rtji**RaStnlimiitiifijyitannnattia
| v

Rii latuTRfHHuwfHcuRiHtjjpaymtitslaamRTiaiacuHiaRiffiifjyiiji
sti, 1

(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 beliefthat any planned change process must continuously adapt
to the ever-changing environment.)

tihmhrinRmJHBfgjsftJit)s Hfsgmn9shttpltsishisSLhU|pi3smn
gatiifitiHa&yatitjawj iinRt3sfiHialGRii{{ytjit{GanaRUR[uiRafRLHR
tamigiRgaifianawjatiHaM } RSGtjiifitiRiIRfIRGaHraomntit b
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IGfmjwagitiisissrraHisttotji mtuiuisuiuTinjBtnnsBti mimStifnHfniini
sammtSfiSfjtSiHjutricufrinnsudtaraGilitjistffigjtiRmn  sawras %
ISTiii{Mifi}t3t3jfi tanjGisttunaiStnJiifnjrifijyjmiHnfgjswiusiHiris
MOR{EBMMLEITHinfTtjif aatisoifm tfsustmjs safmmSmfiHfminf #%
IGfm[wmt3tsssiHmj5jHismjQtuJHnL5R 3fantjgiSfi stignipdtpti

tSmtjfymmSgfnnmMfmus i .

(Because OD is strongly rooted in human relations management
theories, it involves a number of 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 methods involve a
high degree of participation by employees and management to
improve organizational effectiveness.)

tsltntusnnmnpnmRfAjsftritds  ttSi3sbsmiSmtgit3njmnjmj{tiu{pt3
AMIfimnwiU(TQM)  Sti mnUJJUIGJUMMIFIBIUJBIpiMI  (benchmark-
king) ¥ ISmjMBHtOTffititB* «"582hmimnmmnjutinhtnM
mfmi{n{]piunmBim|UMOmMnQI3emtTB i

t{tdltgi2hfnIH«f8jswius ttiitn*tIstdnjHisfdmsnfijgibtjitiGSisl
Rnt3tm{upwafmgntgfdsihtsgtSHjt*8{fmtii mmsmigiMumltin-

mwLuBtigfm i

(W hen speaking of OD, buzz words such as total quality
management (TQM) and benchmarking come to mind. Each of
these methods is a new means Of accomplishing an old goal -
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
roHifriuvaumu * fniipaiRti
RtinRinMmtrmtBIRtifpwmwHfifp sa HRHmmrjfnttnRRtnriR Dr,
W. Edewards Deming ldnjRiatnmnimi/imms?Gfm|SU Ri3RIJfi5tjjHG
9jtnsRiltRRnaRjR[utfnnttnM!na9MjRjgi 1930*l sfdjariurjmnR
Deming {RftnatRigRimtfiDGatalfiJRfRjgl 1950 tntUtdCUHRBR31
mBfRHisitjt]3H{mmRiR9jmiajanRiJ(RULRt3R[irifr)ci  tntuiScunRtR
nntinmSuntQjalmtTRiffiMrttimcinRtraRsnj t  tfunamgltraRiilfnR
tiwRRHmHwntdtuinaRiifnRnaaaRfuiRimfinR Deming tnam$ija
URMRSs1||iU[UiliusiviHfj§jgptiriHNimiiMi3TRRtinRIn i ugujatasRiJ
GeumjuEdtrRWRRtiRiiiRrijHiRniifiin - GiaRimjgltjigmftJGJUfjwraa

ti3njmsmnnmt8st4it{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 of 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 of production as it
related to quality, Deming advocated involving employees at all
levels in the pursuit of quality. Today, employee involvement in
improving quality has become the vanguard of progressing
companies.)

RinjpjOiGjUIMtIfRGtUIGItnWIUtjR (benchmarking) RijftGWIIMttjEU

niRRajglaaRingijtjRiiHsfRamfijfJluataltgRBiaRa tslatiRiiHafRa



IGATItMSSHSE ThRSJtIKELIMgmilm{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 of information, taking
action, and reviewing the results for effectiveness.)

qumnfIHLHIVuinSimnmtusii3tssi“mniJiiMnumnm[t] 1
HisHmsnremM fnntiidwnnmJtmraRnsmjmjrm tifurmStufra titn

mSfimawirM udtuHsmHstBafijrtidramstiiitjSunjfLntJsgiaHratuitii

tSajtaumtmsHmjutSRsffiriusitiCutrismmG{til?i !t3tutnra{MW?a
mjfjjHumHfriJtJifjyitiisniUEanfiritnrin  tuCutnsrmraR fiymfiaSitj
tiisG i tBromgSfiaffnntimustumss  URCUpfRARSyfutjissIfriiHnii
ttisstjitdnHmmfdTRHfnjtnj i mnmTYRNRTRftnstHtuttSnjtjitji
"mVgaMRGHHS  nawwrifiHBRAIJLfiHal? - tjfmcimmnsssnj
uiRatonnnjEffiHite sanfsMmsfB mfnBAtiatSf ¢

(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 ofa 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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Actions of a change agent
- tSrrctm Stitftp:ipflriHhmnntann58jtnafniln![u
(Be open, honest about why the change is happening)
- tcunsnSn”jHisfnJGtujH sti mjp/mttmrecmH
(Encourage participation, solicit feelings)
- HSAMRAJHISHRLUIZL3 IRHS9HISTiInHfnnHIgH1Stmstg
(Allow negative comments but not negative actions)
- nsjfun"fuiuttindsnii3fnnm{H
(Explain benefits of change)
- TimmHRttjjatsjfinijStirrifirnctitTimSHia Hsfn
(Invvolve others inlinitiation/implementation phases)
- gqturmrtsffndtnRuAGfiriTfiimfH
(Acknowledge loss of old method)

Job redesign
- fnmfjt[marniaingjalni RtalGfiajMnafnnmujtsJwmaurigRragitj
salfaruanI—Ja’\ngaMius Ly
fin? i fniRfi5t{?nafnjaiitgjalmHiastiitji tftmitdicyiMtnwfncimt
ainBtyNjriRiRfnatfiggcufnitnuHiiHiiii  aa  tnamujinnipiisaga
mtunHtiRtun*t  ttntuutuia mMB”MunnrniciGnjigia tnStreiurra
mmcinmiau aa agnitnagfatjtSnifinirafimiJitatttunfnn aamata
snrnsy 1 iGfmptScutRaratJuGfinafTiJRCiJt*narniaingfalni Rmnn

EUHJfmau (job enrichment) min®nmiail (job enlargement) aa

fruglfiirmail Oob 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

- mnnBmsjtftni

e* JJ u u vl -0 u <*

o fiswfhmmjuGmttriJfrity | i twin

\ L»U | vJ .-8)

Michael Hammer Sti tCUIR James Champy fijimSmsIRhquanTinJ
utSnftnuat»r4finiiuM8B tnsntihRsmHsmmfdmnTtjifnmtSmmbini
mjimmmgftilcn shmmranmbtglhlnitjiHm”ssfuSCuiifrinufjmtja
sBHjM$|jat;§]tii3frtnficuHi9j8iam tE3ioit{SpM!tn3mi[i/itjififirifi
shftiHejmSBfillmafnmnmmsttliSiJ Rtuifnn  twfmH smcufta'i
fliostjinBsisI*cnnRmcinRtjtsfinhHafRsJgfHiiifnstmra  ttHtusscu

tnstugtiCUfiigjHwiy i

(Reengineering takes redesign to the next level: instead of 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 of 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
ofchange with dramatic results.)
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Common redesign methods

- fanfiMHimJini:  m8R3SfiiJsgEBSFfTRr~3Sn8mgmmcjaRi3SRafnH
Iffitmngmtuntjfnjwin tnaamfri tfimymSsmjtnjtSwiitsni  ati
{SRsnBRygtun i RMwstRHinitjitjifriJgnjrnTttiJtnHisjgga uru
msHRi?tmiE3tutrisgam8M (RfRistRt{patiati3j i tiiltiitomjRm]j

R11ig9jHISR1IiR!yjlgH1SRaM ItJ3 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 of increased responsibility. Excellent means of bringing
about positive change within an organization.)

- mxmSnfnrtnj ¢ n n " sb

mSaaimnMRFITIimRtiRIitTii  ttftmusaBRirniiSitim'ngIRiaRUtm
tStutnaiG i HatfSRgRHRURIffiRig tRHimtjiRtgiactjRiSRiittJEutri

tnattamuatanfft %

(Job enlargement: Known as horizontal loading, increases the
complexity of a job by adding similar tasks to those already
being performed. May not motivate employees, but may appeal
to their higher-order needs.)

- mrawmjtm: uldira
M AHtjiat3fnsiu8tiifnnt5nitgis8 sb 4
HSHiammsmcaafugtrifnxbiJtmstg tt/itiinjntjtgXtnst(uttnMt3tu
tjjJuQHSM|h5umtjfnxbiJHGtjstu iglfnanmSIflnjHiBntSnmatngM

tfib i
(Job rotation:  The shifting of employees from one job to another

in hopes of reducing boredom and stimulating renewed interest
in job performance. The content of a particular job is not
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affected. May also be used to prepare an individual for
permanent assignment to a higher-level position.)

A)
In}

Force field analysis

- mftmRnmtimftiiiRtfratgmsfiJ tSnj{thnst[upMK’\RiRsffiianR
MintraMfrifimru sti RMRnR!‘—IitiRiJ’\stunj:Iy'RItftfj{n I gumfuiS
HISfinJtLUttintjSISS  {fiJtnsmSmtjltU Kurt Lewin UttimtiMISitl

fnjinjiaanfi.aianipagl\/ltiJItlingn [

(Force field analysis is a technique used to analyze the
complexities of 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 of
forces working in opposite directions.)

JtRitnsrari

n - cx

ttiRtpatiTHcn -~ mnjiRRHiaiacutjramsntJcutnstjfiJiajRngRsfwismn

RaiaRU tnigianjfjniitssmRiJLtJHiamtgfJtTitglHRMSRAjtjistjiQnRR
wnm u RnjTfntitecujrratRJtnsnnatsltcinjcimHtu TtritutGRinjiMuisf

mrihg [Hm u mrimusnti

(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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- AnMiHnumnm{uiuraSt5*M mjlfnhn«itifridrTiT tStyRiuiRnfliitStu
R@iaLrlafiiagiatsism«I,\/lnl—wlmfrimsilc?%ijfmus InGcinRicirigRtjiHssftjtu
lwRmwRiJtifjujRtriafiijtrisiundm y HIGITiwmsfRHitiRiitm tBm
ut§8RafRinRumi3ciJtSStnsi - RaitiR'imntnstiGtiiHSMj  Riitni usgr-

Isn MIittfiR'iJ u IGSIMHSHCUtftsmMfirras i

(A change agent who uses force field analysis to determine how
those opposing forces operate in an organization can predict the
consequences of altering either set of 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)

- fanmtismnmtutnsfmnwsistunfii
fnmtus9ffnjmj3it3BGutdmdcutnfiHist9jh ¥ wismnsHm”~mtmsiftns

ImmuHj[mHwsHEuntiwltnntuWHiGuninwHRnut[imRiftRrlms'is ¥

(Planning for change is important to ensure a smooth transition
with the least resistance possible. Each situation should be
analyzed to anticipate the consequences ofthe change process.)

Why do people resist change?
- thitjrn HA2it3UINashmjtm{ugit3Gtmsfnjywts1Mnimfiitti storm

toiriuwtfittettij 1 HiJHtuimMnmRmSfi9jHisguwgapjfnnmiutdtij
BiBpfigmn ' fnjmwBtonmyHOfiHaftgteltSfnilmtuHitjtiaittSto

fijflimtntidititmstticii  sh  tnstnsitjifltdiiimimitniipmsintiiniijani

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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Four common reasons for resistance to change

- mintnm mm m Saw sB ti: tsltntuiScafijtstnnHistMifnn  ttStiHa
cmttfcutnsinasfi  r"SnafrmgraEiu sas'GttjCUHTOsMjHagi i ttua
tnsifmfnci m| m3 sanjgfnnnpmci/igmjiHat fnitmuitg”jitSa
tiustMisjnmticuHsmBBa sa HsajiwnriH i miHstnsnjuGtjtHs

§jtnscOniui:usjisatG|jtnssifrinfitu3iG iga sa fnnmsHiJ t

(Fear of 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 of the familiar often arouses anxiety, fear, and
stress.)

- m fim sim m m fiuM nints: tAMPhUHUM ShvviafnanttStttjjn
fftumtlsimglsa”sfnmdcuttShSmsIimtncuugujs tnaamtiirm
tmtutimHtnsmgSjHismitnfiufiHtimts"cugsmwraa * fnnmgi

JjnGtgQjttShGtimtuttpa i

(Fear 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.)

- mmmmsnmim utit tifis: tMhtnsmmmisstumm~umtfibnfnj
tnmrfnstifing tfimfmimJtnnGsTtnme - ymsiusmsffttinmtintjs u

tpttntut* mmg8jtnRubfnitdinuwtt3i3fti3tt3j i

(Fear of economic loss: We may feel threatened by loss of income
due to reductions in salary or cuts in benefits or possibly the
ultimate loss of our jobs.)



titm stitu ju ffin tia : (Mcmn ustjis Jujeh ytRRtRHrofijHswj mutii
YRHHLtiiHiBtR}tn3RyriHmtnt3Ttlirafn:tmty i1 gsiRssbwbHR

ymuiwt4imGtRSCTatg§jHisumitjt3ttjj t
(Conflict of interest: Traditions, standards, values, or-norms of a

person of a group may be threatened by the change. Social
affiliations may also be jeopardized.)

HmIHRafiFlztimumfymEatiRfimatfisimgjfc! tBtyurmmumciJtftinti
lufjmitmyj sb RiumncugticmtinjGijtns ttfimmiRtiigiGafmticuHa
traHofnaig jHafajnwiRaftjtultiimtltufriBHiasibticultimmHg ~ sb
jairincutfojynusSitiimiy Toyjdigtibitl Ti ~ tslratutiltuttSbimtSnifi
jnrusjitutsnjtnjtibtna tffibmGsgrnnncuHijtihagaifigabttjnjtji

tRtratjimRmratnatjrolntnbBbciuGtiiHraGsatatuffiGRbmiRinunStn
I HafiRfdSHUIiGaasibtfRiHtasKiGtjuitcvnR-HRtaltticyracujHtJsab

mnmiu

(Resistance to change can result in some benefits. For example,
initiators of change may put more thought into clarifying the
purpose of 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. When 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 of failure. The following suggestions
might help you when facing change.)



*

6fiws8sin6ggnaa3”j3«gi5~ja5sni6fi6jgesh8ggbgg ?
How do leaders facilitate change?

fimBfiamipjpasfmjtfitiu * csltcicutScuymiHfmifyHissimnFi
ttynnSnsi[nfws!Intitjist3!Bmt mntJiifantjrnnmtu (Change
agents) t3HjtGrnjfj[HUfi]iHti5siutn?i!mnss cdmanlini HSfiytutumG
tBssitifnritnjwnumnmmfnmressaTnfQqgcuoiasfRsistjiHnufisi) i
IUMstuitinri-HRtnstisigtjiHfiufisitsimsttrrmni “mslrlibfﬂsmcicun
Htmtiiticgifi tsiitiitBroHamn yctSmsstia tthturaSstutfum-HniEif
tnatmMfij~jtgmttntty  tmsucnmrmmitfcuBis d 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 of 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- mSfistmjfimmgMismnminrotfgtjjg . IsSmnwisfnnmtnfu

ugujs i m'sisUmimnnnss  raimtnsronsnjmssmtnnjutims?**

nsnjtHWthimtnnH”stjitftmn-HnCTt*"GHisrnnmiu *

(Conduct present state assessment (PSA): Diagnose the present
situation. “Where am | now, and what are the current
conditions?” Examine why you need to change.)



Ig-utSfisfmifimmHmamnammJHmeiEi : nwisinfugttaltticmsiatns 4
"IRSGvitelmsaam tuitmRwnsnammmssatGninmujmHIGtim?’

GQBaGﬂGnc%tirataaniatns kl

(Conduct future state assessment (FSA): Determine the desired
results. “Where do | want to be, and how will the conditions
change?” Visualize the desired results.)

NMnH?G«i{Mtdw}rmtGtglt!)s ttftrattuyfIHSIMiim
"{Uf3stu ... tn f nwiRrifugtjtu aatuGnmStuHiIGHis t tasatna

HRcimssGfum aa ilinmfiltiggnjfigriEinfriujnututim ?

(Generate alternatives: ldentify the possible approaches through
use of “What if...” questions. Consider the probable outcomes
and reactions. Who will be involved and how will they be
affected?)

G- - tGfmtiSwnftintitLHfJtutuGiantuifi
fittHGGR  1JitR?GRnOjtunHraiS(ULmHIiutiR

cugtiwiucmesijtnai

(Select one alternative: Make a selection from the alternative
solutions. Decide which method will best achieve the desired
results.)

tSmitmitd : HafmdamnStyGiai®jGjifjtjiHiarnJtmLU i tfifjmsf

tuRstihcuntdnjtntnG u i

(Implement the change: Put a plan in motion to assure that the
change occurs. Alter whatever conditions are necessary or
introduce the change method.)

e)- funfitHmrimiu : nnnmntUHSffi sbggcimjR i fimniHuJuiittiti

yutnmnjcustitij  i2ujnsRjijiinthJin-HntjisriStLUGTfriHfiigdnjtutij

ofitnanritu uisli

(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 % tnnn-gn{Uftn(udiHi6ism!

nsfijffoumiHtBGss y  HaljjflinJiimnasflitiHniHtitsJnitfiraiiS

LtnwtiiiSwHtmdjtitBjn *
(Modify the change: Modify as required. You may make only a

minor revision or repeat the entire process with a different
alternative.)

rminnraf y  rmMaAifdUJGtTHM  tjimnRHT fifmSstuHstjismnnimH
tugtinjtfinrcfitns  unjgtjinjHSMmnHRtHfrnn tgistihaam mit[tni;vgvi
t[psi3idicimG3jttsatnsfnnHcutHR t  rnnipjtnfiia®unaaiasjirattifu
tnsujununafiindiifnitmtmuMinriR-HR - jmtncutjiinGfnfiusuisfdw

usmmHItimsisltffiHSMjitfmsrommricissivmfa t

(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 mjgmngatiRtjinmM SiafjarniwLHu
wTHfumrimru  fitfm"TUiSHSwifnsimTGSGCUJHRhutnjijfnnss |
tutnsHSMIstmrGSGGiijH - tmixttum-Hnatijntiinnfnixntnngitisnti

[ mi9mn98timGtnsLmmtiaSfumiiimfitHfnHutanj
mjgibigliffiSttuijmiHsfRS aij tgliiuEugtiEutitittff i HafinfuaHtuGaa

8imLmgts§HiGtitn9jttSidtgmnRR[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
- tgfinfrfiprimilmp: tgmismfissbjtrsrstnnjtjiHMHsIaspn
tetumnstiggroticuthmcu HsatJQimSmSStnxijfnj 1 tSmiHukm

thn?G cracmuiR sti riiffmjtStumnmujmtstnfiffistsjiJ 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.)

- HtmmUiBiujH : tM/\THngiagritiittJtusaggeutituustrtcijgiBClJiHRamj
tnSfmmmra i mretuiHisss}3mSfi9iHis  “frintiitriM® sami

tugiBRtS?2utGrnj{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 ofthe change.)

- marantui:i5fiQifii Stncgisipti : flwfjjafnwtnifin  shnStfisdniHR
sihgntnttituHitishsstutituusmfiji TRfttftRtsItffimjnRtfiSG mira

IGIVAtIBt3HftiNI tCUR-HR "MffH' U'RR" 4
(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”.)

- MtiRBaumnrfttjtns: fatiRGaiglsroticurattintia i RtstnanmMfTutni
mmtSapnBiintu  miutaHLuttintJa ~ mitifummumatniMinj
miwmmnjafRiinnnmnnjttinnGSimaRimtrimrii u RUHacrrmlJj
tGfmipfjtHibtns mGtjidpjltimsumQastumTRfnigjnhsnupti
nmnmiin tgistmtitimmtfitu HneihgjimtdRIGiumJutiriBSttJtu
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mifmtUHisflgnrotfflitunmn nmfisfecm G fnstfi tnumiytuimstfi

(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 ofthe change.
Although individuals are interested in how the change will
affect them, they are even more interested in what benefits it
will bring them.)

numuMHMMjGMITMIdtuHBffifntunHa  :  thgtglfimjimjg\WBfc
tsltncuiuCufnHiamnmTu miimfmiimitnEusftcfmfwttfmtnstfjJit}
WHisnuai fuwstmmn-HfiBfitfn5finTwtfjrayisifjn} ytnsnHs

**tnsnjmui:5sT2iUTms iai:Hnnnm«HS

L*

(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
nn I mtGmjfiimhstBmnsm thtRJ—Ingihgnmtnsuqmdrilhmjggni

ran u HsfnafmiimratEjimg ttnmraftjtufigujuinjnmti i

(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
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- HmRtimiwLHU5s1stamjmftmunsis i

{nMLHtu {u£stuimn-HntiuLussu”Sti3tn3nriitmims'ii i

(Allow time for adjustments: Changing long-standing habits can
take time. Give individuals a chance to adjust to the change. Be
prepared to make adjustments ifyou hit a snag in the process.)

mjgsromfisfiGftiiffiigilttss shHititjitnticulingiaHMtdcuQcujHSTggfu
tURSTfmitmra t TUHmsIgnmmmjtiirnnScwifimcatsrrijggcutiiR
tunjuRNjHIfi9T?iftiumg8 ¥

(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  gqgumtui  tnrm-HR
]’mtnm"HSfinnm;csthTiiimr%fic?gt/iRQtjiSytiMS i GiGirnguchani
fnitEJituufilBimtumfiGJUfiiHSiRaTnHgiafinj tScusaggcuticuusmcu
IBiilHmtJiatgffiaasmfrisfRcinfJHtR stifmnfijsistsmnmnnss t mci
pnG{Mntuiufjnmfisa|Rftnafnfiuaai i 15wi{wtumasfiLHf9jHis
rmntuimficutfnntjimfyfLiHtin Hatncuifirm-HnGititSH GitMtiimtim
tEJtytitutnigafURafiJtifejjnnn-Hfn ~ fanmtmlictas itmR-HnmGtjtir

WTHCudfumnumbthstgl

(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 of the
whole group to be affected. Other individuals will see the
advantages and im portance of the change. Their uncertainties will
be reduced. A similar approach calls for special timing. Before you
begin, find allies who will be supportive of your ideas. This way
you may ease the general resistance.)
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£55T)S3fie?n5aq7««55fij5ijfK?5i§
Stages in acceptance of change

misgrofimu: URfnmumrfifggnjhricuR T Hfrntnamnmm
Recognition: Individuals must recognize need for change.

t*"MUH : URtu{pmutfi?tfifaitHt3ng5ji mitrfjpHiaMiKMSia itnanpj

rnitmtytnatgjb
Choice: Individuals must decide change is beneficial and act to make it
happen

xfiBfni : URCutfium”™MBEiInSjAMmiiUfUfrinmui

cuiff
Plan: Individuals must think through the change process to develop a
specific approach.

mifiifp : Hgmymiu/MtHbifiafmiMCUub ab Bsmnymt3jatBtJjtiraHsiR

ttismr

Support: Individuals must seek understanding and assistance of others
to help implement the plan.

- Gbtpmtibw tnrifi-HRmmpsfijmtTjgsiRgstiJfitiHSW stiysfiJj
TuHjw[Huw[Hnjmnm{t] i mnmuJuJfUHaggwtnamiwmHaab
tinjnnj9tinsmjtnfit3?sfMCUGS abnciribGR mamnsEmsmi mamn
5aynm3ipei mwimn HisHimnnsnfiHSGSi ab tnammntnmiriGfi i
tgisutjitnamitmiyttjitiimBmi nHiGtpjtnaafucmgibHWtastibtSj i
mnmyjtStutnstuntuibtmtss ntnnnbmffjtfHGtglmHIMirtm{tJ

IUMicmn-gntUTifij 1 tbbtangltgjB-mfM{mtinjtEistglm8fnmjtiG
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iGsifLfHstsjtilm fanmjEmrnmufh&Twntj Y fnjRimjsajRHiaR-imij
HiGaaunmcu§jHissfmn5s[Rfmjfititjmn] aafmauiutuggcmjsR #
Rtimafitss  ttirin-HnjriGnrifymwtjigtSiffifinmfmpamiHsSR Sfnitm

sa fmGIRGssftimfifnntslicinjRciaHafGSfmnmTmss *

(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 of 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 of skills and jobs. In this
case, you may notice performance problems and a decrease in
productivity while change is being implemented.)

- HtGntnrattiwtnsmfygR-irratiR ~ RaRinfrsrwimmmmmusffitiriug
RimsfRSRUtnj ucrridsuRfnci aa unjiRaRimFifsp aamuutituriEu
urwr tticutfiEystitmsRiRRntj R{RitituRiraaiRugim SaraRnticu
ynSr i RirsmRsaatiiGtm ttfnjtififight*"GfliTyygiaiasRfrIGtjcy

udsnaRintiisfEmtiimnisucT Tigiaias i

(The most effective means of 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 meant by the term coaching?
- RilU*RRMIRtjilGCirijMRaRIimRf|j3BURWR  tdcumatuntinriutniR

LuttflwiglaaRimaiRuainitalaaRtsaRiiaintii t tfiGmn ugwRiticu

tridugcitfinG3  gaSaimtiwtfigtglwfitgiRaRtanasM”iuMfinuaiR}

-289 .



*u ui in m ij <a v u
MymumSn.timntiminiuimmnjtul sattnoiunnarnwHiSti titunsjnj

nfujtsHmfawius sausSfisSusyis ygiumnm Banlaij Rfgjsfisim

I giaiitsrrijutnfiuijim

r» » «u

tuwtnsmiswH GVWGaninfrmcuisi i

(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 of coaching is known as mentoring.)

Hmtihm~"GHmnt*HnuiutptitdWHiSQtunummiuitgnsttinwtu  sb

MRGRgntlJinmmsmjdm”jygcunfattHGtnsmmpntuutui®RtimSn sb

mSfiRHIGttIJimtdtutnscunnjirtiJpru 1 fmusthnpsnmyttfitinjHmrmm
tuntiffitirayRffifi23j wnfuj&5mwrmuss§jtnss3'rasuifu t ymtuisi

sa HnssmfnntuisiiTiHtfQstrissfGtimuHiJHn/i stifunffnuGtn t

(A.mentor is usually a manager with political savvy and an interest
in helping employees achieve both career goals and the objectives
of the organization. Many corporations are recognizing the benefits
of 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-HnHaiRfAstRbfnbttitnsHmtuisitg tcmn-Hfmnfinp

tinHIREmtuisiyiR ¢ « M pslfgiffomw
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ttirm-Hfimtfim i Hmnnsinim{ps{nftnss[SfiiHfiiJEJirattimcufricitfi
wicnim t[ms?[irm-Hnmt3nffiasglt3tijgmfigsatuiuHisfiniM8i3 tnscy
utjiRpaMHSfnmumss  ssltnem&uficuGH  hil, atframdalarrutG
o RuynrnnufjfnBgiiJfinmsmafnnSfiitynEn A tjtgtifttiinagftfncu-
mituimnmicimtgflcmglHR % Hmnamatifirimmfi-EimSramitncmst
najitcicmSmilantu faiuM”~ntinjimfiitfinR-Hn atitiniafHafmfiJstjiR
nnngingtaaarrimiuisunjTtcu aa”mMHTfif*ja i fmttBMtlrfaHmcinai
mGt "mjrattiTiRuiRmilitijfringiEtfujRamngitiafrii aa Rimnfgja

mSci

- (If 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 of being a kindred soul. You
can best achieve the close rapport necessary in this relationship
when the ethics, values, and operating style of both participants
mesh. A foundation of mutual respect must exist. A mentor will
listen to you empathetically, suspend judgment, probe for your
concerns, and offer specific suggestions regarding training and
development opportunities. The selection of a mentor can be a wise
investment in career planning and development.)

mimsHRttmmHajHatftmitGutnxinsristglHStmstg mafifnatitn
M[HOj!|jMiu8RiatuJtfiQamuitjifi) amG”jrnnijaM”RfnstRtiitatRJOL
tuirafigabtftmGSGSitja-im atifmtirawjmn-HnggrpafGamufmHfifi
da’l “uat“tipaCTatnmBHEtIGjimmtofmmtjagiawpuftTiSs 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.)

W hat is counseling?
- nt3fijiudtjit{ps msLURjitftmgms«HtUiSwAftns?LULENMIi3H]jtimi3fii

yfitufi  ntimnidisTfiritiStjidtiiurrntE3musmcut3furniHSfEismittmuM
MR 1 ufmsitnssfnGiutymiifijsa umnnsstimitni £ ucrmuf
ygwfimtjStam”~uissfrogdwmilJintinJHiSRtinfTin smntrituiRh
nLHmdnjHsmtsggcutufitnsi  ygffimnsHfRHist{ps MrocStnami

CTRGstdnjsmg”j*tJSQtimtiJtpRtjitipaciiisStmi *

(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 of work,
absenteeism, and low morale, which cost companies millions of
dollars.)

- jftiHhuBHtDtarotnBitnjnHtBIfjmMjftnl Manage . gmtmJffiifwuris
Lin Grensing tjisljjtlatii mHim:iTiiMnjiRtjfui:ttiniuiiHtnsiRStit}R
tnammriiji 18.7% taHawnfim JtiisiaHM talmtHInitsnmsnucmHS
TUTRRttjRMsmntifGRtihftufntstifnfiJHtD ctUnjiHtnsmantimTMM
rniRatufniHiafjmGtifGRsib aa inljTHisumirimimBtmfGatititSn
RbRsjhtemjtjiuGjuufiHmts 1 SsLRmRGH”IimgtdnjmmnsRgntu
tsiuninsfiy tRrfjtinugiuMHSMjgilngs RmBtnafignfutgfuniysMj
tunjtnsgmRgsi3tjiHmnRtRdhtuj " tTirrunnomfiJ  urmmijShHS

mnnBBtimnHS{ptfimnmHm 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 of 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 of this
nature affect an individual’s performance, but the behavior of 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.)

TuwstuuarigintssHsmftnatths TwitiJtditiJtTitiJTfdnjtmsts  tsismuf
STtnsHsnEtHsnHnrann i HmufinmGtjiHmKmeiti UHmticusgcum!

utrnr;sutqnmtjmrpuEummenfris[fmraupnnraM HSwitjitres i

(If the problems are not easily resolved, the intervention of 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 4 jjtingymnnmyj
WHifja[unjitutidst3ijgtBn tRmmiS{pftnGfm|Mi5RjiHW”"aQa3UG
. pnjutnuucm mmautnu unm ahmiwuimiiufifni i

(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 of the

three basic types of counseling methods may be used - directive,
nondirective, or cooperative.)



Basic types of counseling methods
- . HRgnjfpnps*unutmiuEjtiRtiJHIM
TRfHsrmR MRutBmnmiHn/i- RnjimflsRUWRHRIn sa  flcuSums

nmtinjtgftS

(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.)

- migwiSnjniJimHaMumiugiuugTi :  giHgiigjHSMjtticuggnjfn:
TUfinissGromATmstfiwnmgrb 1 mHimtramsMti&ftmicmu
itdiraratUtiHIIHtuiHRSUnNtil (Reflective listening) HR{5fiJlsag8
umianmiHNfi  sarntntDrntcmyigjuHn/AjnfnfAni  ttfitijSjciRtR
RtuiRucmttlituifdi  tnSRusnjnsTfirim  sattBftJUfiJtflsmjfLjntJfnn

ttifUftfHJHJHtU A

(Nondirective counseling: Requires the individual being
counseled to participate more actively. Through a technique
known as reflective listening, the counselor will mirror feelings
and statements back to the person and allow the person to freely
define the problem, develop solutions, and choose an
appropriate plan of action.)

- fnifltutnfjjnairamncMtlitpnoRmi : IEAfwiBtfltjimjsfisyjattpa
njitinHttkjttftsffmmumiHmM 1 fnasiacutwaifl saiflisyinra
ucmmsi i isifimmi tssHitiRamtinfinjtfBstuttijftnnRHISRisAifjtn
tarrani  sausntftriRSBjtsflfmsIHR  satGRiimmeBSfai TNItuCU

tnstMisja 1 HRtflcumsunp[Ritns}tiasRtiilam5RRfut(uris[£trira

natpitu itSajmastksJtiR saRmyfIiGRHtmsL,JsaaafIatﬂi t

(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 of the sharing of ideas
and experiences and the evaluation of suggested approaches.
The person with the problem is expected to develop the ultimate
solution to increase ownership and commitment.)

- HnfRuraaHaiGssmt3Bttri mir@Rmf’gitﬁRul—lmiSntnRIU—Iffic[ietiBmmgs'm
ssmfmusfi5S}shtfsfigj tt3tugiHMI§tHISMNURQIStjiHfiznm ¥ nmti
BlatnaRranqtificumScuBmtTt TsgtusHffif i  ufiRtsstknmsT{tJUD

tdwmmjithTHfinms HmSfi9mRwnsfnHIGtinjSatut3njuRCun i

Some supervisors find counseling a difficult part of 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 of the employee to an
employee assistance program.

What are employee assistance programs?
- RHJGFtlsratSWSffiS(ijnifi(EAPs) mjinHIGdfmntimnjumsjtitBtytim

ticrqln?cinJf?timrttfrrg»fmm§Jurr1witiicij§uUst§thi mmtinnutnsGSGi mi
sgtoiviMenGAfGGGSGI miHistTHfiTGS  mfimsRiJRtTRfini - uurm
tifGmulutGEmimcut3cufrimsfftamitnimMnRtR sa/u isiadtumnfii
tslrarjrmiRt um~”ri8agiaissiRaiRua9jmgsfmamagtanjH Sfii|j
tnatalmatiiGmi tiGtfiRuifJHfRHig miHRtGmttuR tiEumrma'mGs

UHHHRmnpafniSitiriimifamirLURm&itiiWigmfi % tfigigl
ucirigimsi(RfA3n[iasi5uituHn{Rti[fiamH9 i tslftfrastjujas hr”ru
[RRARfGisN"GiamiafiRm?) i EmuaHmGsstsjn tmEURinoifSeunM
tl\gbiRnggtutjithvnRI—Ilatcinjuf:[maisoimnjutumivnmjfanRtR uhhl

Hainnj[Rft5i3fjRituiibStTiiEJiaiIHRiIHmMimitiiHtiim  t  t3aRicuH{m
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gtutfistsmnmtunti*ustSSjHisunpsimss tuitmydwfitftucmiilfu
tfiatgjbfifitilJUfUSI 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 of seeking confidential help before a problem
affects their jobs or is even noticed by coworkers. Sometimes the
rate or type of change in a company creates the problems, and
stress is a growing issue.)

iinpptnm§HusmcubtufridtTinuMpfitR i tfiGum HmmfrimTfifgiHSiJ
AitnsiGtinfimunriRnffjtirrag

tnmtm §nGmns fins rayfirafiMnmrintignp»miHsffimttro sasuns
tglSnjRGjftHtrnttitjiHtnuRronMfitncu iftinfaiHimSfrutRCUHimi
Hsfgsmj&n i {UMsramttnsumsti&uBiitjisfssHstRfCTsmntmriH
fncuficuimstsis  HntRUffiasatJtuSiUfiSngiatsissfRHIGtjtufistiiutij
tfgcun ttutdjrnitrinsstglgjHniunjittinjtrisfimni  Btituniui:M«jg
incpnin |

(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 time 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 hr{uriji
IE3cu9gcumitRa{iitJtmssh!titijHaMifjafii3t[imsijiritii  tutytimuCUUR-
ffiRRtiRintte[fmmuciritfifugstais i tinriHntjtjitrcjanqtiS’\cifrimtfi-
fimtn ucrrnriimfg mmctnnucriagagj ucrnnfnnSi*nnHitii mram
n*nRHitutnfjfijn umRtiRinpjtfiBRnjymmfitiRi?tni  atiSIfi u

RijnraftsifnHmtinmajsianfritScutB|™n iv%s [

(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.)

yfiSns"TRfsgtuhisfnitriBinfanfdHiR  taltnrottiroymummsBnnsl
RianHIGtjrotJatnticiftimuR i RamnafnmraaufiR yEEumnuifSmSu
Tfmraucpri - tt/itiJRimsfRSRiJiIJifmwnRSRtnsimmngTa i tiiRiinn
wriM  RHIGsiatssgscutiisttjiRStHtihama  ttftmw'inrmH?Gtinjt5am
tjiCijuRtuRtastnaiRatgratihasia  takeuttRTRUTRHtiiamSfRHG Jsiti

hratalfrumn tuiuuBuiatssRntitfidtuaffismtasSEihjRiISRmEagB t

(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.)

mnmryMRRtitdami - mftndnjmitunGpgnuintsitcuttiRGpfinfyw u
mtHtinjtjistfpayGRUtIjRORSRtnRGtmsRijHaiRa stjGtcnsnfiHiats
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jjiiinimrimtmss i rinsariSfijsisutjnfj*uLfiuLnamitmLuttinu
IEJim{UMOtfnnRinn{tnfiui}itji  tuWultinrnM>5sitinj(uttiiitjS!3[umnfi

HutStunnatG saggeutums?

(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
Summary
- fnnmmhthtunstinHnjijisfd TyiurifinrnjiJiJsitnfuutivistsy i mntt
|

WRfRjg 21 tiaiui i

tHURB Ignfinffa sa uscnlgn Rtiitimmugiiracu tumdatsm?
trutrh safruaijgsaa”ifij i munmMsitcituHsifimtiMwiusRmHTRI
CTssiRgntjifiifniLURRIuttjaSsiaHtu. tjimnRGtyaaitiRmGRIgjitihfci
8iam aa tmnnnHgltfrajmn{Btm{mjcu aaRinaacjiMtiRMtiaitli t
idimfiRitRRiimitpansHisfriintjiRatijyRiuR MitjatRIJtmtupwaf
5ainiRaRiig3iRgsasfiaH3M]saH3fiu  t8HjwyjuMjjarat3mRir(Ritu

iScutfujiGgiagpra t

(Change is a basic condition of 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



change can be difficult for employees, organizations must use
sound human relations skills to facilitate necessary changes.)

midtuH$firiMSfaTHiumnmTmGniHNnHmMGttisfriffimfTi, mntimttru
mww ceo la mMMRpRURRtIRs&nNtijmgjR * tgisahtjummtiim
mjtmujtjiGHfn[RftnstGtgjastatiiHfiiEitjtfiaR[HRsra sa R(SRRturiEu
tiattii 1 IGEtfjpGiamfnfTil iIGmrMGerpH  a IGImTiImiiiHiunG
{RftjistRttupfijtiHjtGmnmtu i ?GfiTi[A3tt3cijmltjLiHtjiatRRafnitG
ntemitmTaimr ia IGENTWuUjgAnT iIGIimEMIfnRntnafmau larngs
fmjMHnNfAjsRTiusidjaojgjfitjitpSyGtji mitGtjtLHMfRmnujtMmtjfi
(benchmark) RiiRMtfmatgjaln] (redesign) la Ri.imfiRigitfini

(reengineering) A

(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 RimmsiGnHtutuHSGiSut]
RiifimsiGNRirRmuijHiuriG  RiiRtuEnnIRiitnRuStfduRG  Ititistnsticij
(mantis i titmslHaimtiwmRnslii3!njisRinRt(tifHHi3 RUfttuRtH
MismcisisficmjGujs RiifiajniHftnsRinsiinnjHmRn RiiutSRtit(HW
Rin(Sfi3nfiJUjRtisGM[imHU] mitGrrmns(u rmfiaiRtH IbmitRi(ti
[RMStUGIcIG 1IGfinjCd HtUGSSMGHSfRGISJuHjgtjgtljGSmiRIIfigiM
laRiitRi(u t IsiniRItimsutui.sunjnni Itijunji [Rftnsmt(5pwu3H]j

tiaiutuHsq]RhRintiii(fmmuciriHstiiRtmRttituu[uncuHNNRIitRt(u %
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mjutuiiviuTicu  sijmjLU fiji

fiLHRHRtiiuii mitpnjiRt*GfaiiMnamitirasnjuRcumtJis"f 151111
AciiBSitjCumGiG/MjosmfutjturniHBfRsmjiJinufanmti  tiGetfiffjHunj
wtnsmHntifnnunptnsaGtji 1Sfinfauynuunn iGfinTHHSyYinutmn
sti iIGfintMwuiTUGUBmMj i nHIStjrofismScuuGCURRIjinHISdJfn!
tututiojMjuRffin  turtimit*stfiRmOcmtuR5fnGtG9jRistj[UusmfUutu

RIIJITMSTRSR'livTUnjfjciRtR 1

(Reasons for resistance to change include a fear of the unknown, a
fear of 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 of one alternative, implementation,
evaluation, and modification, if required. Several methods of
overcoming resistance to change may be applied. Coaching and
counseling skills are wused to help individuals cope with
uncertainties of change. Coaching and mentoring are methods of
developing employees to their maximum potential. Counseling is a
method of 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.)
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5J5©sSa5Sik©1f5%em5£Q5:

msngflfan
Ethics at Work: Your Attitude and Responsibilities

"Hfiscmntmss howcijeS 8LmsmuhtbbdigtSsibg]itii[uritutuHNLU{nfi
HismmtuifiJtLfritiitnfupifig unw  g?SpifatrmMcuGHRfligtSmaspm

[uniEjWHRTurnBHismfHti/iHsnjysiurjrafnfi*
franft pamed yiyStsrh

“So far, about morals, | know only that what is moral is what you feel

good after and what is immoral is you feel bad after.”
Ernest Hemingway

-rsintimunmrurimrumnnmrmtuuGura  wmrwsfnwafiryurnmnumtf

ntnsrm&tir  tirmiimimsntimrimfijdtimivecuG B hfilwivgm fartfji}

ttirrgu ? mmrmsmiBnncuuHjmfirmidjtiGtrnsHtftiJ smmppnmnfnitmn

JUTitffiul9Cj&fUB ? (Isfeeling good or bad “after’ enough a guide to
ethical behavior in today’ global environment? How do yourfeelings
ofwhatis good or bad differfrom those others?)
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*

gg6g9gfga56Srig36SgSS8
What is Ethics?

mitutffiHtfsaiammtttiGntjitjjaritutd

ntnmmHjtvif HHa’:f heb hhi”™ r HuinutuitiiMCUGH sa HTtjifJGifi
Scugh i rmfMtIGGt3tjituntiiiufijitstittiGtsImHmnitJj[uitSaggtutiis
tntinJannti i tsipSuinjumnsmfWHQims itBtitjumgssfwiafncisa

Gfrri3stdcijfitnrisi3tEJiSffiiimtt}itnfiriififnMRfirinititaGss i (We are

faced with decisions every day that require drawing on our sense of
what is right or wrong, good or bad, ethical or unethical. We make
the ultimate choice from a set of values instilled early in life. The
process of deciding can be accomplished by many factors, so that
we often find ourselves facing difficult situations with questions
not easily answered.)

mnjftl &5£5S58 tumHfGmS[numtumutUttliri8 American Heritage
Dictionary HISStftth" fmfinjIHntUntinrStsixsSTUGH (moral)

HntSUMW!tUGStjinnnRmm  t3ty{umstftnRhrnn5gmngshtjiutiJSt3
HRdtg u HiasmHjihtgjRtji*Rimmtumin/iScuGSumnj % ’ stintu
AfiliHmtjiatastgltgjfi - wnjGHRftimJwnjiHnmdfUHSfdjtriRgRtjifiJ
{RH{nf ati m\pn *% StuGH ginghHaipmRtglaafnnuhtGRSMgif u
njHiffimnpmstg mgm"timjragciﬁ;tmsjEmpHUX]if CUU puin t turp
MtuHNHtjiSWGH ttHtJmitucusfcTm T HtyGss"tutnagmngstjatimnT

AOUGH % (Ethic, as defined by the American Heritage Dictionary,

is "the study of the general nature of morals and of the specific
moral choices to be made by individuals in their relationships with
others; a set of moral principles or values. More 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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mnjumttnjtjitQmAsingttsomRjwnjGStmsS snft&selfei tticutns
stn’\t’\mjmufnstihI380iu3t§s§TBHmmHimig i mtncuutUiIUijCStss mj
tnRufiRinwGlfitnaRimgltftumifjsiawnmjRsuiriRS atifanuffitirrag
fminndcutnsutI*THissfgmBtuiRHUiGss tStatmtisatnjRHjRHR
rifnnpsslicifmrmtxiRaiSRmss t mRTHffituCUBiagmRgaatihaBR&jR
tjIHtnsamRIMtUGHtms R 1 RifU RFURICLRWI] Ugtfls U
Rtuifiin iutuiffitdRRfiiHiajudtintjS u Gtitna 1 tfiRGjiwtjitftastglsgjR
mcuRtjifilatHNHSH htrd hoy hhitrr HtdcmnGggnjtuRtna ia
HiuCUHainGggtiJtiJRtjia i tfs~giaiaisGimtIHiIRRs aialRa*tmunj
tmtiRtiacuRnnw itRffimcmuMttSaTaafRgnEutihasianTfi£tfiJ hrrr
wiraai emcuinfa aa ranatfrntiritiJ t  RtcutjiRRiRtinriafRiifamR

rafjttSataInlaMiafnnsi I (One term frequently linked with

ethics is integrity, which is the strict adherence to a code of
behavior. The lake of integrity has become a critical issue in
individual and business behavior today, causing some of 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.)

tsinibfinmdcuMunumufattSb RtWHiafnn{U[uum3ibtslenufthm
fmstt3cmt5i3ifjisl # tsIRtiai Isjiana Josephon tnsmtitsR
tBMgR1IRaRM?R(RHLtj}43)RI?nSRirtlJ(U[MUYGR1tuimg  HREUEUH
JHHtU % (UGISLRHGSS m0 ~ ” tiwa ™LRU(ftJ91UfRn:SSIRafijaH
tnaffifij(nHGtfnsmcuGa3&  aatnssujRiuifi?jtglGjiutjiHcuSiaRam}
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tSfniwntsGfi 1~ Mswisiti*tstTiRgynan:” iHtnsfnnsnGfitns mi
tmsn fnissvfusl\/vijxjf mricS rrumncfisncJin mntiinciJSu t nrrinmro
jms8§ 1$m tfrs] mimra
manwriG ‘I cm memufiytStityb tspiHnmyiwrTU Tnnm fihmbmms
HnutgsbtsitnmtuCuttSbtSrniwnGSRritulg * f3tuGHi59jtt3t3|U|ng

tgi?fIHUNSRIC15JUWtISX3 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 of 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.)

MfUGHHSfFHtmiiumfuwyRwWmRTQuurmg msfimfturmmwfirius
tiatuf A ttStimGmm?2fJumiHEUGHtslnafmustnsiimjitiss1fnstJCtfn9
mtJHW sIntitfimufihmiJ 1 fujlCHmwMTOSHisfignwtLrISwrmfinG

GmUHSttinBmtIJftiHTOS HRtkjS Sit ftfIGUtUKtiS 1 (Ethics is not only

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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Levels of Ethical Issues

9 .umfjrrawtm: talfitimRfijaH ucrafim”tithmsftfiuswsiab)raw
MBH i ggitmrui  tHmfuinngGsitnjsafnjMcmuHR tucq,facibla(gs
jufj{ntgfaGSRI—IHiisfiitiigtSthichuGHtuimg? thjirru[HHyijanMCu-
Gtntimtg  SuniMUiiyfriiHIntifaitia: tft{fmgMHSi{msm|fitinj[mgfij

gs sim:tdmmmmfiMgHgwnslgimsiRmnstgTUtjigtgl ?

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. unpwnuTRumnng: urpiranuTRHmnnsmnstitglshrnjm Tnfiati
mng,gmngswaiI—LriftamatimtslngtmHattinth HRiimji! HRttes
tnfifnRuja aaHRmrmgSsgjgfR ™ gititasHiTftimtglammramjfljkueu
HiSinHyGtii  tR{RHijiamamritiRGytyn  pamftjpiSnSaatuHRBtjaHfi
nufnscijin"famancutatiiuRtquiufj%a ?

2. Stakeholders' issues: Stakeholders' issues pertain to appropriate
treatment of 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 of its products.

m.ucmQtm8tmmstojitntii8ihnhhJiua: ucmtastnriHiatsjmalGtmsgain
sahjfihfmuaahuRiSnmut4iaijimuhJfi*i qoitninn timfrienniauintnuj
tdwmnnatgistiwgjuwatanBn  sHJtmjjfcs tralfnnnTcmroimnini

mJCVECJ}JJHiuwaman ab uoh hs i

3. Internal policy issues: Questions of internal policy pertain to the
relationship between a company and its employees at all levels.



Examples are policies dealing with employee rights, due process,
free speech, employee participation, and others.

d. unjiwnmjncu: I unri
t9slfat)?mMSiw3'ism @ tnitn*HisftgiSSprurawHnStQt*TmaritjS

rotittStitfirots ? tRmtstt5i3ttjjfafit3mn5dQts8ij]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 so0?

- tslmgstitSmi - wtuGHmMnsglshgnjiutjiHtythsisunTigihusmngib
itu t i"tufirinwitfi{pmfifUSfcinuficuHinotGHStglmchtriumfijgs
tiatS8tBtg9jfriiMnGGR([fifijiatGsgja{unmtjifiiMtuGH  tdtei{RfRRRI
AjtnsuRutusatGtnsfnnujiM jt*amcniQtinusiaisii’t enema wiamn
mSinHmi?NjyRtufinnLumatiiRgtinuGtiJ tufuswngtmuiufjgaMnu
Nssiatyri « goitnnrn  fijiuaHtIHGTeRUIG IumMiHIt iHHESjHIS
fjggeuHfinMMHRYRIES - stuiaanntSatnafniHtinfiimiggnjmecunoi

tUUtSSUSMSHSW(ghlfiJls 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 of
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
uisfliuGH sti giStdtu[pifatnnStuGu ? lyHusim”msscincifimHn
ati utu{trwtnnSAiIGHMWRIU ati gmg

fTIJtSirlltBhTIUSHtU %1 (What other common situations involve
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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.)

tifitu Mills
mGGtubtsltncums[b I tSkim - Bnjting Janjs|
SQnjffinsfrruwnwjHnmacustHti - sgtuaiRmtuntunHRITMG
Hstnstg utpii
msuspsiffimiRGMEuU - mefl)GasGRii sa Glinra
RIfifjts?gRGfmifj8saa - tumthtitgrm tsltgfnmu
iRjigRmfjim aa cimiRimtiim j[fini%ss
SM&EIU - tlupifj£i3fn!l:rafGfiTmstBtu
hnrmGytiGntimsGuaG [utuntjafitusa

- GiIRmRMnnnifiniuntmnfvria

Personal Business

- Cheating in the exam / test - Copying computer software
- Accepting credit for favors not Accepting gifts from

performed subordinates
- Cheating on income tax reports - Falsifying time/ expense report
- Betraying personal confidences - Doing personal business on
- Keeping unauthorized company time

materials/ monies - Betraying personal confidences
- Violating minor traffic rules - Polluting the environment with

toxic waste

giSpfiiGiRaawniG8tG||H3ftyggtutSisu4iRGtcui[jyHR (Uitintialtjja5
IgjR mauGfflHiyiRmMfiHigGiumanRuiwttiRGgMmnuiRuWRIiitrin
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nsui ytjitinsGsitni i rmSJnHHIiBsasswwssinmiuifistlpiGatjynn
mtuiniseu matuMstftLfiitnamjmmmitiitjiayuinnsHStiMnjGH  Etritif-
nmaisai5tiuly9safri3duJ3asnGnHtmI3G8Gi tgSjmtnfuitafnjtufimw
fimamJcifiGs aa tnnuaganGnnMcininHRStja saftfiGimmtis  t

SmGHRt*ngrtymmfaugCUSbWIUS | (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.)

fiMaaa39ft5Kssspft3gg
Social Responsibility

- migscuswTfifmmsMfcH

t fnfMnGGGrmngtastjimRtmuutjG
mnnaatiurniHffiGsatiGt*mimcumaris wsHicinnn HRtiftun minw
sba ftififnagfim aamaHmipsrawfutfitja i fniggnj§w5§1fraw
['[iHinaGsmsMaHmGttinsiugftyatIMtaHmIRaGtangfiya’\Mrau r

gfljya:Iftjuiyncui gM}a:lHtuggci5S8WLRfF aa gq]8:Is3ajwiG'iiiu]: *

(Social responsibility is the obligation we have to make choices or
decisions that are beneficial to the whole of 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 of three perspectives- classical, accountability, and public.)

- mnjuSnjtfi ~ugSgmt *Gtnammiifiinfgswsfij

plmmstmriMtiHigjm twmHnmjhntaliMmiintprimnnmImpstji
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tMdRGtamtnsHiBjnmatnRmtjmItJnjmgHmaHmtjiatuiamtS} i
sMjstltutmsstM tsjtitri wcuGHmHiaflfnnjRGRGthmsRiifinGGR
tt/itaiQatuWHSIiautjGGmfiRSTRpfiGtminitjtnatfGa t hraRmHcu
tHA"Gm~Mtaiti*snajuamScijulwia (uSajuRtuifncisjcuatimrancugR

H3(Iu?itn3tfiRRRItgt31s ? (The classical perspective holds that

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
Eurramn&a mlggfusHpf\l;lmutdcumagus&fURmtftfﬂIGljanrt;glCUI
lalntimitGymiffiHiufGnmR t gMiartaiRjfSrHiamiairaBtiHriucm
mum  ati WLfHatiit'[fothmifGUGderogaWGiRMfUGHtaLlI?Qtiui;m
HmcaadGtji ~ mfGinMnHtjiBriEU  RinlfjjHhGtmsrRHfriRRB 155

StarmSfitnfiJtinsynfm 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:IMmeiGnicih:djiimu(fi)I)—IUiaHiBan8iijSintjicu ai3[qudjiJ9

tsffi sfjfsrnx?

el L »V in vi

SjHigmiGeuiHfi TRUfiiRntifnnwnmnaRftnfncistgl*ta3?ti i mifthniSp

nyfsRtgtMiRGIMmMUNTIhtSBjtMERLtNRGianf R, tilgnpgnntitimm:

nfiticuusmnjQtmsmiunnjujftdig stifnnmsmxttmg 4 (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
of life. Decisions are made with goal of profit for business but also
with consideration of impact on pollution or unemployment.)

tmtimHSfiyarIMOJS'imsi! StuEHtSintmbl})él)sisg)EimiMnGtiR I m
LnHtSsmtpjfisnSrisjrimmwstisri ttfituwinfigaefisisHstns
mgjtigumniiyfifinaRjttfEumamnng aa tScutpjpnGsmimmwsa
GiGGsiSI ma ? tR"uammfiaqumnriLfiVnnaRjtftKnmmamwsfi:
aaficuuimtutJiHItjtriatjra®rnnuMsatTjiuiumraaitinBRHffiGaa tan:
frimmpjmmnjuCuumimamiammalnawmRHatiayts? rmckni-
lumsltramaisiasnhss  aauainigjttSmfnatRGjiHafsaiRgaalamnj
HmGaatufutnBtmnratalsiatBmjtimasi ncu fnmwisyRti  aa

wtuGH GraGLfifmfiumGminminmnaftrigmnturamRnatjiHmaafn:

3gnj8ﬁ3[|3f(3irr8faa|—| 1 (From any of these perspectives, ethics

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|8jttSb
ssuffi trmtinnitiMaiRNIVHGHittirogeGRBsiH - tnanou
MmealtcuJStffimateifijfiH y mtuaymatReitjaiatpstByjnatijntlpffi
tuCumawGrfnmmi ? tfrmwifLunatyriTipmuGUjattciatm”mgi™

stSLmwGInMWGHJBIRtilwffigitiHMmMfilamgmtnn: aa mBiny
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URCUHIRO sia P7ussHffi9LRf[pbtluagjtjissiatjiaHsnt!rnflGmaa?i

{aJMHdHtgjRSSStUGHRam?1U{nnraM8a'l (With the obvious

escalation in numbers of events in recent years, we are left
wondering whether we are living in a mindless, valueless society
on a path of destruction or whether we are victims of media hype.
With the media now probing all areas of society, government, and
business activities and focusing on negative ethics, individuals and
organizations have a greater need to improve current ethical
practice.)

t{J TiInmmftjmCT thhtRlTlfiJiutnsunghtStslpb]pns‘tyrrftj itij wuninn:
dstrnnudtitjitiismiiatgidnjmnusGjifdtmfiJgiaHtiJ ¥ 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")

HSWAHIRIt"HmM SFniMUtIQTiITURMdItIIWCUGH  HnHCUtftSTSfdfiHfnn
qui%sai HSMimuiutna fahui i snnu- shfitcuftisss - t/itu

nMmGMbHH[RfmmnutyMUGHNHtIMCIIGH | (At the base of these

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 Standard and Solve Ethical Dilemmas?
IGrui[tu|TiltnsuiSRt*hi3Hjtiaini3mjfituRtcuHnfifUGmsmifijnGSpi

rowmiti % . (Methods

have been developed to assist us in evaluating whether a decision is
ethical. Five of these methods are described below)
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Methods for Evaluating Ethical Decisions

9.mntMmsjm:

1. Legality:

ta.MrocStjinjss:

tnmJMUGGgmeantsipUtdsnmimstimdj u

tWGnnHS'UI'firrJIianfififnnj U tGminsmntdsls&jfra

mn " HngsttStft raMstftmifinGGfmmHisnjnnj):

tjimsMnGGGuinuJiJimMtuGH i HisHRgsisjnatmtu
ijimiGt3tuulpniHNTNHHtuGHtRnmsis, T13ts1tnnj5Cua

mstspu i

Is your decision within the legal limits? Law
governing situations usually correct some previous
misjudgment or define the boundaries of an
activity. Some people believe that if a decision
complies with the current laws, it will by definition
be ethically sound. Other people suggest that the
demonstration ofethics begins where the law ends.

mimthBmufdynfutnn®*phmnmjnw$ sfci&IGmtijtsJ
raM«sfvyst3tjiSnMttimmsLunubuiffiLfitfScuGHts1
tMitfitmjfrismgMrgibHW % IthssuiiitTigiHSnisffm
mnjubHnwtuGHsrnfiJGmtjtinufdss

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. miraraHtiHnptintiaBa : wsHnsstSm” atiiwiGsmSfmsfHjtirras

sstusfutetfmmsfLigHrittfnsfitjifniEy i gfiysrttJEmmtmii

til

miraraBaijciiTJittntjass aisifSmgjbtji fijmssatistu
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stisara’\tmtfsrathiKlMnugsmmmrmjmmfimcifiipmuH
nfntgfitntgiHfi i tsneriattmtisrl?Bmtinjyismiggcim)]SI}/I'I'thvif
mmtway HfnmssHigsfnnmfnsBstja 1 miumticufu

tnsnjstifutdignfiMfntutt4jt39 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
mSfilijmstmmgitOTtfimScuGHatimffinaGmututtJfimtfim
McuGHtalnfciMiuanjfiisa fiBtftmHratmiurSfifijHiBRnji:-
NHIGMiMtuGH aa mmtuisutuiiroHNMfUGH tiGfjijftjtutu
nciasnniauiyHm  RfnmiSff5jtnaaf[fiHMCuGHHTtiittJ[UGiJ
aa unHunRGttnigtSHttJGas ‘i tgisutinnaiRuiHtnaRGRG
tnauairnHnfinjGHtsIRtgamMnn mafnmjGataLRHtnsgiy
taisaaumjurimia'ii umsifia: u HmmwmmsaunBrituri
tatmwwaaMtuGHmfjjrill-luistEJitDtGRaii GjimnwssSa
mGsmuJtfitmugmrjHafijjtnatgjm msHnRitgnamimSG
9jHiI3GjnuwalmmgjatahyiREiyjytnmglutu3!tiriBnyi[ny
uiaHiamnyyiGGGjmsfnjujan?jyiaM~EJiiHUiaaSjfimfiiG

mjMiusatgitnHfiiiafnn i LRHwroGHtntussjyJwauiaiGn



tfini: ftfEUGStjimns wnu(nHinsHi2}fia ati wtunahjitiJ:

|

4. Corporate or professional codes of ethics: Many organization
attempts to institutionalize ethical policies and decision
making in a number of ways, such as ethics committees
and training in ethics. One popular approach is adoption
of 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, if they are for a
specific professional-group.

miHafRaiJigisl : HiGjitMiSHjtpjmiwnGGRLRIicisiGtgjtiLunu
tSimwfUGHUIciJifitfitnsunltii mjHsiRstjigtgl maatutfia
ttims1tnji3sg}i3njtri 7 HmtijtimGHmtittii"  'ilGisstfifinfu
turommtnsRGRGnamjtG3jLMmglstiMCUGH i gsitmon

smsutjiHnStgtfigggamnmamffinHmtimttifmvJfavimuitiJ n

rnitiiRRriutnHnmfiSstHatjirrit{HHLRfi€ Ul i

5. Common practices: The means of 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. If others accept gifts from contract
bidders, following their example codes not make you
right.

- mjnasdntgltmtungmcumMraaiStjjfnnGfnifijtIDGR  fnmfGaatiai
HRSffTul8Gtntt3cu{pfitnt3ituMtuG5 * tgisutfiraitiamfi iGtasmeSj
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ttStSHissmI\/IssiTricuIGrniiBCi]nbmanrnMI;Im tticuHSM ftnntnsmtu
swm i gsumcui tmittstittasfmjajtnmsisnfmGmitfiHUiuficmticums
ftiiGHSMnttna ‘i  mE3cuit5tiREifjm5wG8tsintifujG8sffitijnGtftfm
ttifam9jgsfumntnstjisudmsIRE3ftrjGstilg i qgitnmn isinhfujtiS
sstmetetfi  H\MitntusbipfgggutjisttigmRssfijnmfjfittitunfitRtns
tini 'l mstslwtmtfmtmn gtpumssHY{pmRt*m?LtnfamRSfiJti§

tRUtamstg Utafilfn ftitjpmfiHigltSjnfiti L (Relying on our value

system to guide us in our decision making will most 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, may 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 Ethical Dilemmas

mtrriHjititajHihSmMtBmn;j tnnmat/Mtitsltnnntiromra  sami
gsnjSMTRfmmsMtiwufihtStinntinngeitslupnsitictti atimnunnHn
\% |

81ht|/fTi 1 (Ethical Dilemmas, or conflict in values, arise when our

sense of values or social responsibility is questioned internally or
challenged externally.)

GSCfijsiSISUCTTISCUGH  5atHIMRIBI[JIfitiltRtt5aBt5tjIH3HHtNJt31S
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urssltntmSmiMtrecmBHjgirtHnLU{n£i8Sij  tgisutfiBtitrimiHIJG
GRtS1St5UtIIptu9jH13fni8 TOUV!YHStIISSgrad9fHtt3CI8SGvItnSmultl5'l

gmimnfi  RintjnJgnBstwmtsRiJWnsuMcreastftmymtiitHfmnfmR
GiatjisiutinuHtgpitsimfB * HRHiaHimnmimjtftHRmatBimftltais
HRsagsggmtnsBnjTiuHiiHniin2|ifimufaHn itiiraiBitiiiQafjsis
mmsHn 1 tiimwa finfaluCULURMLtjitiIM[UG5RfriiHs!Hia?GiTii9jtiis

IRHtpSsasfyajRIStthajngnBtuMSj ymwmwnugnns'iH'ifStais t

(The heart of ethical dilemmas is not whether you know what is
right or wrong, but whether you will choose the right behavior.
Individuals must 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.)

HSfiyyiR9giayjRRH8MImGtmsgmrjmcu i HRSsmtigiatBnithtiUsl

tniutiss tmfsfjn u nglunnfj'i HRSsisfR HStnamnmnRfjrm

mgjty ttammaRin*MtwtuRaRifwrammrorisajgltjiHraamigtfia

SUtIJtunJtfiHIti99fIJtUfitflS | (Responses to value conflicts are

different for each individual. Some people may respond physically
with ulcers, alcoholism, or mental disturbance. Other will showno
symptoms and easily adjust their value to the new accepted norm.)

urifrmmR  tnHnsbmsmimHumHG ? Hfiugutmuhhtinn  Pat

Amend tJIsgjtSn*bSfStUnnmtUdtjglbipmss : (If your boss asks

you to bend the rules, how would you react? An article by Pat
Amend suggests the following steps:)



9. umRnsmwiuMHTfi: fifmmwtfitQfciSsnmgJaj t Hn(titt/icutjiHSua
HnminftsiaHfjis t iIGRIitGtitiltiMnglmRInimHMr rrotii* mmndtu

ttSatGyGtssHistGaHSfmRtsInanGMsnrmimttjmtg ?

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. fmjmtuttutnahmmnnag : tns&l—!})nthnjufisTLptjmuith ? wmffimdjb
fJHIUHHRNS Barra Ley Toffler ts1fji35M[ftRI mrrjimftiwWWwn
tsIRanRus  Mwefframmfnnpm/tjffrrffrti[r>i] tacutjistcuRtgjafii
"HSfiytfIRO[RIRSRSFSFISIfIMW3S 1 HR[Rft*MnfIItnE 1tjtmtIM8s" 1
SGmilfrmHnBnuirn sasiR - iBHjfim.mwHnuGffirosauGmmLRRitticij

HistyanRinjBMUMrafjHRfriGtitiJutuRiJMtiBGRmMHRtnamiani t

2. Assess the risk involved. How much are you personally willing to
risk? Amend quotes Barbara Ley Toffler, author of 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 of your choice may clearly guide your decision.

m. fGtsImumjfautiSmufij,@s . faustmy usiunmofsimumiwumsg
I mwst*Hn”uswjuhs[utjmiutjis Hfimmsumgjh
HnmiHfiriIHSfUTUfaHnmmsmJu”uunritais % 5s[RftSmntnstufns
iIGlirntmufjHmgjm  mg[?ildri9mfatBiy9jmhjnjiH3HinJUfdm6u

Anfainiinufamntsisin) A1

3. Act on your decision. Decide, and then proceed with tact. If 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.
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d.

swainmffigmisina&nsfnncutDff : fuSatamJstintntiiHpsijlt/ntii
JuMHms1litisaffiGi£dii{fiJiraMisfnntji3 HnyfiltMmntjamcifjwnnHfi
rauTHHiticumaitiarniJSMtigG  aatJiHgfjpatuHnfintusuiragnGfitna
tits 1 MffisifjatimifijssGGG ttncuattintjuu u rnmaffiattijb’jrafj
fjiua risfmsttStjSfitiimwuGGn smfuattintnraufnmaftiagiataistna
£ijn[ui:HBEIr u HayiJUGjra. ttiniinftnatmtnltii KAIRSffrj (whistle-
blowing) 1 mnasmumtumamngSjt*bnJsititwtwGmglufmjKcu
tslsiaturihritja tuiuitasGtimcrnnSuHtii i*GmssmujMiafnnHamy
uayytrejromtns mnjjuGttiafrmgjalni fnnijuGfnjtniaatmtyfn!
ijmsfalrn mafnngtiGtasyifGtimtnHMtnfniaaintutfciritrGa ifltutii
tt"GtGSjHnyGUjtiaHtiiGaaGMtiGHatHtriGtCTiswianicitas 1 tuSatfi
HRramr]at3s!glnfnnjiti)HtnaatiintajiuHHR Hn5at|qiftgfittiuiicmfi
rniHabHaatiriraGJCunsyHittiltgltcutiRmturiHrat™tii t tgltnjmmticu
HRpanptiiHtmtiimHinMjaffagigtsiHfiitistii - " tmpmfiagMptmG

tiGtasttim?" t

Gethelp inatroubled situation. If 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. If you go to someone above you, you should be
subtle and not name names or point fingers. Approaching this
advisor with general question, such as "Does the company usually
do this?"
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¢t mmnmttiHmmwu : raMstuHnHstnniGRt*"HmstimcuGHrawtGl
ujirann  HnmGi{Sfi3nwmnmndif TiinmmjfmtmmGrninuiHiJi3tsi§
tRHti t HntpBumslna{fiHuisHISINgtsIRt3rLitJiTt3mttnRiTin{ps
tmfnntji  tBt"9jin3HtuGHtsINtmii4nTHNtR{RHISM[UGHQGgi5s!st3
MtuGhifUMtsimitiiHR  t  tms5tjiHSfajfin9}nGUJLN?8sianmt}itiJ
MCGGmtJimtiRnamtfira ~ RygmRHiGsirasggyvtnsmnnniGfipMcuriR

ttrlupmraMnmRtnssgjm t tiGsssnntRpuicutjiLnfiGfnnmgjMtuGH
mMM8ssBtyus!giBf:iuMnmmsimst3iGfris t mjtfistHigsrfnnmms
§s0aGIMBHGIRGsIm ssIHim tfossi  titGstnwtmsHRNmncmjmsvif

mstmssrmnstiss&tiusistgfm titutsfITtHRHiGtnsmirinmSmtifnf

ImtintistlignfityriiGiti'Hgfc ~ t  tricutmsiEnBtignmtgltitmtutmuw

WILS 1

5. Consider a change injobs, 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 of 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.

- HRSCIS Keneth Blanchard Sb Norman Vincent Peale tltUGIR)
IGfm[wufitmsfurtfrsummumiMEUGH t ntitMjftnlrawnmmuWw

tnSGtUltisStitfl - mi/nGWmtp'UITftifiJIUsS ( Power of Ethical
Management ) tflsGujaffijBtuG8iatlTnHtauBHjt|]JftnMnt3naGJtHW
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tn.

WtUGSIsmJ{U{fig : (Authors Kenneth Blanchard and Norman

Vincent Peale provide a simple three-step approach to resolving
ethical dilemmas. In their book, the Power ofEthical Management,
they offer the following questions to be used in an ethics check of
behavior:)

? tRHfimshmfiGjiuyLULnnsMstitmra

. IRMIMNGGRIuUMHNnNtriSRrajfntitSimg ? tGmtsmiGGmuMHRtnafrici

MmBGHGtmsfnRmfingsiaHfjtflimg ? tRmiMUGGRtaisfiimljtnaaf
fmafnntmscHtnsuimg ?

tRfnIMUGmfjsigljgHiafnian/iuGmaHnsal ? tfietrigttnsjTimtlssg
tjiHraatsStijfjs' ? tsitnnjti3ctiL?Hyd{mimMQnsBBHfifniwtjG

Bnmw8fnmm:mtwfiRb[fiJn tRpbHismmtintytthmg ?

Is it legal? Will you be violating any laws or company policies?

Is it balanced? Will your decision be fair to all parties concerned,
and will it promote a win-win situation?

How will my decision make me feel about myself? Will | be proud
of my choice? Will | feel good when my family reads about my
decision in the local newspaper?

tnrm Blanchard S/43 ItUIfi Peale tlIPJtI5nitjldItinugtutU]]JnuWCUGH
maGnafcgingthmtiBfngtfiHmatithiatwgafnnGtmsgvgtiSj tt/itu
HmtfrotnammiiniyGtmssaatiHiGuiawsfrinitGa wnmcmiMUGGR
st3cuLunmuitnSnjG5  aagugwtiiHtuabfijcriGLUfiibaiafinfugitigpra

I[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”agtsl htfftGfmjwHUJfiaGta'iH
IGwijftigiagptid  tBtytimgjtmamamiMUGGnLunmthraMcuGH t
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Stoner Sfc ttllIR Freeman 1
uswisgtQIRtjim HfugiststyiugciiimSfijmumfiJsfucTriSnjGHGHm1

WSJgil3ta8mt5titUHNtnEULIU(Ugs3t3UfrpSTUt?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 of ground rules covering ordinary ethical
problems. These questions may help you when faced with ethical
dilemmas:)

fiisntinjmQtiragmsltnnjtdWHRwatiuahumriLnHMnjGS

Questions that May Help You Are Faced with Ethical
Dilemmas.

-mwninmruMap: tRSt?nTnmnjwsjitE3njstngtgmg ?

-Hsnntng: insttjisulitGicumnGgmgitunjidciJHnStgmg?

-mnjm?mfffinitgIHfi rmstjtriHRutgts ruSatustiscugfnnmGtira
tns?

-rnmningntSto: tRsthHRmRgnuswjgiaHwwgtRHisfirinfjms
tfrmsg u nrijnmRHmMtifu8mGtyu|pwtGtji
HtCéntnmtSI—L]TfijuijtrntiJutui’\Kglagl ? iSsd—lmnfi
friHtmmtiratg ? tRstnRgnHiyiraGmufjcimfi
tJnjhtB@jianH@nuy? tR_%mfiGg:Tignfrmmms
unfltiftnfrmjficimmujutg ?

-mnmin{gnjHHj!|Hn8tg « tfijramuHHN&tOHmMpitf)iirwBWTfni

HYCT it IHBUG ?

-Promise Keeping Am | keeping promise that | have
made?

-Nonmalevolence Am | refraining from harming other human
being?

-Mutual aid Am | helping someone else if the cost is not

too great for me to bear?



-Respect for Persons Am | treating people as end in themselves,
rather than as mere means to my own ends?
Am | keeping them seriously, accepting
- —their-interests as legitimate, and regarding
their desires as important?
-Respect for property Do | have the consent of other before
using their property?

How are Companies Addressing Business Ethics?

tslnihwtmdm

turns ncitainttns”cixnatsIHSEantjfnitJnR
umcuafMnjGHStimcuMcusisitsIntjpBuRrniuMsa | miggtusMijif
mmswbH KAitnRtjracaaHtiittituL fiitnattiiwnt*tjmntmdfiitJtR

fantimratS?i9jtria5¢ctJGHt3Int!fiJlU8 *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 [nHtSatijwnnittRUJOHHasabdrmwmGH{triatitugjattfnBRaf
S5mnimiafitanaiHfinGjunbmip[MtumRgbdiHraai5HntIRGtiRi|trfie.
UJttjhatmRBtis *| qgitnmn (jiHtna Texas instrument tnsGiutRotG
mm"Ru"cTiHnSanHmMLf!Ltha tiatfcuaianSntjfnhntsIgladcufin
mwtamftMaiuRmR3jwifuuiHtnatHs i tRtytftdsmSni§BWinsfra
umsufricmmi nmRtnatLULtnwfndiMUR (sticker) utui{omw (poster)
rrmmyucyuj (Wallet card) arntjonRHicwnRuriratna (Written

Material)  Sbmtnaj[UOttin)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
tslgi3tfnnjfTiJ(intsi§lrvriJEanfi3Jivgnti!SiaiLTtitriajTiHifisgicutfi!—la I rru
ut;tiRuaiEﬁHniTRthcuGH@W—linaHercules tnsmmemjfi S 8aua
this  tSniJHInsitncurMINTIHMMWGH . mitBntjagfiMfIminftintiHfi
Spjgh sis mifntmrjiMQiMpM~am i fnGuansuagnai'ul'hfiftnatLriarLj[niu

tSHIHMSitmBnHnumQJiU (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

{RBUiIS J.P. Morgan & Company tdtUtjlUiUUISGSIfnmJW W all

tthtnjjiB5cuG5ts1nh|TiHujs

sttinBnyifi*nhmjHsIRa tnyfirathwtujufdinutnstsitcicufitijmnj
I \Y% |

mitmfutngiHti?) 1 mtuycu fuw[riHtiis[Ei(tiisiH(nftnatRfiinMi

unrintASisjmsi9nigHmiSDRfJiifitiJRtcumitrii{tiGigi 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 of the performance appraisal document.)
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- {sisutjiinanH?GSraGH|Rftnatmijumgji3tmatu  sbnjHfimtfitu n

puisiRgam siffitaJgnBmgfinitglHmalnbmtinm M HtiitatuRaR
trhaitfitiJHRJRULFi>3tsImRRRn! ¢ fim[fSrattuH||itjSORgiRRntu
(CEO) i miHia®RHScuGHgia GjmtfttmujfURtIfmR;! sbafiJaraw
TnHuiafLigiRHiafmRMsia  uiagimasaajtnssRtjirntJiIMGHmmiuns
UiMatumsmityfiiGRSH sb RiinLSbgjtnasiomRbRiJHafRnMfirnR
HRJRUTRbnjRSfutais 1 Riru™nifimfinbgRRbtgHaiRRraM (nHins
tnHim:RHI5uwisu[unn5tiiu3umuHiG tfimGjitmtuH|jnfiribtjt"gR
GptnsgfigmsIHR iutufiiRjiimnsIRGR YL STUGHsatusiaggfigincityii

% (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 of 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 hatis your Responsibility Regarding Ethical Behavior at Work?
- rnmugyininfrffiwEiiGB 3bmjggrosw|y(sbtim§jcnmuMHntns

[yiwi usumicimsRasbycuLumntiSutaaSigtgjRBtmsgsifigatimfij
HSfjj sb mSamnmasmgsfncimmsgaob t utaHmsstgltgjRmitucu

SbHRMIUGH Sb mi[ULnRWHTfajfinGIG9jHRH13R1llbiratilGUIii!R1Ibll



tg 1 UgUjatSSHmgmJ{pUJUtntntjtS "HSfgutjmmtfntd: (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:)

tmmnmtiamasmiasa : tMhmcuHnmnamcuahfitstmwss * twti
v v

mnjHmtrifimfn/imtultiJtRajuMHfi ttinjtirfigntutinfRimmucmafnciJ
mriidR

U Ck y a
JRUIRia  HRTAfGmm{SAiJffiutgtifiScilGHIuHiGffimCimGts|SSISnR

tm§

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.

. maamtimm jprtm mtagn& h /jjiftntfiputgnutimsiRams
A R -

fnn8Mtitt5ti tt/imnHismnjBfLifittaatui ittStifafiminglmnnacapm

Lean about and respect the value systems o fothers. Remember that
others grew up in different circumstances and may have developed
a different set of values. Learn to respect those values.

. IwamtuHnSciiGH saugfratalRtatagmtjfnHJUfjHR : {UMStutfiH

uisraMHntnatmcusttiritnaiufnniuigiHnMfUGHT{jinriuicuncuiHRji hr
{RfiMtiajnjnimnjattintnratiRiJtuitmiaisiaims i RtiRinJi{If{thaiai§
matHicuajtintnratjmntuiai HR[anwngIHR{RU[RameRHniraju
muHtUQ8stsl9tms 1 ggiuimn

hr HRtpffdnRfijJhbtsi*ni3st*"tRfnnggGtS8{HH[jifyHR

Learn about the ethic and the norm ofyour place of 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{Htgjljntaficinias5 BHjtMbinsflGiBHjtpu
Iptifjristnfl % fanMitnHtutjiugfBnMsim tuitutGrraBattiamcuHn

RiuiluB sa RanMHTmaBnfastym~HggatGmifijnGGRtGHHtii t

4. When confronted with something that feels uncomfortable, take
time to think. Use some ofthe 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. miMUqufifujqnn@sl—in o GitftHmftHfiggnjSMmfmmsrogtinjGa
tLmmtamjfdttGGgJUMHTfi i HnRtjiHmdtuahggcutitULmtintjS ymi

tnRufinfnjMtiGGgjuMHn *

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.

6ft5Cgfts6ge

Summary

-""ScuGHR"ifruHsfpaTsinbfnnGfmfdnGGRHnmcutdnHtShtnsggtutns
taffmtna 1 mwgimasitifisnnjmasianmmmsutStwtSiiifwgl i
Mnoimrtnnig mtinusrinfiiGinwaiGHHIGnGURfyufinuaggnjtns
tptnnfiaiatuHaSmdi  mgMnmtimtinriftilm  ffmnugttrotastGfij
mEUuwitiagjuminjtjm t wnjGBraMURwmnnatslaaftiJMnGGmal
HfrimaatGmi  mtuinQwtuGemTvnigifigaaamfMHGGRgiagpratun
tStugifigaaamitfu i taltBHgwjfajag so mipiifinitjiMtnninH

futuGBtnarrmfiatgja tt3futtittnsjuiimcu9jHi8‘ JuRMniG8aitnnjUGuj3
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tas i mfttiinRUJifjtriRlaSFriQHtjisLtilUGcuiginvitgnsitintntu tnwis
fiTivsi  tuntn  mBfntj aangn luCutjsRgntUutustuagibHwin i
trgmatas  TtrtnatigjffiMtiiGHRnassnjtngsnmtjfnmnjiditJuistin
walHtjiagifmtamnmnmumaarafiknnwEUGHaaHiamjGipGs i *g
WifIImLstg1uqfifariunanfiJni3£JiSan6fi5HmU'gJH«is mjnsnnSnjBffiin
"HthmeGjimagtS mfrariBaHriimtintja&aQa mroruntglrrreum

WFUGH Sb mntimgltCUttUGgBItin | (Ethic is the application in

decision making of 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 of us. The topic of 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 of the action,
considering enlightened self-interest, abiding by codes of ethics,
and relying on personal morality.-

HSM imnsfaatfitiuragsgfumwwGHtiintannittf  * urmtasmntiatgl
aamisGmiwnGGtiHfiutmitiia?  tScmGigtjifijaiGtmiranamtumfij
ttSa i1 HiafiimaHraG88iuratitii9jtraatGfnffabiGGRLuUnmuitiSMtuG6
;. mmmwntjsciris mifitumcutpsunantu miiGmMiwuGGR mnwa

mfiatn aa namontntnG mnGtnrtJiMUjmiau i

(Each person is faced with ethical dilemmas in everyday life
situations. These dilemmas involve making 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, changejobs.)
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tStItGANMnGIriSFRHHisfrinnm'js’  lny~*smmwstfj)fflsfRssMjf
sRInnnfunuHtius"sssmHMCciiGS | RkIIGtinogsninuntunpaI\}‘viftns
IRiptpEwWt*Hjnipa™iGnuMtnHtnaHNtjmiijiHMfUGS t Hn{pu[pu
mfiRREU yiiGmMJHRaRHIG8ImSSi3Hjt"f THUNTiriGMII:MS1SItIW
rmlSgiassis 1 tBtutSisyiRUutmmtuG59jmstRsis{UM|fTiriitiH

tsfri  HRtfiJfincyssaa satintuntcuml\élss ifniciRitmuwHNStg

sft tgmif5ntiSR9jt s gut|/fifnmfimmmsltns . (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 of others, make an effort
to learn your company’s values, explore situations before acting,
and then make the best decision you can.)

-328-



