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(Communication and Interpersonal Skills)

ifjudufiftu stmtnfiU utim :



A8 v qg @ & n 3
(Communication and Interpersonal Skills)

*5@?*STigfg£NBO6&: Q& KESNESri98pEs5$n6

1- noriRStiiHsm'safnnStusam sansjcunfmj:M8ismfiifiGtmsHfi{RUirii3
2- nnlisiHn3infijmmtimnj3mi3ti?n
3- tilununuram9tdsiai tuHTnsauwmsmn§tumj?n

4- RRwmnitnsrif(jtinu6sin93i3nifriifgjititmtifLinmt3njHig uwsfTin
(Behaviors Related to Effective Active Listening)

5- nRwmnjwsnrfjt3BUtigiHSS”njrnjgsunrii3?dfUHisruw3frin
(Behaviors Related to Providing Effective Feedback)

6- nnPmnnmmnnsntifnndJHOITIlj (The Contingency Factors in Delegation )

7- RRwmwnrfitinutj ginfltitInimntiiHtuntstifimiuMgnin
(Behaviors Related to Effective Delegating)

8- nSJtlitmnifrmi/i*~tlJ (The “Hot Shore” Rule )

9- nRMmnirip(itinut3giR9i3i3Qimj£fiti!3tiJ(unut£}iui0JW9frin
(Behaviors Related to Effective Disciplining)

(The Steps in Analyzing and Resolving Conflict Situations)
(When a Manager Might Want to Stimulate Conflict)

i2-fnndtsymjfiapnjGJt3ituuajpicms ugicj utntsifnHnujucms?
(Contrast Distributive and Integrative Bargaining)



(Understanding Communication)

fill):fd81StSmnStlJgtIm8HIS[UWgfnn (Effective Communication) wnUHTi
[RU{RISHSH1GMtIRGStfIMtinmWHW!tUISII*nnnfi[Unymigtl)  (For One  Specific
Reason) tmcuRH9"Hwfen5SHRmuTfit3tGran”gingsdfumnnmntiPnntHStfiytiJGSSCUTi
HUHSIttg faH9ST3HW (Not Some Things, But Everything) 1 Hn{RU(Rtig'iriHSH1ti
tmeuGnMUtsGnt"mnHisnfiHiaxsjui i nfitfisgnmmsgjffatgmgmn * talinnjtecmwGn
MntsT RftaaiGJGttStMtncutmsmjtSmjjtifn TRftriinRtiigMiijiSHatgtR % mwmuntjtms
tstaisninsajiurit&tfi tRtnmmfdGnwnmsmsistgjm % RsmtirognMiutiR (The Best
Idea) yttinUfUIuCUyiStUnn/ITGLU”N (The most Active Suggestion) U mtiSfni
Styutifi (The Finest Plan) nmmtfim RySHIGtnJGtGnitjlJUnaitiJLUWSIURISfhnSm
gam % HiyumxinfixssHRpuiRtayjJmjGiGiGigffisitjtgnigtiJgagiSHiISLUMgfTin
(Effective Communication Skills) A SmnURHtI
H8?timgmgtimsautSfitnsHfiifiuiRt38tijiRSujtsist*m *1

ms tmtimesurimuistfi ~ TuwgmntsfisinitatliJstimmtssixgliSnjTUfimsumi
BfiniJUPISIfijnUHFIL?IU[RV3 (To a Continuous Stream of Problems for the Manager) %
tnmngmgfcjnmjia ? (What is Communication)? mngmgtijii SgiRgatiturrmtiiHg
StU (Communication Involves the Transfer of Meaning) * jpW mutfi USUISCHSISS
nRHis yfismucmgltsismngmgtimusustfimgjm”~m * figs ttitmRntjiSMiu yun
snsitlwtnaHRingntnatgtiigtimtgtii %1 (yfisinsHmi2yjcunm[nttjimmssj[miuifin
tsns  imSmnmmmtSmmmunsfmcutimg? tnMnmtuugMisJtiitssMRRtJuiugtsfnj
tumutimteju? mum finltiuis 1

ms t?TgOTti5frmgmgamggtutns ttTiIRSmnynmng~sumsmnisfHfismmaiTis
\9 nA5tihbnrn§jtRtnsmcunHRsmtms?duigjfi i  ffisSRumujimdEmSumHimsfr)
frifiuGsnsib (fnftniticusiHsthtftjis) ustustfimngmagtifmg cys(mxRt58rngftns

um[yung§j8JGws'i



mngtDgmn  fitfimmiJ  StifrumtuStinHRSm  (Communication is the
Transferring and Understanding of Meaning) # [UfJStumQtGtSIniS fTtftgtUgtign
fuCUNJ[Rfi (Perfect Communication) SbfRRUIStSItnfiyuEJRSfi U ttUIUtU (Thought or
Idea) ttfoSUISUMSHmMSIS Sti{Rft«tUtnS{pH{Rf (Exactly) UfIWHRSSCU RtiStUtsJIfd
nnea dytutUHnumsnisjntigmGtftnwG A

GCUIUHffitSimtinJTnfGtitntSIs ~ Rfnn2mS343Entt3ndCU  (Good Communication)
tititfi  [RMNRgnN”mRS[ygjnHRtSumn8mgvim (The Communicator) ttl tflfm
ynmn" (Agreement) tiswNfnntjjifdCtTIWISmjmCUut) (Clarity of Understanding) 1
UJWssmmHinHsanfnntjiHOJsattSti HSMjttStiflimipaiRtitRMSRtsi yR&msisntucu
tnsinnjtnjnjnfluiimftirati 1 ntismujtfngjmsis  HuswjTtSttfnm{ps§jsmHSffi
nsipgjigitffifnnntiJgaRitdcucyiti tfifruggcutungetys: (View) juw tram yxsgHiy
tutuuhtiujiftinmtto "ustmmrf stiHttituHfisrairatsistgjra 1 my
mjnRtsitntuHnfataRmjanfysuistji Hismisssinsfmnctijfiam rincnsfitnnstnaHM
umraranuiratsis 1 nuts tutmtififiSjtHStgs trainracintfi tgisnaMfnnsiattutssS nms
tgragbm ttitujunut“mtuwgninnntitnpjtnm”*!
yuygjy 1
unruss mfiwumitsmngragmn t*rayu“mnt*yrastimJLnutLnjb) (The Problem
is One of Equating Effective Communication With Agreement) 1

mjmuHijyiinJuwtmbmtifinmss stitgimgitwfnngtygtifnHSjyntu (interpers-
onal Communication) 4

tss Rtjifnngtugum jfitiysfyjnj y tjpgmmtfsurunms mRaum”grftnstmnfign
tsltjlURFfU tmtUfiHStHStjIfmgjra (Treated as Individuals Not Object) 1 ffingtligti
rntfIRfyiUS ( Organization - Wide Communication) tSwpUuniJUtCUyjtnSUS
(Topics) gtjtiicuinjtsrnngtugtigl JUfanymn (The Flow of Organization
Communication) UtUlinitSmngtUgtim (Communication Network )  StifTl

HnfgJSyunsyiUIRtICISuiS (The Development of Management Information



Systems) tfit3Htsissa[n?t(Ufiffifitgl?imfijintiGnnMnLunsUjfinsfijn£sris (informat-
ion Control System)2* ..
£6a535fT356£$T356$5£55830n3 ( The Communication Process )
HStncmtfcumngwgtiRi  HiGtfimgjtitns
(Message) ttIHjums ijftmnajtjtiitiMts %
fjinss (RfgtimRJSiaiUfin (Sources ) HfiUmS (The Sender ) StiHfiggtUftTU
(A Receiver ) 1 ftfUtSS [Rftnsyjjuntiigit*gJttSHRWCTTI (Symbolic Form ) SjfCUnstjl
miUCTCUfiufdvTIfi (Encoding ) IUItI3nuSgi3fnri (Passed By Way of Some Medium)
UQITini (Channel ) tgldCUHnggtUldtUUN[fiTItmgjt3Ini (Retranslates jnwinuwHRuma
(RItiIRRtiMttimtim Decoding )% CUgtiCUUIRINSHR RRintiJHR8tIJ (The Transfer of
Meaning) nHSfdjfimgltHTOHSWj*mgjfi 1 jufTin9d-9 cicuisinuttifijmnsfrij
tSwgtim 1 miss uiSRtgjfattfiffifinfnRfniri :
1-{Ufimsfnngmfitim (The Communication Source)
2- WL (The Message)
3- RIJUmtURtiMtIIR (Encoding)
4 - UtUTini (The Channel)
5- mitiRRZ3«ttimtini (Decoding)
6- HRggtU (The Receiver)
7- fnJgsunfltl (Feedback)
twwntsstgiigjR  Stnfiimjgil3HCU[Rfggcufigntunwttu®  (Noise) tjimrisis
(Disturbances) tticmnjifigtimftymmjumsfinj (nnrisirtim ing tf-9 nstsutuicuHntu
Lightning Bolts) 1 SRIWIfIfl fmHCTIWnfdtCUmss JHULS HRjntinJMnwintSJIM (lllegible
Print) WtHtiSJRtigjwn (Telephone Static) RIJHSWRSRgRtfIRSUWHRggfU (Inattention
of the Receiver) (The
Background Sounds of Machinery on the Production Floor) 21 RIGtTSItsl HRtultU
ttiroi{tijRI$fiuCUMJIfICU tgiSUtfIRmSItiRti (Internal) ( WUULIRtINJIFIIFIRS U Hmtjjftfl)
A



(The Low Speaking Voice) U fifnS'imtfTI (External) (

mtjcutjium) muimRRtuna”j "arttirb (Noise) ™ % MtrotimQutSRajtnamiuifi
(Distortion) tsitncutunumnaStnxijmnsmngmn”~m 1 tiwusmnittirounjnnjHRn wttua
BititfRI (The impact of External Noise) tgitffiluwgfnmsfnn8mg”~myis
taifiMfntttjiimwa gresBntSanstytHcuwmsncutaiufimtinaHajcss wnRiJutR thorn

fnnsrrmSWungticm X(Some Potential Internal Sources of Distortion in the

Communication Process) 1

JWSTA3 9dN9 | £(3&E3BCHPTIHEHEEHS0ST) (The Communication Process)

filuua

RSR (A Thought) StjILUfiClumgtjt8y8jH1Stjlfin5 (Message) itflffiuUmOJRttoH'IR
(By Encoding) *tRnSnjtnSCURSild ttiCUHIStIOjUsmiTtiCUONJ t"CUtnSUmtURufdtilfi
(The Encoded Message) 4 tjSIHI (Skill) HIRURIUTL (Attitudes) GtOJISuti (knowledge)
StilpnSfUjGH-fijgH (The Social - Cultural System) 1{UWSIUHRSnStWjftRIMRIJI
mstfmemtiCULtiltntS (The Requisite Skill) fiTmUMHRSNgtSIs  StiH SmGtnutnSttflw

S%RNN[St3(gimutmdPJtRGatnStS1stgjm (In the Form Desired) 1

itjiRStmuMttStinafrmStufiatnijiHtHHfiutg  HiTwtmrotjmniRtiRiiwnwirow



Hfi 1 ftitfiSmmtilMmsmngtngtimJUMESWJHIR (One’s Total Communicative
Success) jyHisfnjstinm  minis mifmu stifimnmtimiufiffmtmtmjti® (The
Reasoning Skill) 1 tiGttftmmtitnsStiimUlItiJ HIfiuJftlunJUMttSti (Attitude)
tisfignCUtCUmtITIUti (Behavior) JUWtSin tt513JfyiRSmt3fUmSRSTit"HStCULUCNhSUStjl
tfpS (We Hold Preformed Ideas on Numerous Topics) Xintl5fiSfi9littSstfititflStitUUS
mwtiwmncmEtimiuwtmtt i

tFlJWntSS ratitRJtnanfltiHSNJtGWRUfTirilgmgvajn (Communicative Activities)
tnatOTasnnmx mmm9Gtiui83amMttSmgltwijiinau9tsJimtgjRmnHm  (By  the
Extent of Our Knowledge of a Particular Topic) A ttStiSaHII512mgtimnHttinJtti5t3n
utitSistgjtl)  tuimtUWStUGtansStimWttSagWitflfilms (Knowledge Too Extensive)
HRsgfUftTijnttSa stinmGmnitnstgjtij i

tuhmmsfnnLfiinG[fancu  RmHmntsmjmniStajuwratiHnnHfRturiHtij  (The
Amount of Our Knowledge About a Subject) hiJIStinjUsmfUfffifirintifUft2t3[UafLUa
stiumstcm i

GtinmmutiR{jtstuCumnymtiriJuwttStaijsriSnnj  ffjtinudmfiittStitsis yagtss
tuj fitm (Position) mMxtSafitisfignwtsitwiynsJujGHfagHianittStisMtsltjiHm * fits]
(Belief) StifitUIGU (Values> IUWtWtI (IpUtgmSfUJGHIUMtdjta ) fatiifiuXmniWflH
fnmtIItMIjSljnnJHmMTU1t5t3 (Communication Source) 1
ujnngjfi ftnnticuigfumsrecjissatt mGutigjtfismimfj (Distortion) fitnmmngmsiti
mtss tthmnfifitfi ~ tmtStitnmiS5[ppamcnsfn(Stuufini  tsIntimiunisfimmstgjm
(Regardless of the Supporting Apparatus Used to Convey It)*% fimiURHIStifi
tiltiwRdfUtjimMti  HiaiuntitunJTnftjISUCT ltuntifattifittfltlJ TtJfin (Our Message is the
Actual Physical Product Enclosed By the Source) 1 SflftffdfiftiIHiJSttflltf  CTHfid\u (The

Speak) Stflftfl) A tSltntUttiCUttUtiMnMJHfyi (The Writing) fttflfOU 1 XShknCUXuCULtStifiJ
mfisj (The Picture) fUjUJin XSIxnnJUXmnjrnoftmi (Gesture) GnjmiUWXuShmiWXtta

9RH8JUM XtStiStflfidll 1 flinUMttS "ggCULICUUSCTICUNRt) y {fiHSUywnp (By the Code or
6



Group of Symbols) (Meaning) U8BHWLJ (Content) tiWIttiCU
HistsIntifiju amwtifiMutjtiR {URmMt3n5tnaiStsiRtifnn{2MUfiJ stinjuQgitjRtigiti
SUfiJl  (In  Selecting and Arranging Both Codes and Content) 1 tgnSHtU”tStdR
(Segments) gibim tss mt5sn9jHismjmRfirinuMtt2ti i

UfUJini RtjitmStufUfiTUgamR (The Channel is the Medium Through Which the
Message Travels) 1 UJIStSS UjfmStISMnMUJUDHmMS (The Senders) 1 OBSGHfn Rtfl
SjCUfdIHtI) wnumfystintu (Voice for the Spoken Word) RtjItHISJUfdfTIPIJ
Wnftll (Paper for Written Word) 1 (UMaiUMUtitfl UmStSiffISUGHR HnmtiCUtnatRR
tgjtiHRtWHnnatnW tgRSvItSituhmpnJfdSmgtljuSRI (A Face -to- Face Conversation)
tsis HfiRnvnRi{UynwmfiJBffilffi sammImi (Spoken Word and Gesture) fSyjumSSf
fUUIUMH(i A (Choices) 1aPINHI!)  RIJHtmtJBCUJHRfcriG
tjutnjjamGtSfmjmHmMJStIBmtilCUtTIR yttfltnmJWJtWI (Orally or in Writing) 1 my
rrutfimftjti {yMatSiRaRntItmsssHimjHtiJ fruMnwifistUMIJR (A Memo) tSyjums
reniafUfIRNIJCIfi (To Convey the Fact) tjiytGJIRItIInwyjMm”~m 'I {UMStUIjUAWAS
tiGtiimjhmmnJtfficugd CURIJtnnuW SttinBRIjI*y (Employee’s Performance Appraisal)
HR[RUI[RtiRn|y[tjlfaun*CJtjIt{GS (Multiple Channels) rfytjimJ[RRnSRJttJItI5dICUyIR
(Oral Review) tt2imUS1UyfitjltWQRTFi3IM"UtinCiritlItUR[uiHRji (A Summary Letter)'l
IGtircsiRHIGUStatnSSfMmsnrotSmimfi (To Decrease the Potential for Distortion) 1
gnagflf (The Receivers)" RAURtUttItULITRICUtIIISRIIUMSMIJ 1 UtSHStnCULtitUriTU
{RfggcumssyRfdCTmtjjti ?t3njuistsifitifmj$fuRymmtglmH{9ti[gitijHti5 (Translated
in a Form) itJnjHiQtiiwtnaulJiraHnggtu %1

RIJURIfiJItUtas RtMfIJANS RtifijbnrityfjrifiTld (The Decoding) 1 ~"GRTSS"JXUWS
tUHRSfimrosRtiwttiR (Encoder) taisylammtJiuiHtutinRHsfiaim HiRujmtiri Gansst3
stiTuns®uiGywhbiytms HRggtURTijRggcutnaRtimRutsRi 1 mwatuTURmaMuyiaflaini
8itiRinfdJ uauntmniutaisHRggniRTRfyiaflaicTiRtiRiJHiauRjimaj nJimHngibinnss

~MyiSWyRfnnnamJUR{firimRSR (Be Able to Reason) 1 mRiaGUinsStiJUftiURtUHIR



(A Person’s Level of knowledge) HISfignCUtfUfUQfnntSfnJSSCU UFTRDUMSFITI) 1
tnjwniss  mfiUjmuntticuHisjGtftt{8s stiGtcuisSttgitifuylGHJUWHnNggtijfirii  (The
Receiver’s Performed Attitudes and Cultural Background) HHCUtiTinutURntiMi
ttingitjnun

gsingsacmifriuj (The Final Link) tSutn?ijmn2ms3i3fritssRg£3fnntsmjssunfiti
(A Feedback Loop)1l |UWStU{Ufini*Hnttflsntifij*mt3cumRtJIStfin u/imyjwstu
@dj{Rfwsums(y*UHn?ninti{yns ~ncuisstmbiggmnissffinjGsunTivi™* rruontss ugitri
tti HiamjgsucTntitJJwucTiacmJiRSjmgitHitDHnumalij uS~nsryigjtftni (a Check On)
tMtRHismjmnjBtttnsmfi[uritffifirint3cuGisumstGni”sis *
Sg67gglgfng6bge558eg3 (Methods of Communicating)
USRfnngtUgtitSJItlimRJtCltaS (Verbal) UtilfUtflfi (Oral Interaction) tefIfFICUIUY
tUffliffanjl (Written Communication) UStyurnnjtfIGS (Non Verbal Communication)
saiynstj]ndjiffltH~Gigst5(Electronic Media) "1ttStistinniisitsJimfdtttuaftGaHtD*) 1

(Oral)
Talking)

y gmnga”tiiwaiR (Oral Cpmmunication) i gititt3rowaraHt{5jpMRtimn5tugtijni5
JHHiswaimsi (Speech) minmnptfrtifmiHingw8ti«iri stinfnnjimuynu (Formal
One-on-One and Group Discussions) fnjnfnpjdIryTIGffTI) (Informal Discussion)
SA*"mJUtmtimnjGJtriyjfinH yminnHnutgtfttjfig'l (The Rumor Mill or Grapevine) 1

rognnimn/ntiJtiro (The Advantages) lamngmgtitn~tu”nigiRRuniatjiajtliw
(Quick Transmission) UPmggcumJGSUmitltnSJUIfd (Quick Feedback) 1 fftfUmSfiTU
tACUHIfi (A Verbal Message) StimjggtUfiTinyuynwtncuBGyGUtjfi (A Minimum
Amount of Time) I LUMStuHnggnjnmtuyjiw own innjtsismjGsunfitiSjriuJuiwmG
tHItUHmMS tfdtiuOTniSfnH (To Detach the Uncertainty) U?itmfifijffjm8is 1 tUfilin:

HSHUUTUDtiro (The Major Disadvantages) ismngffigam luFimyinJHIfi mtUIS
8



idfatSItncmuCUN1nS'IS  T2iftfiumSXitimfiySfi3IUtISGSS (To Be Passed Through a
Number of People) QsaHaMimnnsmatRtTSstGtmmmmafnimntnamaxnsititiJj
(The Greater The Potential for Distortion ) 1 H3RgWRO9tRtitRURtfmmjmn9IimH
mJWGmtijtiSm (In His or Her Own Way) 1 fltiSUHSSSUfinJ (Content ) IUMWmsl
tnojumstglticuuncintfl ( Destination ) nsrntSy ( Often
Very Different From the Original ) %
tsintifirmssisi  trJroiMtsRMtrcatimngrajjtatntligigfR  tGtlitntjiwyisintnjtgi nmu
ymynyigl muitimsyiyisS9HtiftiGtmsstitiu]lygsmgfrims8frifL)t4i~Ss ftjfirij[5f
tjISXRUtfi (Considerable Opportunity Exists For Messages To Become Distorted) A
PTltyftiftaftHfjjJ ( Written )

mngmgtitntSJIUINJItIICURa/iIHRJIBISHSMpymi: ( Memos ) tUSfi (Letters)
gsnsyjfS JUARTIUS ( Organizational Periodicals) {fIRU{finSmSttURIn3jS (Bulletin
Boards ) U gumonft'tgtgjfi ( Any Other Device ) ttiCUHISUmsmnjtnGSySHRWnri

( Symbols) 41

ttftRHtjisdiHntStj*fanfLimnmnSmybimdiftrityfuniiftHnjj ? ntymslIStssyis
njRim:HG'S|Sm (Permanent) GJlfiinrifti (Tangible ) StiHIGtdjtidIfitriS (Verifiable ) A
mHCHRigmS 3tiHnggnjmt3jnjignanwiiMrimngmagtijntgis,i fmnaismtsjRjigRnti
ira:intUimtitDJ (For an Indefinite Period of Time ) "1 LUMSIUXRHiaQHtUttijgH
WinUMfl XRH1t5n3RJIXtiji3"RS1IXnWXUnmtgjRtnSINHJUTTIfltjimfi5t3 (It is Physically
Available for Later Reference ) 1ISiSSUIS jmi:M8iadintWMMnumn2raJ3tijn!l3nJ
HiaMfnnft)*PiRTin) y tyjtnftJtm (For Complex and Lengthy) * ggiUUOfi tdSfDJ
JfigtjJlifanUdCURdtuSHtlJ) (The Marketing Plan for a New Product) tjl3tglt?ititfi
mssffmny tiinSsttifrnfifmnnitiiususiunmmnnemTGSts "1 frufrimtlsmnss
ditutujcuymiHfijjmGtmmHfitSHRSfi  HiytyijywstftysnnjfnitiiJtrimyti ttijbi*wnu
ngj*xnnjgitiHnjtSfnjHSfgstdamnsis i HRLUttuidsytnynm (a Final Benefit) udR

XSmngmgt3RINXinmtunil/iHNjIRXISmHnn2tIffijfTIXdICU (From The Process Itself) 1



tcumtuRn”AnjtuiSnjutifi*sis (in Rare instances) tR”atrimfiSRgn”ifitcumngti
WSifittl (Formal Speech With the Written Word) tfICmtUCUntiriHfijJ tflttRU
stmtumfigtg (Oral Word) i mnwnucTnHHmHRpanfajtjicintijnjnnnHfijj fiummtu
URftUdQ5fdnwnmsRRptfim[pLut2 ~ ulsjR (To Think More Carefully) nmtifU
tPiGtiumstGnimHfinnsis 1

ttfIRAtGS mngmgtimtjltinajnjRniiHfijJ (Written Communications) tfititmg
tmUJRRRJItJIHStInStUHISgjUIJR SMyiSfnnGJIfdtUIW (Morel Likely to be Well Thought
out, Logical and Clear) '1

tflfnjfm (Drawbacks) lUftifUutin fiJUtfl
nriujwnnJiHnjJuismnGjifijnrifatji*us ms*nwtncuH fatfpstdj (The Great Deal of
Time) i HRHitjumsnRHistgims{g(UCTfiT)RfulsjicumjufdHfi Rtiicmjuigja ttfituwu
tlICUHIRIJOKtNnCUHffitH'Iti ( One - Hour Oral Exam ) tjIStjSstjltifTinGtjinntlJWntlfi
HRjJIRmm:tnfUHmMtU1i3utSR1IWnUTTIJIUQji3utjRItS1S (One - Hour Written Exam) A
mHmjtfimwfc HRmtSBtinmnucmHtijRajtu:tnnjn90 tgl9tfsig msHRmc ciunm
innjHW ithatStgwnHinmmtitimtss i BtuiGttituHSHituTitiitjtusiaitijaotgjfitsis Hmci
SimtiSfmSHSUmit! (Feedback or Lack of It) 1 QSingStitriCIjHIRHSCmfitHIffiHR
ggmfmngmRuinamasnuitneafiHtiJwtHtijfuwatijnmfitnsn i timtgficjmng'tijgti
RItinCITIimCURCUIHRJJIntriSRatmsJCtMfdQSfmSRinSRIJgSUnTiatgjm (a Built-in Feed -
back Mechanism) %1

tUStirotSrotfitnSJRuSmfitjl R1JXSnt5CTIOfFHSM}imn:HtI3 (a Memo) SstDSItft
[R™tnstRggtutgjm  ttjimjuwstut*sggfutt/itijmtlimRmsRiJGimtii  HRggtu (The
Recipient) StiUnLfJItSJWinSIStgisnHStIttJCUHRtStiSWiatt)j 1 GCint5Gt3t[mmtSSRWU
{WU (Relevant) ttiJ t*umsaRinGtfdtjRtURIWNRtBSAMMWYiIiR (Oral Communique)
ntpsRtiIRUIFI*CUtR[fnStRtIWWtmUJHRggn5firin§tMGRfdtau (To Summarize) HO
tdtUHRHISSOliaJ 1 tWGRfdtauSpHJRS’ (An Accurate Summary ) tFIRIJgSUHTILittjCU

UvJimtjIRWfntitjl (Feedback Evidence) fiimaflsTfiftnaiRggnj UTmmwnHRSmMJUW{fl A
AO



gg6|/5g«ya6CTS3 (Non Verbal)

mnSmgamytireSSttiCUHISHRStIJUtiri (The Most Meaningful Communication)
tmsnmnfimsamt*mSstiymfinnQsstirim ufimmtnBawnwngjtin  mSimnStiJssti
mtultUHStfUmnjtntjS (Non Verbal Communications) XL gsitman fihtUittfrfRfdCTn
(Sfis) 88179 atiNmufitinnmmny tslaGtuitstifmuRtfius ttamjamtDuminHHm
ttfimSstritmy(ymfijtntis  (Without Words) i tsltncutdnjgpmntulgjinjmRnttmpjs
sfalfiummuG mMRHSTRffnjmfinntj]SCUIIHMtSHT TtnupriRtji SMjmuwtnRtnafrmsm
{SistsltnfutgmufijnmRugininfnnHstriuHijytui (Eyes Get Glassy) umncusfdjfi
tnutSymmmsmtfdfi[utfitti A1 uGRitsstfij tsltntutdtu[ntJifawiytnut8ytijuG (To
Rustle) tuimtfdjftfrifiRLmyiutSyus miumuawiiRtitcicmas RBjiMcmfiifanji tyitinjsBfi
dfmncuummtntii i gtmsusu u RtSmnuMURcuyifi UMiroffiummtinjuRtuyimstR
tfijmRRtjjfnmt;lnSfyingimsHRtthtd: i nuts tdRymtarrmatustiRi tfrituysnu
mRjtntjS?tinjtRfmcut5jifiStiiatRudRtsis fnfmmujlmj (Body Language) atimnwn
tIIRWttUtitalRtimRjatintil (Verbal Intonation) A

mmfnmImjyisdGtfi mnfmajlmj (Gestures) fniutmnjgmjg (Facial
Configurations) StiGWmdtStSjJRIUMWcfmmalJ (Others Movements of the Body) 1
di affiuimfi 5ru88\3y ffiG (a Snarled face) *mjsmmytnutm”tjfitiju”sfanmj mrnu
(@ Smile) %t GCUSJUWu (Hand Motions) 9RH8 (Facial Expressions)
3i3mm?mj£3tgt9fR  mBUtiinuHitaStinmmKuBR (Emotions) uHmsjfitIBtfifnn
Clinsms ( Aggression ) fnifimsiti (Fear) fTimHjS81W (Shyness) fnn{RHR(R9y
(Arrogance ) ffinraujltu (Joy ) StimiStiwyju (Anger) 1

mnWRJJIRMtnJtJRarnjatintU (Verbal Intonation ) WitlitCUmJfatiRGStCUfTIR]
ymijtdrasjcimyinG*mtmRSti % xSyjtyfuuycrtmmGjiwtji tRfrmnjRtJiRMtcutitasHiB
tftwuiH Rsmtdtuyjstsifmjtihtiamtms  tScuttSantnJturmSsfaiRtt3turajfiJCinjy tutsl
fnStfiBfi[R 1 BtWtmUM{RXt3n5t3i: "tRHRSOnmtSsyiSSUJUGtHG?" (What do you

mean by that )?yjRRyjupawwjGtmsmRjJUfi5tfiriRLRtsstyjjycutsIRiymnc5RdiR

U



fihcutiJUfihcuin[R 1 [UfSstuwtwtittinjtcuinfRxgmtmsgs (Soft) antmw (Smooth)
tsismSfitmmuismjQjnjHiismsfanwinjatrfftjgiti® ( abrasive ) nJitmgRiiwfcR (a
Strong Emphasis ) itucrmjQtit[fntij i mmpaiaitSagitiHM jnstsrawnGtrotDfiJcu
HiawxrotjganJitmMiaisiji ~ ~fnjtjtiBm~raiwisMtHiraMMjimsuHnM gitESwtnaM nii
mwwmw [ftntiw*cutigla tStmmtRmcutjifnRt*"HSW|fitiJWJfi (Aggressive) njimfrumj
HStsntmRfltinumoittU (Defensive ) A1

wifimjctfuftcutfi ruufnnStnaatntiiniHiR tnaafjainsSnjHatTumfinntsaxsistansis
tfiIHSIgFEXHW JfUtifnQjtin XUISIH ? nXLmsmiysqumnjinGS (Non Verbal Component)
tSStjigigl31HR8ffisSnW31tHjUHR (The Greatest Impact) 1 Hfi{fmflJjrfH1IRG18JH
uSnjtfl XSmJSmriSSt3dinjHTfi (Oral Message) “ninfflJ WtdbgRHS (Facial
Expression) StimJUtmnimtulfni (Physical Posture ) mCa%tcnjHRnmnront3IR
ftfrguti (Verbal Intonation) XtrifUHHStr»n)% mASttJIWXGCJIHRRiniULWPiimnjMStCJnj
StintmtSHI (From the Actual Words Used )™ fnRtlSaxaitStiOTaHMRIS tjIMRaiafl
fixStHRUthmstji  tmtStisunmigImsfimuiun  tjitjittRinStRRUGxmsHttInjxtSaatinm
tgimsfi i LmuitutjiHSWijttSa nuswfswmtjiutusbwftttijnb urniiss (To How We

Say Something Rather Than To What We Say) 1

(Electronic Media)

UGUJ8Xt5anl3tdRtg1XW{UXRg89t3UHfmJIIxaLUCiadjniyitlJtHgG(R3i; (Sophisti-
cated Electronic Media) ntimJHSffiS RGRm5uiJ3t3RimMtt5ti 1 tCUWNmfISGHen
uGtfigjwn StiTUnsmwtUJJISTiTUrmui: (Public Address System) tt5titalH18TUnS
gigwi isttinti (Closed Circuit Television) (UUfitifinuSUW UmRUItfriHm) fTIIWU
lgjmHnNnjgj (Voice-Activated Computers ) RinjR{ftJItIJR8fi yIR1fifilH{frWJR
(Xerographic Reproduction) ~WSUHISgjfiriJ (Fax Machines ) SbEiUfiJtifhHgjG
[R3GatgtgjRtinX(p3XSnjH1GXpCjIMIHRI (In Conjunction) tftumSbWSififrl U&RWIi
xSHjmSRtJIntuxna {uwsfiinutamgjR Rtimngmgtim i m mGcmfcRRIifiRGfiaSiuiw

UdRRi3Xnn5t8SRftrmHQG(R8G (Electronic Mail-e-mail) % fiftn}jgjG{RSGHSITTIR
&



IHItjySMjItStiumSTITIItMUimnjnflfiHfyi (Written Messages on Computers) ULS{T1L9
tsltt5nnjv9nt3fU[th4iSRunjiimmummHnHIGnnJ9J (Software) t &nnss[RijisurPs
mu”tgiunjpnGtuutupgimwHnggw (At The Terminal) iSHjmstslfncmfcintticuwu
MUUdR (At The Convenience) JUWHR99CU 1 {mnHgt3yj3GH1StURIUi:J31UJtJIMHia
Rtemtfin tt/itiiumstgipnsHSwinuwusifintitnfutRum i

Gtintssiti  SI3GCUIGt8;jitiJJUfafirinHIJG[RSG  tji9t9itnsnjncui:yaumtjiHti5Stt
GtuiGSivi utsnmtsfrinSrafiafnijinritDcufinfiHrinitii 1
fj$38&5g$56$T3S 6£fr3369£55%58gp (Barriers to Effective Communication)

taifJtimjnfnRJIIJU M ttStiMrifitnjijmngtngam (The Communication Process)
ttuatjisnRfamnjnwmsnnjtJGmwnpnjutfi 1 tRHtglttfcuumHimutsmjmfi ? ttuw
nmjmmjl9tol (General distortions) IE3tUtNSRRM?nWAISCTIISIRV3fitnjijfTin5tlJJ3titTItSIS
iRfdttifmSniyisgufdRwtgtgjR (Others BaiTiers) Gtmspwgmntsmngmgtim 1
gnttjfns (Filtering)

mnijns RtiifTuymjjnRmsttJimraRsit™tGXHitunRHisisistnswfnnHtiunujtiw
Gtm8HR99CU (Filtering is the deliberate manipulation of information to make it more
favorable to the receiver) 1 ggiUISIl/i tSitnWittifUHR{RU[Rt3WRStIBmiJjunULtnmGl
uritijjufass nntuRJttritfntiitjticiHRTRUTRmsisRntinyisciRHis 1

gtifnn (Extent) tsmnjtnsnRHistss ~gtgiHiagmRsatitiiHraatimnjnmntni
fglIflJHStNIRtIIGMWHS  StifUjGHJUMftnUS (A Function of the Height of the
Structure and the Organizational Culture) *1 mnJttFtHnSfUtflIUISimS[Rynt6yURt]jTIU
mstRtips tsinbiMtusnTium tncmmsgmwtsmnftnsnRuistssRHismstRtfpsttiJ %

fuTGHiuMwiusHtiJjricijiHnjtfistsRiifijcTi  uuaGutiiRtiniRimtnstfttftTmfig'Ea
mnuinjtiBtdtufmustmsRjwtiRGsn”pnitinjjbns uuhtiiumsis 1 tumjticmttiseatiRfris
IRGagitronujuSRmUTfTimginjHS (Style or Appearance) tnWtmsHR[RU[m3{RftnS91fi

91CJ§jtfinRUIStSts (To Alter Communications in Their Favor) tgltftRMfUftITItjSnJW



PTIBESEAI06Y6550j&SF38 (Selective Perception)

Hfi9gfUfiJinsiRt33tnjijfrin§tiJgam tHnmSmunnfmnmsttytism  uftmwnti
H1LWOJt"mfnn3WmiSmfmJ(needs)mJ91fi9in] (Motivation) U9PitWIGS (Experience)
Gtafl2uv3(Backgrounci)Sv3yGtSRfUniin:utgt9jf1JUfij3S(Other Personal Characteristics) 1
HfIO9W £mnntitRtIfntiRRAHSridnJIUItindS (Interest) Stimrintigri (Expectations) P
tymytim tsitnwtutuyReutsistinnuMtiiRttsejfDecoding)*! Hmcwyimstuntisfruttu
tt3cuBfigfitjiHStjiiuRSTIH8?pustiStnRgn[fifinsHsmjtfiijn2n fosfjsimtfigtgl xsisnnt™i
HStunGRgnt*nuWGxtutiJJUWtunsiJtsis tmunsmmsmsmjBniimHijftsisttijmg
ff35is??$5$3|5 (Emotions)

HiiHCi/ittinjHRggtuHiaHiJHftfitffitati) TiGtmshnnawtRtnaggnjtms  Hisrigncmgl
tromnjfiiftfitijfiriy 1 HmRtixRuntfmuj«mjgB|nnt5atu8M9m
Ifintl] UH15HUPOR)TItiJJUfdHfi (Happy or distressed) 1 Extreme Emotions uGtfl
H1jyn/itSCUhnmRntSJ81ti (Jubilation) UHIJHLUIriJtnngltigiagfSR (Depression) ffIR
tIGSuiamRt3tfiutifnjnjtnRSwrnn5tiJJ3tAMEHISTUMSITIin i ntifinsfnntumss ttSaimti
tRHStHtntcSInnWHIfi5SU  UMtuijmnSTniRRtWnHfRtUriHtIJIUMratit®m  (Disregard
Rational and Objective Thinking Processjtt/itliSatJinfiSfdt*mmilsgmmHUtSIWtCTIRSI
(Emotional Judgments) 1 t*rnJLUtMIUtIMtStiMfItijWfltamnGtfaGRMnGSRtSitnCUHS
WUIIRUG?;  (upset) nt[msHf1Sti5sgStifSrindtnSGJIMCinWAtl) (Not likely to be
thinking clearly) 1
gf3ft53 (Language)

mMnjtnQSH1SSUJ3M9ImwnUHSMJttijti9m 1 mm (Age) ffttHUJ (Education) Svi
GtttfISutJfUjGH (Culture Background) tTI9ufnncnmivl (The more obvious variables)
tticutjsfignwutjfitimfnfidi ttiwuswjgimyu[tnw sbimmsmusm (Definition) tcumfy
tncsgimms i

fTIfinJUWHSMjHmMgsStun5t5mnsint3RUIIIMSIRtntU (Public Bureaucracy) GIIW

t~8fajpiwNsnfnfiriJuwnHnnntiG[NnGHmMtuCiSHismRMnjijRu?gjirism i tinny miss
4/t



GJIWtjltiUmJtUt4inSt3m Cli9jtnSASnmnjlw Mt [U{pwn”[ynSJ*BtnnJ  (Bureaucrat’s
Vocabulary) *tSInMtIIUSHtumUGHTnyiSSttinSri XdCUtAIS{UfR (Background) SfdSRI 1
tWMnxSSfn03MmgitiLWtt*"H8MCTnfnJtJlJ (Horizontal Differentiation)UISUtSfi8JH1S
HnC)RthtdCUGti[PittSffnfiJIWnUt{U(nidena{nHESS UfTIWUngRigw (Their Own Jargon
or Technical Language) 1 XSIRbftJIUSG? fdtTIBRgjt3gjimtR*"RURNRUSMHTFITI{fijtt}jm
tgjn nm (gsHRnimgwgeam) xt/iwsxuRBRRtiRussum*) (Each Locale) 8tix{U{tnfii
mnj stimttiwmrawwnmRRUsmwi iR i

fanSWinfitiHgfUIUtf)  (Vertical Differentiation) RH1GUti8IHISUnTimftritt3j 1
tfiggitmn/i fnnswminGHisnamjgjsmutsmnj "jAsxruRgRGR "(Incentive) stimR]
Rfn" (Quotas) XRRHJStgjbRbEULIU UifimatfiHSMjntSHfipiUlJitt 1 HR{RU{RtittIR
Rnnjstintiinmffnj  xa "jtlisxwRgRGR " s”rri " uxamfijrftnamnntfitiJHn
[RU[Rtitjim[RIUtLI tJ'igtntn RQJ (Manipulation) ttfitUltiCUUaJHISmiHSMUJItjSR
(Resentment) ’1RSRXSSHJSSWthigiSUthPtiHRmGStIJItIJRJemXRHUK HtiXRW) RXttR
nfnn{UJtnWATIfiritSSHiy mciswgiaitu (Our Use of that Language is Far From
Uniform) 49 cxtuisStt ?anjit3agin*m{ystDmfmtnauftmxms HiotfiRincfymflTjaujtna
afRiJritaRRttxgmgfci m A unrBtfiwmBmuOQJUSHffi tTisxsi ysRisStitLifnRUJvixgjR
itJwxujtigfcxgtHtfiHtmms inaxmgjamtamfmxaistihtituntg i HRxBfjiJxnsgxsiJRRtfi
mnjxnGS stiHRsmmRj stiwSmw33sauR[fmti5tnit3WH|[filmtfimHfiggcu i mnnstss
tFimimnjgWXdtUUtSRmitUGIPidtUtGmGtim (Communication Difficulties) %
ftSgp5&ffia5S5re §~55S .5 (Nonverbal Cues)

nus xmtiuisRRWRicmujnitfi mjgsjngstimujmrmmImj (Nonverbal Cues) r
AiuxGnnitufa3iSHMRf5RjJumsfiiid nusfatmmgIHSWiu'imgfR ‘imsgsiRgstiRiHRiw
IRIRFNRXtpSXRItXRR1IUHRLj1HtISSfRIJgS1RgSttdICUmri (Oral Communication) A

xnsntihti ntiRiiHafgttJtutSjRmgriiStijrnsflinixsiHR ¥ mRjwBjuMttsiuntiJg
[tnutjl RIRSti WXtua (Tone of Voice) StimmIRIJ (Body Movement) JUWRIR

uttimsfR'usti 1 3mGfastfisufimiRHTRffnHJtu:fd2 stiwxcutiro«?nR i tncmutufanri

IS



utiimsimtulm i HStflUflriUUtithGS HtiflttnstfIHmWIItjinjyifi (Oral Message) HHS9tU
uiStnjfiS{G9j (Confused) tuimfnntyifaajiwtsfijijggnjticuusmnj i ttrluna5idnj[tnu
Hfitii HnunruufdHfi sasoiis”sis®jfytnsjuwHn usmsffisfi
tSItnCUHRStinm Rt"WCTri|QUnpU (Conflicting Signals) 1
(Overcoming the Barriers)

tuhmwsdfljs~triagimm8namj[p}wmgifigtim tRHHN[RU{Rt3[Pi"8t3ujt5ss
jnijgitiisis ~ ?  turiunjuG8ititimHfltjJtG§jm5[piwmging”~mmstfims[uwgfnntfly
igjRfIGtji:
5T)96j575i158Sm57y3Q338 (Use Feedback)

uimjr[wtijgnng”jpsmtj[Rftnstnfitgjm m~njnm jmflj[G gjgitigjim s
fnnuSGJIfijfinfd (Misunderstandings and Inaccuracies) L unpgitiHfthssgstitjIXfm
tgjrustbustS5tuwsm HniffuiRtiOTRtiy(pMafm«2mnu9jniapuljjtititiitn (The
Feedback Loop) ntiutnfljfnjgmngst) (In the Communication Process) 1 mngBJRU
HTjtjimnjwB (Verbal) ymHStfrCTIfijwS (Nonverbal) 1 [UWStUHRLfiUUitiHinWJHnN
ggnjfiliyifitsl mHROJUSfmflIfUgtnSStUItUtg ? Gtcutu (Response) Rtj1ROma8jfnJ
ijstufiu (Feedback) i mnamfiuxssnnuumratitifajsfGtwffltng unpnsthmm i

HR[RUmMGWJWtI"}ymMfljiHnfm (Message) tSujRtUIRtfl tRfIIJtFIRItnsggtyU
TRfnisujtudtjttjfljGbitnsutg ? tfttmnmwj HNnTRUTRtiHIQMJHRggcutSHIurmntgTaJlnisf
emnmsmHmmMuiuMHfiggeutjini i Hmfiumtifnutjistsi nnggnjnismfljntfnfljunii®
tthmjfu[RfHnmnjw3juw fnfi?fltutjisggcu i

mnSmfimssnuumcuttouh sfiSfiriTwusTuwn (Subtle Methods) tiitimiMi
fdtuisdicu UWitiUfmjtfifcHCU (The Summarising of Messages) 1UgHGUJimSimtjigtgl
(General Comments) mGgfUSFHRSmymfICUHR[RU[Rt3 HnyURfiHIUWHfiggCUfiTmSS
1 ISwntSS mjfltumcumjttlj (Performance Appraisals) (RfinSfiJLtnmujffiJ (Salary
Review) StimimnjtitflS: (Promotion) RMR[UTIt3SJJURINWS81StSTTIJIISmRU(Important

Forms of Feedback) A
N>



tfimjrm mngmfimssntjistRfBfitfi {RtosumstglmumRjfijuHwtg i wnumn
giv3gjimmGSmitl]81t3t*t3mnjw3 (Actions Can Speak Lollder Then Worlds) A
Hn[hU]}i*tiPiwmdnjtnsumsugumi (Directive) tgiuhSn?nhHnmn§jnitiimj[uinjfi
mtfitsStuWUhtBnnjngititfw  stiirifutnfTiggtiisfinnStiJfiuunlm TuwstuHRgunssnti
guuriHHntungiaHfijHsnisutnnitgirnujtjiajmjanStgtsis i mnSmfimssticmtirmtutji
HRTRurhmtjfitunTfirfrijyisfnjunTintsint3ugumiSHnHnituims6sfidGt§HStss 4
ttjitl]t2tljfnmJfrintjjt39tgjR (Nonverbal Clues) tSHjpUHnNtjlththggtUfiTinUMHnNtNS
u nSstns
6"5gf gis"8\53"\55ft3  (Simplify Language)

ttfimtUIfitfl  ffIfiTimGtjigUWg (Barrier) HR[hUUi*gn|2fanramnjtC1GSJUfij8S
ttjimGal]infiiijgitsistglfnylGtgjh MG mitituTitmmfiTjgiatsisyisfnnGjifdfiriw uritu
tnmrntu (Clear And Understandable) mmsHnggnj 1 Hnifiupti{ghiSmemt3itii9
tt*"mntnjnjnnmfimtu2amfijHnggtut2ujtHimfnfiritmsf3gitjiumHPiggfu (The
Langnuge Will Be Tailored to the Receivers) 1 mGlatntsl RHmRHSnfiy'lISidfUtnS
{uflsfnnm GtStgitnstsitncutt3fisfiimsism GtHitijtfiggcutjisttjimmrtnfiTmsis (is Both
Received and Understood} 1 tRmGmSsmjmfljtSStnSt*mfflfiJlUimttitU}gftLULtnW
n~gSingStitjIHmMHfiggtU (In Relation to the Audience Intended) %1 tTI*SIt/Ixan
tfimwfc mtmianjtiyiwMi~raHRpuiptiHanngjisiRtiriTijmai tglmsuRffiR?smfi[R?
iIRSMjnstifnfmtafmnglmasttmBmtiroigmiRtifTutintuuj 4 fnftnuigmgMmiiftlinj
dcumimrii - mtunjntmipUjiMAntiinHHmiitJniHmsintitmsSanHR StiJiUMfi  tnsfi
mtSUmmtl'H1SUminu5sHfij (Innumerable Problems) tUWSfJUpM fIfSISttM pitfi”
ISIS 1

‘UI'Wuut’\umsamjrifrilu?nf!stijyn(yvncmjvfisgmiatms |
wsisum  HitsUsmtmmisimnHUjulintnst*mrnnliEiMfjinwjtitnjfinnutu/fiStsis

lywstufi IS”sgtu tthmHmdcuusGiuwsSanriunTitsis? ggiuijnnmnHitHHTfifiiJigifi

IT



Hiswsijfitfi RmctfilG 8GiS{ufigfnnwnu
ntinRvmmiiSmrimnjtnGaitinjntnntiJtu mJwsmt3funGjiwcuiwyfnnwutuifjwHtiCu
tultUUSHIG  tijiniUGiniS (An Affective Device For Idenifying Confusing
Terminology, Unclear Assumptions or Discontinuous Logic Flows) %
g'S5e553g&$fig (Listen Actively)

tsitntuiunysmniHinstinm uutintnswimgjtin mjwiu
Rt *mftwamninHRStlimiti"wnH" (An Active Search for Meaning) yUfninfiHIS
tumin:HwnH (Passive)*i t*ntirniwiuinsHSfiyrijaimuCURNtitRRn 1 Hswjnjmn
IS18R HNn99tUStiHMS (fiTlJ)(In Listening, Two People are Thinking : The Receiver
and the Sender) A

R1RIJGStStt2i391tiIHWmMt*"HRHSntRfiritj (Poor Listener) 1 imUIfiH? ngmsflljl
mjojtnmuimt*GH?nmjfimnimRtitfit3itiSwnGtjCu”il3fnjsugtutjimjnfi (it is Usually
More Satisfying to Be On the Offensive) 1 miWimfitttfirijtfIRtfttitTI)  StinUJ
(Listening is Often More Tring Than Talking) * mJfUtSs91U91J8JH1ISRGLUt5t[Ut3
SItiUCTTI (Total Concentration) 1 mJfmUtintiWwWRHftSWmStimjn ttflUJ91H91JfnjBRtit3
HimofiLUHtufisitiLwa i HSWjGHmMmMGStmtiJtns 9tfo mnjntiHtiJSig *ili]lwuRfnms
rru ftilumwHSfantutiinsjifintinjmRBR  9000mm_ ntiutusig fnnswfrussnisusicij
tClItUXJInnStISswnUSJRJICU (Idle Time For the Brain)
BJfimgjti (Opportunities For the Mind to Wander) 1 mHIGmSfifjjHISmJftflU
dhaMnHtnSt*Q5mjn[8ngM]S:tI5nj3ti{filUmtj1HtiISHNUCrIS (Win (By Developing
Emparthy With the Sender)tmCUfimimti3Sammme5ms1W1Sfiini3GHRUmMS (By
Placing Yourself in the Sender’s Position) 1 ifriumnfitjl HmjmS91fc9ptlS
ifititfigwsfngtiHinjmuri  (Attitudes)dfu{utontjS  twGRfRfmj  sarnririttgmsis
gwjs:mtu2ti (Empathies) [wumtS8tG§jHismnmstn”ajLwcu tSyjwciiStinsGfiriJ

tjimwatdnjmstsinafijii ¥



HNWimuCUHISSWIJS: (An Empathic Listener)

mtiMRHiastSMutSsMHRmnnamiggwHjjsratnnitnjnjRtirnnStiigam ttfimustHim
ujsmimmtimutirncu  HfinHnjtinmamj?sSmymmpi|firimgntjiHS (By Premature
Judgments or Interpretations) 1
<3$5&50<Dg556&")&56"3" (Constrain Emotions)
fiHiGtiimjRfiSfdLuwstuttSafiiafitji  HnipuinmSmigmgtiijnfjtinujmanjHia
(In a Fully Rational Manner) * ttStitnsSti
tuimtfi utsiwtmnsj (Emotions) mtitgSjBanGtMnwumntmtiGSGiSnimndJHRStiJ
(Cloud and Distor the Transference of Meaning) 1 HR[RU[p"H1RtufUH1SHJjytlfi
SnjgltlANUNTItimHtItRtHIRURIfTMtIJgM GtmsftnnanJUmSQW  (Incoming Messages)
tuimnmGwtutiRSRtnsgjifijnjieij sti LRHAfntiiHpmntinjgsums”nitsistgjm
(Outgoing Messages) 1 mHR[RU(RtiIJnmfHH1S8S? GtHW 3fiTmmuUttafi[fifcmm§
mnStijatafniustsfRIINRtiNIHFITRUTRmmsMnRaMfnnGHmgltimiHtifRm (To Desist
From Further Communication Until He Or She has Regained Composure) %
(Watch Nonverbal Cues)
IUMamfanHmnHISJfIMgfnntjiarnfyM8t91s(If Actions Speak Louder Than
Words) t"M81S[RtoHt?IStHC15WnHfTIfIJUfijHn tBHJtJfItDMfIHflingilaimxiMUjn  sti
n[S~dnjmnjw2tticujwutjiHtiSvnHfnn %1
ttSMNSRRfAfNtUtIScTtjJfiBnunjnUJSmnjtnGSUJSLUWGQfTinSJb (Nonverbal
Messages Corry a Great Deal of Weigth) 1 HI{NtmulfflISS Hm8tI5gi3R1JnS§HIS
yjwsfnn (Effective Commucicator) tRAR\yjt§tUfnJ8§jWmittJItlI§St{ymfiJtnGS
JUW§S (Nonverbal Cues) t2HjtnS1tjl MtTanlI3tm8UrpSCmnt3IUthithSIatittBJ (The
Desired Message) '1

(Developing Interpersonal Skills)

AS



tRsai58jHnmni2nj*jytg{uwstuHnutitfiHiSHnipu[R*tu”3jim8iagm figs”
ufitu (Poor Interpersonal Skills) TfifwswmcinnitBninfnjttiJ nSstfttifmmtuiCTUGnNI
Hfi[fiULPi*unj8SWHnfnnUtGntgfaPnitnJ (For Lack of Technical Ability on the
Joh)?

mjmtimgltffimtumuBuRtjJsswGSS9£9simsTnnuisG9GSsEmssmtSmijiHcu
XUIRGULtItRHtIJEsfnJUNnStIIRfTintSpmSItigSifigatiyRnJ (The Single Biggest Reason
for Failure was Poor Interpersonal Skills) 1 UtfijuMtUWnUHfiufisitufUyiS
fanon:tSJgmJcScim81v5tSv3 (W.J.H ) (The Center For Creative Leadership)
tnSfIUJRttULjl ~0%tSHRL?!U[Gbgil3HfijttjimLmtflfU (Senior
Menagers)msmJCUtiinHMGSSnttmjgSJngsmj1HtUSti  HSWj (Some Type of
Difficulty With People) 1 jtntiimiiimuMtnnH Karpin facmgustitijntijiuj
flatnwS9fiSt3xg1tS8 t5ticuucjn«mj:M8istSHRIRU{RtiH[wic5 xatuRntttRmSsflmni
SltigsifigSfcJUfiinfUfi (People Skills) 1

fnjMRriGtinfntmuwHT ftnffiiss  tnsRnMmfutrSnitsintwwsfflsini  ""gsRs"(Soft
Skills) tistjiwHRfnmgtugmn. ~jnignBg. Snsi ttiJHtUTiGsaGJGittrajtriBgfifimni
gititss tjiyisfini:w8iautj?i (Outmost importance) tsitnwtawstinmnmjuwisuniTinj
HR{RU{Rt3(Management Training) %1

fuwstuHmnfmjnwmmftutsHtgifi  Mnftnjiwsistsflsinitdfigmfigstiuficutss
itst3stiGtinjutticnrifmwnn8tnfTuninim«nnjfistngiS«)tS8twHSM iHtiJG SstatutT2Mnw
SWjRngiSUmumjfinjIHUTIIGJ1WtlJyiUy?ii3 (Undergraduate Business Degrees)
tTjimttimwmnRatfiagititss MnuutncjH8mcuitiiRut?itigt3intitnnjHsiRR(To  Fill
Future Management Vacancies) A1

miM fjptnsimiSnjsflrijm ttInjnnsfdjRgj*tssnyisLuwgfnn (Most Deficient)
RflainjnttmsSrim (Leadership) StigSIfiQStiyfiCU (Interpersonal Skills) 1 tilffUnfi
mnnu3mtiigigigit3tS8HisfnnTW UijiHtiJSi3gM }s:juMtt5v3 wnmjttmuwHnTRUTRuvi

It mrinytfitSst)t[]TimudRHNLRU[R”ARIijiHSW]ttJcufdnGfriJ ims?riyjti5:  Hfititgtms



WHRfnnRtifnJufiSi (Competencies in Leadership)Ssit1181t3fTinSnjgv3R1ST3SS1fiSSvl
URPJ (Interpersonal Skills) [R?tfit*rijn3 ttitumf9jHISAHSWnU(UWgfnn ISFTI
[RUJfiti (A Prerequisite to Managerial Effectiveness ) A
gmngs*uRWufijsis*tutuHntputRMH ifi*MfmjnLSfitgjti ¥

€$530jgjP$5€55'39&SS5g  (Active Listening Skills)

WHRmMntSHjmmt HnfiriuSuiSLUW(gfrin (To Be an Effective Listener) IRUXR
HSMTfGISIRtUfISggfltjimgtm ttS*RmRpgjmjrfnjfiJIU (Listening) Sti (Hearing)
fnjn 1 mjnRySgWHnmJtrilaJfISFIWTfIWtnj*SISItSIstgjtli  (Picking Up Sound
Vibrations) 1 mJCmURI*"mJtMt3tliroriHRSmtaH9tt3nJtr5431jISn  (Making Sense of
What We Hear) 1 mJCvnmSsgiH9inH1tIJH1SmJtIJRSRgRMis3nifnJUR(WIQJ  StiGtitTI
JCUfiIWIQItI (Listening Requires Attention Interpreting and Remembering Sound
Stimuli) 1

(Active Versus Passive Listening)

fnjfiBuSmsTUwgfnn  tjifniRnutintiMnH ~ fiHStHSHwntnsistgrm i tslffami
fiJIUHWRIU (In  Passive Listening)HNftJIUtM«fimti  ICJjugit3[Mtitgiat3t8JH1RIjR
fdtnjti (A Tape Recorder) *1 HRIMUtHFLSICIRHIS ~fIStnsgfug) 1 {UMStUHRSUTItIJ
gnigjHRSffmnawisjiMftlJiM  ttiimu”~mfjs?|HemndfuyisfiTr.fa3is]pu(?nsfanmG §j
HfitufiGRgfulititsisHR TmuiroijisaggnjtiJRtnsfamTSautiti ~ sfH'ntifUHnstirim  tns
LUtitLutintifrmgtugtsjntms i msfmemutihawfiH (Active Listening) mfunaignSti
ISinUHNStinm  (To Get Inside The Speaker) t3uj3jHfimGmfUngwjS:fUWHN
stinuiRiarrmgtugtiintms %

(Hard Work) 1 HfL(R*"R{UHC15"mJUIUI (To Concentrate) XITiu3HR(gftf11363t3nH9
gibJHW (Fully Understand) itiCUfIBsimsfintitfiStintlJ1

SMImsJtunuTtnMmjcmutihtiMfiHfitiJUJiinfu ~ tfomsfrnnuramsmwgM mH Sti
yisfnn*muiRutjiggigwsiHtul mimsnmRtnsGtimmi*Hncuuh”jpstaiRtimJwiuats

?2t3wgjgi9MmHtnsGnmmtsintimjstinti3JUWfnmi3j i



iSIntimjfiJIUUJItIWFIH Rmf8JASTUnnJi:W81SUStIht3 (Four Essential Require-
ment for Active Listening) 1HRMRW'IUSultIK

9-[Utit[Umhtisfli3 (Intensity)

b-fd[HUtjlUmgWjS:mWHRStIBtI5 (Empathy)

m-S9CUtUfi9fi5)S:tS1S (Acceptance)

A-»SsntimjggW 2W [Rfmmsmjfmugjtnn}itugi (A Willingness to Take

Responsibility for Completeness) %1

8G?tIwtnsRRwmcun8iai2HJtiHRti3imtji wyRRintsgjRjicwueuystoj (Human
Brainjnttmj*uHismRiytuicumnQstjitiHnstirimGHm i hjisfnntsstnsusjcmncu
tftWIitmmipsaniminRGSRni*"amMRSfinanSJtitntUtSfTIIftnti (That Leaves a Lot of
Time For-Mind-Wandering While Listening) 1 HRMIUMRHIUHnjfiaiJHn/imiti8iat9i
tnjmt3WfigSRnI3tRgtinmttjit3j5uRtt5CISFR3RIJpSMStUU  (And  Turned Out the
Thousands of Miscellaneous Thought)( Hr)[TXIR.mnytR9 IftyyfTIW timfUjti URRR

IuUCuyt8RSjynsmiytui

tutuiwunm  (Distractions) A IfiHRemuWRHIGHSStftHffiSmnCUtSRIIfIRGSfifit Mc
JUWRSR (With Their Idle Brain Time)? RtRfinvJUStIURfiIJJU (Summarise and
integrate)s"Hf)~cuyisstintHtyni xuimusiuyntuHnjSutiinRRt59tsnSyisS (New Bit
of information) 8JMnntiinU8II{IRSMtiWtASt5ti{RtinHSyRtljim 1
R1JW[yU9fdjS: (Empathy) RRIfOjHRWSRLjI8StR3tSS RWRRtWISFin*"QHR  Sttfltmtfo
(To Put Yourself in the Speaker’s shoes) A

HR8R8tMtimnirim6fUfIRStiaugimijlt*"t3mt3nJHRI5I3mni (You Try to
Understand What the Speaker Wants to Communicate Rather Than What You

Want to Understand) 1 yjJRRWfn05th RIJMLyugMJSIRIfgjyisgibGXnJIsSttHrifIRStiti
(Knowledge of The Speaker) StiRinJUWjf?RIUMHRM1Udtt (Flexibility on Your
Part) 4 HRJIR"RttIR gRRSRSfcmrdll/tonnuWHR (Own Thoughts and Feelings)

tuimwnjMJImsfHitInjHRtiSijstiggtujriJHii/iGtcTisnRninnR  JuwfiRS (Adjust What



You See and Feel to Your Speaker’s World ) 1 frm5?TIHI5tSBRHRmSf1tnSSftU9mn
t™UHR (You Increase the Likelihood) StiURymtnfmntiCUtnSStiTim"CJ{Mmgi
atiHttJwfigstitiSjHRftnumni *

HRftnUufaRHtnmRtilIRUtnfinR1I09CUUJRRSR  (Acceptance) 1 HRMIUnmn
t*mwmsfiPJ"mnynsmjlsSajn8HfiriJtgjti] ¥ mjmnssntHSintBtfacm”tii (Listen
Objectively Without Judging Content) 1 RIHGHmmJHII/ijUMratStRtitRtunsiRRri
trjaitijanlHemituWhRSRnastintl) (To Be Distracted By the Content of What a
Speaker Says) i*ntMMtsitnfuttStiHSdRfTinitugHWinms i tncutufuttSidmmAtuttSti
nanfnntjiutmsis ttStRGIimpHGtiIRtiRSR  8MgjRKIji (Our Mental Arguments)
tSmfigiMStiHtjJwRntitRStintiJ ¥ tjiRunRtsiicituiticmtStiiG Gstms imttstitRGSHW'u
tJigtgjmuCUHIStSIntifiTI) 1 mjnsmj (The Challenge)mMMHRWIUSWRHR[MUtIIRSf
HOItitURCItitR3tintlIniitI5STUHtURIjI3Gmra3HfiyiigRHtDRtatilUIRt3fUtNtUfIRS  UmUfTI1J
Suntil (To Withhold Judgment on Content Until The Speaker is Finished) 1

(The Final Ingredient) ldwfijnidnjmJfinu8WRH{tSIsh
mjggCUBWI[RffinU§jtnstnnilCUni  (Taking Responsibility for Completeness) A1
tsstngtwGRtft HRttnu{utitptitGH9it3wGitnGi8iumu9jGisinc3iwmafHRSti3tsRingtiJ
gtijnjuwfiRS 1 mgRigfat3RiitmutJ3itiiIMRHtt3tutRtiyB3iMdi9igli2i5wnG tencmtfhss
RmifirilUGimsmJHCIfl (For Feelings) StiR1JCmtflhm:§HftJU (Listening for Content)

HiimmiWJWtirnSHTGisiniasffnimtiJ

(Developing Effective Active Listening Skills)

GbhjmHmjnsRngrmcuf TiJWfinfflnmjfinuuwnH itStiHIGRRMfntiitiSniRJtinud
tjlUingiJJItItgiR9 (Eighty Specific Behaviours) faroMfem attftfflIHRWIU&mMSIJIMg
fnn A tslinninsRjtgtilnjfimtinutjgitiiss HRKIiIGMJgsaafimRtSRiJiuRURRIiiftnu
JuwHRms % “MstuHRHgtnatiyipiwutGRtgwiaRisMiusriatasig fisbnyistnfa tutu
iyiMitainnitssMnuHRR1t3Riin|SR(yMgRims6siniRt3RIJCinu8MRUt i

ST35"5g8SgR (Make Eye Contact) a3



AHnHiSHimtuituuturi®sitncussamHiPiys wytiysyn ntitnmtdfUHnnnhstijim ?
{uSsmHNHiISRSRgGHPiJJtgijitiSstunsis HnsuunjfiJimwnHfmntsstrit nnHSGtujy
(Aloofness) yyStnUHIJUIIfi (Desinterest) 1 flfinjJtaRItHHUHMMtnliQtJjJ  XShCtfmtitU
HnnntifyiulkiymGjmms  (witittituitfi
Hmgftni i mHpjijjRiuMHRjugssatgRiuMfiRstsnggjHRjuHnjfifniHnninHffiamR
usmfTinnljfimmnHimtiriitim~uGitiijjnittunsnGRticufiRSdti1

(Exhibit Affirmative Nods and Appropriate Facial Expressions)

tm5uftwl5tun?  RISmHIim:mnHIimMCTntdJItl5si(UnirytnQS  (Through  Nonverbal
Signals) a@ fndtinnj*WnjfwufnU  (Affirmative Nods) StigRHSWHpimSIS
(Appropriate Facial Exprenious) tGfmWTfIRSmfljttl HRRntiXRWIUgJMStUHnmSHtJIntlJ
iNSSATIMHE3tF1IRStNUHLIHNji (Added To Good Eye Contact) 1

(Avoid Distracting Actions or Gestures)
tdnumtgjmsu”~mtuimtiSninfTijmuHijyniitffifiBsR  mntijMfitiwfiHfnnjntitfi

tunit*HiJHtinmMHnRntiiRMmalgmamijjmgjR 1 tsitnnjRn”Eyiuus[gftScusi™my
yjycuyitfifanjuG [
wnyfnnsibiiss sbitGtl-nmfiBsyisjfijyantti Hnnotitncaims (Bored) y nyismjtnu
mjyiuutmutnsug (Uninterested) A tSfdmssfiQtituutdinusi HfintnsmmsfigRtftmrini
yuty (Not Fully Attentive) tuiaJHiGTflfiutitgfisisi ts&nntirofigsciaucTjS %

(Ask Questions)

HR mdCUyiSfUntlfliyagyirif (The Critical Listener) tRtitRIfnRnHtSnitRnxuim
iwmgji3sfwcin«t|]]R9 i rfiunutjtssdciitHitiiyiamjuR  (Clarification) tnsrmmyis
rrutucusti HsmtiiHirafiBsStitftHfinntitfifinu i
ffISSgeSS~sgffl (Paraphrase)



mngtjssjaln)  fimiujunufj3?TiH{mtinmufjHRmu nmjJtufigatnssantn
(Paraphrasing Means Restating in Your Own Words What the Speaker has Said) *

HnfmutticumsLUWgfnn " HiuCUgnHfistintmmsR " vy

“tRHnGtistinansi...?" tm\5nunsHtmumrijtffU3 taR'mtstitglfclnnas -f-

90.m«gv3tgalnit*gURItIfislUtMJUtIRRtifilJttijI3tilR (An Excellent Control
Device)tHcutji tRHRnci«tfifmm” mLyt3LUtijmujyt9 ? Hnnmctgt3 tgjtilniuis
{RH[RftjW  yjMSIURSRIJUMHRRCItitRHSISiHmmgayLUMStIJRntitfIRRtil tRHRSti
atintumgjn i

glQ.mntit3t9jA IniRt*mj[RRNS?ijt5njnfrin[RH[Rf (A Control of Accuracy) A
ttlJimmnjtnGsmwHRR”mnjjunmgjtilnirimdnjfiRsnisstirim atigsucmmagifiSa
IrntmsHRnnnmtijti*RtHnjrifnntRHIiRfisfnjtiJWiuwHmMtiJ i
6£jgi5g~39ST3g3£5£95'3nE  (Avoid Interruption the Speaker)

GnmisuttununmmfiRsumusffnntjianRSRjuMtRHSstaHNwifinjTAStufiu i hr
5s[Rj},gim9RtfiysHrimufufiRssi3smiajust9jaj ¥ isltnwfigaumuMSHRatitnaSIJ
ttfuiirifiitnRti'i

(Don’t Overtalk)

fnmT SststtStigitIHWmQCuBRsanmriRSRJUTjttSti tfttfttiRiJfmuHRtiigstiritii i
fRRtTOStHStgststt5"git3Hfijfnstifiriurnjstirim tttafmjffifriifmmastfimroHUJImi
(The Price) ttindtt3t3[RIVtIit2ujtHIMHRUt9HSNTIRtmmtt5t3SUJItI) % *91SUtFIR1]
StintHHIGtiCUfnrijRntiJ (Fun) tySsyaRimwjHWIRHSHIGtitUdIWSRinm”tll (Uncom-
fortable) RHRHsmt5Stmm stifjiuRmnnnfiHtmglm ‘i HRfmmuwntRggtuftnniRijnR
tasnfimHasunmtipatjnwxgjffi *

65?7n98e60ge67essS®E£&5$5?85$7a985&55?£E £e Httegro

(Make Smooth Transitions Between the Roles of Speaker and Listener)
tsltntutawsMjRRciiattiHgmtsinafintuatgfaaiHHtu HRiutumidimniiji hisrij

trimyWtUniBSt9iuni[RU8CIntSR1JW1U8H1SyJWOfrin(An Effective Listening Frame of

25



Mind) ¥ AynnHcmuifiH ? rntfimwiitfi  mncmntimnafirismjcuitssijiwsiSRtGfiti
gfiHultfiHtU (Communication is Essantially One-Way) tmfHR[R3tSfdS~IHt4'IfIRS
InswjGt "Hnfijiu i mgiutngisfrwiunmjHSfitJ miwsmiuw{jjgtgMmH stiswjfiSsdG
migjm (The Instructor-Student Dyad is A typical) "1 ISIfitifffmfpSUtimSftIISmjltfi
ntinutiu HMRAtmMGfnj ynfstgthjtglHfifificmunm jfU3RsngjuwfiSs stifisigiufj
HfifJIU (Continually Shifting Back and Forth Between the Roles of Speaker and
Listener) 1 HRfaiUSmSLUWgfnntGfnjglfdyjRSig nfIRStglfrIHReyiU (From a
Listening Perspective) StinHnWimsi*MinsltitnStt*mtriSfrinjmRJHCU ‘I mH[fUJ3tUI
tSHnryiu SHiasfflfji*mjpHniflHiiHfi/itgitwHtawfiBagjftRStinm satfifn? urmn§j
SRnmanJHRStigjfst3Jimtinnjij3fUHTfi«is3fnM {nH“)tmstg 1
6 s ?7633fi9” g$pSgr»9 (Feedback Skills)

lySamgfiMJ HRLRU(Rt3HifiHnmigsunrititt3njfnRgfutsliHitiJHR tynugfigHR
tRv3tRgSPJUISGtt5tIJtunJULSRtIFfrin (To Get a Qualified Answer) 1 {UMStUfnJGS
unritiHiscumifirlgHisfistiritfi ynjgjmu”sbjLunuttFimfrinfyiuTiu (It is Likely to Be
Given Promptly and Enthusiastically) 1 fHIGSUrmtitfIHItjHIS (Negative Feedback)
sfcgrirnsifitnfimnfrffltiyfcmas %1 HRLRULR”AndGt*mRtLGs'tsttS gi*"HwmtdjnRtR
tfintfdw usinnms~ggfutjl AStjIHRtimtJItiSnRmsm(nRIMU (The Bearers of Bad
News) 1 cimRSiGfnntngTUfns mfiftrmmjtftHttfstifnnmjmjssmwHRggcu (win
(They Fear Offending or Having to Deal With the Recepienfs Defensiveness) A
tjinjgticuRtfi (Avoided) y nsjitntu
(Delayed) UR[RfGISIRUtR (Or Substantially Distorted) 1

tfnnjutuimsintifinmssR  utinniSTHnGisStincmjM SistsmjiiCumjnsurmagialij
HIS Sti HIdHIS Sf3t2HjnnfR8jt\5niUtGRtgwtTIRfITin (Specific Techniques) t2njtG§]
mjGsumibiJufijHnfristRHISTUwgfnnnGStgiti i

N38S9fip9S£”999?273S599fip 9 $38£3579 (Positive Versus Negative Feedback)



smtitnssuritijtfi HTi{RuiRatnRfnnromjn:ucmtilgHis3aHJgHiaRti9gnin3M
jn 1 BttuifiiHhggnKRm) ntitsjrntii i HRigftRrawHfiminma: tuiminMiwlgwiLM
(Style) JUMHmMg1?DHMINRLSS 1

mJgsunTtitfligtflS (Position Feedback) Sti{fitmHCm\5mtCu}s SbJRHgf
(More Readily and Accurately Percevied) tLItifnigsUCTTItiHIgyiS *1 fCUWCItSStulttf
tUIfitfl  mJgsUrmtfJgHIS [RftRggnjmnj[nHtW?Rt4ISGtjimCUtSIs (Almost Always
Accepted) mJgsUHTItiHIgHIS fatifaggramimifilni (Often Meets Resistance) %
tRHfinHnmnRmgl ?

GIHmiftn0WHWIfititmgiS RfUtt/IFUMNHNnHSW|jGftntfiSa~tify (To Hear Good
News) tuitUnti3Uwnjit3H1IfinmHimn (To block Out the Bad) 1 mJgSUCITItilgKIS
jfdurutiJsauMtjpgimMHSFdjfnmipsugRtjan tuimtnsxi®*iGtiMGtglnjitDtgitffim]j
sssumitfJtjHistms d tmftrnssHisstntji HmfifttifMfitimjnsurrnfc nltiHisutirititun ?
GtdjtnRHStHStftGStS 1

mticmmstismnmtslgtss RijiHnigrtnHismjujw3tinfamsnnjtsmii3giM (To Be
Aware of Potential Resistance) tuimtJISWTRUUTWMmMJIXSSUrmaHJIjHISRafmSfriJtin
S1SItitCUMt5I3imsyggcUtISRUgfi (Most Likely to Be Accepted) 1 UiH tgltflfJISfnJCui
gititsis?  mJTATtjiftnsuttifritfi mjssumitiHItiu‘is HiGStifcraggrotnfiutimsluiro
xanjfltBmHfirilUfintacURnHItljgfIQR (From a Credible Source) umsitnfUttinJHIS
gjftfdRJIISUR  (Objective in  Form) %1 mimUHIIHtmtjIHRtSIHR (Subjective
Impressions)  mcRgC15Utfintimiifitt3CUfItGniHRFITUfinHSWnj3nJH1SifIS:Wt3H8M  sa
uJSnfjwn (With High Status and Credibility) 1 mmmasmtjtinnfrfiSfitjl migSUOTIi
HlgHistutijm|g"mgssmtfimw” (Hard Data ) utstjitttcus ggitmtifttfificirifi
(Specific Examples)  St3HAtRnJUIIMNtI|UtUICUISS  tfifc?RH1SfimWCyritimjggCMIJfi
(Good Chance of Being Accepted) * fnJgSUCTTItiHIgHIStunjyiSCURCIfi: HFUSIHR
(Subjective)  HIfimmfrl gURJIfiSTnSHR3MMnUHR(RU{Rait3fIsSMymgmftnGS (A

Meaningful Tool for Experienced Managers) tftfltWWtuCUtfISItlIS:3WntiftJItlS



itiituttJtuggcufnntninn ~ StunSfiJuwgs GtnisHfiyiuyibtuCUHJISugntfiRGSRGKG
uitiscmunt3fliustliujtunjssgispifintinissinfifantsis ~ mjasunfibH Itfu-istdcunuis

rofiiimtjimwafafcfantnujsti ggromntnsttfiwbituTftjcmgjm *

0~gfi€s8”gjggsntgsgqp88ini5~casag30
(Developing Effective Feedback Skils)
msHawiMatiimwtiQaac) ttfnm5bmGt&5mgjb iSujtitmmmHRMGtEmmmib

{UfimEfiui{UMgmnijitiH3 -

ftlJARtCurfitirilstilRnnR (Focus on Specific Behaviours) Jfijimjgmrm&88§j
mSCURtIfkti'Iijwss (Keep Feedback Impersonal) ithfyijJfUt"tanJgspCTTIb (Keep
Feedback Goal-Oriented) nnTmnCUSSUmimmmtnSCy (Make Feedback Well-Time)
mSItmmniSSfmJtGSuSti (Ensure Understanding) t!'fimRJbgMtditSmiG8UNTIt3HIg
mat*SXgijnrfitiriUtjtt3CUHfiggtUH1GyiUlpi3tn8 (And Direct Negative Feedback
Towards Behaviour That the Receptient Can Control) 1

(Focus on Specific Behaviours)
mjGsumitiTfifyisfnn~ncirm tbttibstiritutfigigl i mujiwftbsfmmfuSbGtfi -
"HfunarTiunutiHiijiR" y "gHiamiOTUHiJHnJigititsitnjfrwtriifutatuHntnatg™ i mnj
wSgitnas uisfnngcugnritu (Vague) tt/itmsitncutdcugcunfiyis mnjgjbtssnuis
stiBm[puHRggmtmmtnsyiupst2*tmajtmnsfm Jffjtiriut3HiL fintsis "tuyntji ir
HmsURtnatSrrunnais "tmtimtBucutfiSH" %

HnRJtirtfnjGsurmarnGwsSuGtji - “Jeff siniHQtmsHIRUTmtinmjtiuiuwHR
HRHRtGRRsstin*n"mjyjfiyRffiRfncunHjCuun)  tuitmntmai: Hntnssunmymistji
HnnniSmSJtnmmjn/i*JTISuyb (The Preliminary Report)tdtGttSbnmRJItSIStg 1
UjtasHmtmi §ttifUGnumtu'ib Sub ttimtiutfiHtinngnenr unHiGtfiun . “Susan
smstwGmnntuGtmsfnjb'u tdnjHRtnstGwnumRMismimwT fiuuis Phillip i nmu
GisuiSsmjgcniuwtRnttubGSS  [gto% tdjwrusus ttrmguisggnjgjwnusisttjustss

ntniin Dan Phillip tj3ww3p5?SbmJwxMiGtmsmn§tiJSiUuJTiujuiMiuM3 Gtmsmmuis
2#



mwwtsm jrfijyjHggsni umwnnjgjsiRRtms MJ-nl 71 mnjMSffittnjjuingtas
1 rnrywStumss RuissmjmGjifjmjfdn “tmmflq
” Huistriggtumjgtfijs (Critical) StitjlfrmmRMnWJ (Complimentary) 1
fi6$"eS57Sabgaa:g3a533 (Keep Feedback Impersonal)
mmsmjjjsumiti ~ *ntwwmcuniTiustcBTmfigHItjHis  {fiftGtftmfiwisnncuisi
(Descriptive) tfltfltifUJ StUItUnujUtjimjISGtiJ UfltUmtU (Judgmental Evaluative) A
xgisuHnHismyjitifdHjiJtihanjTimtJitiJ [RfjnjimicsunriatmtijgjFighs mjtiij (Keep
the Feedback Job-Related) tt/imHSgtRjSSICimtlIItlIfmIUnpdinjgS (Never Criticise
Someone Personally)tuEMnfiHnnfdnHmnnWHywUHmMHtmS'IstgjtU(An Inappropriate
Action) I mjstiTimtgimsHSfdjsfmnjiti  m m “rifriff (Stupid)
“msftreifina (incompetent)” ymfijfd!!{yunfi{yiuiCMas ~sgtjifntuntnsuiGticu”i
Igyistgjm (Counterproductive) 1 mfijw2?umss
(An  Emotional Reaction) tdCUmMJtjimt5SttSnjgtjCUfridtriJSbI[R*"RtHtUJCUt3  (The
Performance Deviation Itself is Apt to Be Overlooked) # iSlinmtewHmGmigtfijS
{RfOtitTItH) mjgtgjSRgingSStimtiratfmJttl) (A Job-Related Behaviour) tmtURHStHS
gtgjsyficmsistgjtu (Not the Person) % HfiHiGHiatmnjunjnHglmssiiun tfnmm:
gnffis OTnj6)&88&ntftfj 1M BtffflJfI*niflrmftn (Rude and Insensitive) ” OtCU
HItSTRUTTiftHS ) msfinttfiStiggCUtUfitfl HStHStfitffatfiCUeSIUTIW (That is Flardly

impersonal) i iHHiGstinratnacutiiassitii : “ amnBBuninfnn|ffj(5ntiiHifffiaRranf

o nr u DI u orf v

tBIm8»R&ti8Sq?{nInflanb %

fegq\367Sg6glIs*fpSCT;pe (Keep Feedback Goal-Oriented)
fmusunfm HSTRfxGtgrtifUaxfncuucuitiGMnu "dinfitTioj (To Dump)"-u fitu "
{yum (Unioad) tcusnim tfimgjmgjtu < jyMstuHnigftRStmmHmQtinfHIguistsis

AimmtfirnJStiriunS1s RWiditg tmtmtUUJIJUWHfiggcU(To the Recipient Goal) %
S9



[Rfwissatitji iSmigsumitiims HisuanmStytiujsjiun % (uwstuGiHtu 5
"tSHRI3HIStMitUEU3GLIStITItyfHItyGJy3ti - (1 just Want to Get Off My Chest) " yjf
siHn muwHmtfimnsmimttsni 9 mjgnjmjg8unfiatuutssR{mst?inn~tinjnSwri

ttSmttjHmatStHitiJtsjitiJunjHRStIJ s~ fisnAtsmjgwmjgsumimsitntuH Sififi i

mititumissunfiti stiHiSHnsmutitimmsHnggcmslinfUHiISGimstncuSsytu (A
Very Short interval) ifitimjwtutimtinutj gtimiggcumjgsunrntiHnfTjaTiutitsisJni A
tBAHCULttBcjGjifijnPiSfitssttStiicuri  agiouan nstrni3n8tticm5fiuiw tfititfitstitmuj
mnntu?iunHn?u[Rat*t!5ttinufutncuHninfiStmsniH9  ymnnjumm”~mjtiinticunuiw
tsisyrftnsyjifig tfitfitirrinmuj ttinunjtncuHtjSststyrimHfitsitnwfitijmcuwgiaCijrTijaiJ
(A Performace Review Session) 1 LufistUHncnnimtnfUtSA"Wiaj*SmJtin UtuHjtHItU
tRsntT5mnnuiwtm8migtumjgsumiagsatjiHSHiSLUwgfnntgjaj *% trowmssrowstfi
HRGIUJURHI/iNintWWigitCUfTliglwyJERJUNnUtstSIs ~ (With  Changing  Behaviour)
fTlinSJI tnmnamjgfUmJgSUniiatffiffitmUljtufUnGtitnS (The Undesirable Actions)
smStHimGstsjimtininjgfTimawjnatji  rnigsumimmsaamHRafmigiMyiisljRfRtin
UtitdtUG”tns (The Desired Change) 1

mumjnmusSstuHfitirimiEsucrntifriH*)  tSHT TfnstmRifuuiuiti “wnunnsjiiu
(For Promptness’s Sake) " nmcinsLURnNnyusnifiuunlniLuwstuHnnirisnRHis
yyjyns y (ywsiuHRmsHiJHti/i ItawHju ysmsg (Upset) i mamnirigwrunnss
“mfntuintnflrt®itntnBflr”  myyissmtfi  fnjnspmytumtisamHm (Somewhat
Delayed) A
S?S'K$fleSSSaaggfttteS5a5£e (Ensure Understanding)

tRmjdnjmjgsunjiaiuwHfitmsyisfnnGjifijctriw (Consise) stitncmtunjymjyns
(Complete  Enough)  ttiWHNnggCUtMWGIIfii (Clearly and Fully
Understands) iromngffigtiimuwHfiutg ? mymritfi nnjmngmgtimgitiHftydroggro

ttilRfitURmhmtiJHIsgiamntil (Transference) StigitimimfUnHfiSm (lJnderstnading
30



of Meaning) (uwstUHnta®mmmJdcumjgsunfitiunsLuwgfrin HR[R”Rtnsitjntij
uistfi Hnggcu mnjuisnHRsmjsmjusumims'is i [foutfiHmstimjnfnnjimwra”wn
unsmawnti rumiu HRRnmtuHfiggcutsis ttfiugjtilrnpuMiJtsnmjGsumimuwHn
jSujjmmujuunitfi tufi tntraanHBawttiroHRGfeaytg *

dg8gft56gl6gngssgC T3 gwsr"6ffls6a”se(?e55”ed fesswfiaasgsnsffig

Jgp©9 (Direct Negative Feedback Towards Behaviour That the Recipient Can
Control)
fiyismcuRGRsarnfd [UWsmttSi3tSmnc5nrictinG3s8i?iIHMG9S (Some

Shortcoming) tdWUSMJIms njnt5[f?UlptiflI31S 1 mitinmJgSUrmtiHfrjtfIS [R~fltns
RjfigMtgiinrfitinuijtsJtUHnggnjjntsgtitGHHtIJGSSMnutnRfnnwBacHItiHiggitiims i
ggwun/i mjgtgjs stunSRHin tawHmgmjtSmnnjttlitufirmmfiCHnjm/ fmJifitjnuj
xnStrifiitRtSIs (Wake-Up a Larm) tfltfjti {RHgjf (Valid) 1 yi99I9jsamnSnHin
tanJHmgfnJtSmnrottfimWtnsSsitUJdtHiattinJSQHIMS (A Power Failure) itnmuiuricu
tmmHTfi*StnjHntSRfisstHiatmgtji* titumsstuigjm (Pointless) i .n"LcnssmnS.R
tmsntnsfaHRfnnwnmHimimmagjMisrniiinxtinjtnatfifii*mmst/tii 4

trowntss tsiinnjtjtumjJ3sumit3HItjHis  ttifugiPigst3njHtt3tuHNgNMGTRUTTit3
tnstms t*mjcymgatuumtHimt*ncuiRnH9?uCUHit3i8tns uSAfnwHwiamjnmais *
JGLIGS RttSamG~RttiniSfGalltiHStytsmjgiRjS (Some of the Sting Out of the
Criticism) tuimgnimntiPSiJinjHRggcutticumcununTitsntInfiHsStiiji tmtJis[finmunri

tmstditunujutim? #

6919g9g79”jgfisgwasng (Delegation Skills)
HRLRU{fit3mRt&frijaiJHItHiajwuGnismHJtiJ:Hrit3tg % mjnnlisTssRggMMicu

til  Hn{?iUIRagia9pmtRa?ROT8LNtJ38fJt3tntUtfnn (Time) StiUttl/IsBu (Knowledge)

jumps 1 HiTMtumimss HRTRUTRt3t3MHISTunwgfnnTRfIRfmcunmcutsfinj TURCUHtUNG

(The Value of Delegating) uBtD{nftfi3t3til tSjjiftGutjtHG? A
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(What is Delegation)? : fTIyRIUUHCIITItS

StiimJtriRfnatmmHSW jAntgjRmnni mfwfiHmntLincinfiwrmm (Delegation is the
Assignment of Authority to Another Person to Carry Out Specific Activities) 1

tQtitss tmnss rmi{Ufiniw8H[unGfjfc

mngtMtiRMiiisStjriwnmRARSfimRtimRtimHmtsIRa”uaiglimtijgimuTiH (it
Allows a Subordinate to Make Decisions-That is, it is a Shift of Decision Making

Authority From One Organisational Level to Another, Lower One)l
cwmucujufnn 9d- to) i

555ST3"9d"b

(fnjyjJRCUMI9HNmmt3itDyjMgmnn*mwHn m{mHtriHJtn:ifis:tsint3ftriusHti5)

tRH S )'mniLGgjnmjyURtUWSHamtiSamiGtbJHtSjQ] (Participation) * ISIfitifniCnjJH
nt3mMnNGtMQnrdUGSgtRMXtiRIT5niH1SrnnUt3tt5n3JM|HCUTIt3 (A Sharing of Authority)
4 tsintimj{yRriiM|HCinit5 HntyfnH"'igtRatRtGtwgnwutjSmtlimsaDti *
? (Is Delegation Abdication ?)

mj(URNIM|HtimG5stHS”mjtuiurnsHCum>5tsisig
1 CTIfijfiSSfimjCTmSSfi (Properly)” 1 tsltnnntfcuHfigtirifif TiJfiGtmw
Hnnmugfig t*mHSHiamjunnmjMijinfiJimutUTnfmnnitgtsis gtji-issiswgntifni
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ftowijSgJUMHmMtrnHO9fI8 (The Range of the Subordinate’s Discretion) mrintignfi
mmsnjgdnjmjr*nmitnnjttinjinJmjwnufrijmnmfnjSG shmjniJHdtgtgjR
tnmtmsRHnNgtiiinttriwsfpnjggn]8W [hfttjitiJ uhtmmmsntumfi ( Trouble) ‘i

Hn&smtnfmti (Trap) Hmhfjtifnjwsfitti t3HjttijwfiagdfnntsfnjtiijumsHtUTIG
(The Appearance of Abdicating) Hn[gMRmfiuUSMtHIMCTSHUjmMHIS "mj[U?iPj
wgHtunc i matjiHnMraiuiRminmss StAssimnutu(umsmntthmHn{pujRt3g sh
ttfcuusyisugcufiriGStps ¥ fnn8s8ifistmt"mwHTfit[fTiH§?igjufd8symnHm
AGGtmsntyfagviJUfijHntLmugfigjufdsstsism jHnLhULRA”gititss tfitfmnjitinmGH?¥*)
gitiHwtdimsstfitrifu i

fimGt*mjnmHStdtUHTfiJfiGUtcicTifnjfiGtnscutjih  juifadih  yHISRuiwfiGtjiti
mjtrimfartfitnwtfnrishitiunnjJUMHNtTiGstriSuPiLH A digs HnysmGtGH”gitiHfd
ttfitugstimglm A HfiTRfmitntnGtjfswTsintimjTURNiSgHainG  ufruggcugeaffij’
ljjwstuHRG™MjTnsLUwgfnnntifnjainuwHfi 1 nrmmm/uss miRfriRSRfljnSnithuns
GtuiGMSisnn

?9-HfiTRftrijnt3gm3ial3Hisnui£i3  tuimggcumfinmwymGSStdemuTnmtfttiiHfi
nmngfig 1 Rtnwc mmnt*MdRutiJtsfTinuRCUwgHCIiTiGtsstd) % nuiwgititsistjinifi
nitu htjlugntfJIGSfdnumn*SWLfiSty (Good Learning Experiences) WnUHmM[?TIH
gfigmfiiHnyufismmnJJUfiSfIHS8MUIfdttiimS1s (Not Excessive) 1

8b-[Rftnm§jtnst® mnnuwfitnMgtt (The Cost of Mistakes) gititssSsttBwn
mnrismmjSMtfi (Value of Learning) tmCURHn{RfmSR§jHISfriJ{RRnSfiJtgiai3mSt3
8jtjisyiu[pns (To Put Adequate Control in Place) 1 mjyUfiriwgHIUTGttfimHSHIS
mgRRnsRjdnj (Feedback) tnsgtumjgsurmm3ujHSCTnfi9jHPinis2I3nRuifd8GSGng
(Serious Problems) tSlsmjyjGtllwgHamG tUUISS mftfnJfUSUtIHIIMG (Abdication) A

(Contigency Factors in Delegation)
tRHRMUTRhUIRTRfTURFIJWgHtURGUtUri?  tfinmmRfjfingnHCUnG” nsITUHCUIS

(Centralised) H/iffittidfnjfiGifiHMGSSmMiU? TUWStUndttTIstg tfiyiSfifnmfinSHSStdCU
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TRftrantunHfinCTJtimMnunftnRnmmsMGHtuTitsttJtuT firtinms? ~ Rmcrmnsgitignm
gitsttmHtsss~tinjgjHisrnncuisiHtiJGSS 4
SIS53555&5ffI5355E  (Size of The Organization)

tnfuomhriuspnstfiG GSSts?MGnwnt5QRititu[Rft8tsis nm sm stm ps”~n ttTicu
tt"RAMHNnIRU{Rt3i*a3MJUfarusGistmnwiftiniunj[RU{fnsMnmR mjggnjnRmsS
t{Sstsisnnt?imst?intitdRtcumn5tfaGSwnG2mt tiJHni?iU [pt3~nt[fnufijnuMius”ab
ffISSRG 1 m{MtUtUIRISS Hn{fiUIRIItaifJti*"tJSG5Rti??i3R3RamJtyRCUWgHOTGtStlJ
mStfifRStgji39 (To Increase Delegation) 1

% ?75$i5655558 (Importance of The Duty or Decision)
fsifncmucufrijms  rnfaGRemisGRRisiRHiswiiMSis  ( mcustitirousmcumms
HsiR?1IJUMPIrius)njgfnntsfTiJTURNISsHftniGnfns?RHisBGtI3i i amw ffmrutnssimn
~NaHit3stigjfggnjMgHnmGS8jonjicnnitDiIRHtR  ©ooootinni mimjpsjajutnsRussti
HSjyOTSMusHIGASHCIimtsGmrimmHcujJims ttisrH fatfoootinrij sti Qoooooticuu ¥
d T ) & & 5 (Task Complexity)

RitunmfiiiRGRIsIRHistuURM:wTRfmrTi  mjtutnnRmstRHisuGSttJjMriUH{iI T fiu
TRatiissMnafnjTUHnjnBHismcmgftjS'jQTtnsTRUTtns tSmMUhMGREmMjGTURmMtfim
mfig/nn # fNIRGMTRtJiniBIfIHItIIH1santgWfnStR81t3(Greater Expertise) ItfitmttGR
MtIGGmatugingatdnjfnjRGWTRPiJinitas TRfTURCIi"mRtuttituHiSGtansSutritnGttifimGri
19fi5 (The Necessary Technical Knowledge) 1
PE5\5E55555"5"5"0555  (Organizational Culture)

{UWStUHR[RUI[RLtiHIStks} (Confidence) Si3mJ9RGR (Trust) tCUHRt[fnHSfig
AnfutsisfujG8st3mLg§junsmj|TRnjMgH[imGrnsiRt*s 1 u?s{ySsmHRiRU{Rt3tjis
SMnmsfilS*"TWMHRRINIUMHRTRUTRUtIJIRNRIHtGtSIS  fnJ TURFUWIH[UTIGSI3riHIGIRR
W SIntittfttljrdgGmagjtld (Begrudgingly) 1 RtifTIfU:tgfijTUmMSSfUgrnmSR1J[URCufi|H
tUTGHISmStfIRmgi'p (As Little Autorithy as Possible Will Be Delegated) 1

Sp5)2T)"9557gfil3jg)558S2S (Qualities of Subordinates)
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nmmrinstjtilfprimutiR (A Final Contingency Consideration) RfJIIUIfnnJUfdHfi
t[fnHOfiI9*i mj{UfinjwgHajriGmHgiJ§jHntirnH9jfis[Rftris6sini inswunmn stimj
SjmgRGRtSujgscumnwgHturiG i {uwsssrcui
fnngibtsnuimintutsisHRiIRuiRagiPitw sAtiismnejnntimntiiHiunmgigjHmLfTiH

9fig (Be Reluctant to Relinquish Authority) A1

(Developing Effective Delegating Skills)

wnufnciumass  tnsutSn9THisfnn8fa?rufUiHfiTURNifiQH[uni58msTUMgfnn
(Effective  Delegator)  St3Hn|yRtt3WgHtUTIQtdtumS[UWgfrin  (The  Effective
Delegator) 1 Hn{URnjwgHamGS8HIS[UWgmn tRtiXRuSfimJtlinanitJIR8Jt5 (Clarify
the Assignment)unjm9j HRXimHO9fig3tiQJIMrimmafimawWw9fjtimJMtrc (Range of
Discretion)  HsnTi?i9jHis mreraiHriHnt{jTiHOfig tidinRHis9jHRtitgSticirimi{u«ni
MOHfimmSIS  tJimUt5fiSTmJ[g?iriSRISImJdfUmJgsUnTia (Establish  Feedback
Controls) 1
6fQ 39 feftS3|5nftSS$T3&S5 (Clarify the Assignment)

GnntsGiutSHRMiujnsi tP jR M tirf ttjimtRLUfifuwgtgi§Ju8ffinr? HR[RfRnmi

SjuSnjtfi iRSjamgimtJwuiSMHRfnnrautiRntimimnnifnific (Who Best Capable of
Doing the Task) nlimummn9jn5nitji tRURnnmstnstnnnfnn (Time) stimjthnjgfi
5r (Motivation) uSHjmntjfnjfiGtsistdjmg *

ngjftss  tt5*ws?itjnHfijntjiSHnt]?nH9figtdtuHiss3s: stitnswHfifnrn (A
Willing and Able Subordinates) tl/imt*"UsSHn[gfgg"8W"Int3fTlJgtUnniFISgjIW
cinwncugtitutdfUHmritign sRRtinRtnnnJnjiRfcmrintigR ncugtinjmrtTmms (Perform-
ance Expectation) A tffimnjatRHIsmJtSItnCtdtUUSHIGttjjMfltitnS (An overiding
Need) tdmGnnR8JtmjnmHIGnjPHtISt*PiCirifi (Specific Methods) HRJIR*{URSlitHim
tficugtHu tmuns % uistwcntsi RonfinGTnHtTnttiwnStdtuififtSstinjgtjtutdfUjritign
uls  HsmRSjHntLmHShgMtratJitiJSSvitirimGjitntiJfitifnimnnifriJtiinsisttfiiijtgiR
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tsiiwtmwtt*tinmHscmR9jattiri2nHisxwlfnm{Sipwmflagmjuw3sfi nujuwuc
tpnnjtttitsns  HnnnmnmSsmjgnmBmfitiHnsti  sttinBn  mSsmjgifigini IsmnBn
Sv3n{SntnSSffriJggcU3fiJ{RfFGtmsC15gi3CUfTIJtn) (Enhance Accountability for the

Results) 1

(Specify the Subordinate’s Range of Discretion)
fdRUfnnSHtijASmJ[UfifUw|Hamtitri*fiH1SmUHnNtjIHMmgUfdg (Constraints)

¥ HnttjjHtunGtSul?itrinGampirnj  tnswgHommsismHsmsitisfinpmmstglm  (not
Unlimited Authority) 1 HttJFUHmtinmtlJtmsRMgHIImGFitif THinRfrinCUUmMriHt1JGSS
tutUWRRVvijnuSfinamHtlJ (Authority to Act on Certain Issues Within Certain
Parameters) ¥ HntfiwG/ugrifi§jGjifan[nu3npmAtsistri*H  t2uj§jHmM{mys&fig2ti
RttsmtsjiwnnMHnmmsMgHnmGttiwmGMMtitns * «gltntu?titummsM8Hnmmas{5f
tnsjtjiugjStitt mt iPiStiJxtrimtsisgitiHn sagmaliimH 3figstiyis6sfitfGm Hnjnttis
tsfBsriamGiuwHmfmHSfistsis itfimfiH'itjStitns tBmnuc/tdciJtPiHiGfiJtJGnistt"m
Sstjit*"GmsmJtljCUyiHtSmgjR (Without Further Approval) 1
(Allow the Subordinate to Participate)

152tm8Sjutim2mwutjtji  iIRWS§HnnitjucinittitutjinitstG§TWtIGGisi TijnGHtiitsis
r  TRjHsmriR§iHnnmHS&figtt3njst3Tfifggcu3edTfifGtmsfnjnGtsis  tnstjtmymamnG
tWGRWIJGGfisimcu ¥ mamturiStftejtji fnjGtuiHNHIGut3im&Jt\5mnMmsntuHmMGSS
tjJnjmtsttngt*ucmtsIniuninnjHRnaniuttintiatiitugB (Self-Interest) mwHnqgfnu”~fig
tfiHgitifnntutHja  (Biases)  fjtImjfimmcunfaHRfnntiinigajuriiHniuTiH"figiais i
HntfmHgfigssHisGtuipjBfitiicussntimjnTShwgHCUTiGJuwgstmwnH  tScuyfiffnjtjitn
CTGSatffiwnm~"CUSSMGAULM8 (what They are Capable of Handling) A1
mjHScmrigTHSfjjuumssGeuJHUGSIfiwtnRnapnnGtMGnwtIGHfitji  tfifTumsHttinjHSWi
ts§ TRfggpStufiu  iIRMSHiuntsUiunttStuHafanas  TRfHisiumwtIGfnjnGtutUT iFinjtjriuj
isis  mgt*mmsGU~ n"cuiuwgfnnis2uuijm5[UfinjwgHCunG  (Undermine  the

Effectiveness of the Delegation Process) 1



(Inform Others that Delegation has Occurred)

mJLUfiniwgHnjnmss (in a
Vacuum) tsingjon 5stHS(RHtfiHn[piU[Pii3 stiHmtmHfTfjfigtftwTmg fanj[nffa2a
NMj[URWW|HNNIGS* mmsHCIiTiGttifULUfinjtmmmi®nms msttfugitiHRgitigjimiuri
m~mtunjmgstiggmtsCUUsmnjnmnuRfuwgHtifTig tgsnGiniGTfifggnjtns nSmstdJHri
fniLURtuwgHtunGtssdattij %1 HfigimmsjHUisgitiHmsInti sasitttrrtwiusi ntww
HNtftTIGTiS,tPiUmSTiridnHT riftnStd)  <fmfiT3StimfitS«gHnjnti Task and Amount of
Authority )stiHfituCuggcumntinsis 1 m:sn8isnnisgfunfiu'is gjHfitftgmtssfcutiSj
Histt/imnmgmfiusmsf8frifistytSfuS5smG8§jHfit] Tn«8figtsi2 msmnnimjfiGUjj[u
ficmmtmms ttlituirts{Uwgmcitnstgjm 1

(Establish Feedback Controls)

tthmntnsmSRtmmHismsrnJiRnnsRjtScufnjssunTititms Stfimjm S?i3jyis
sfurnisisi (To invite Problems) A tfisctfifncu tRt\ScTsfcugfinntrftuthHntimH §figtsis
tlurfijSfagfdttrsfwgHtimgnamiwnG/ njtnsLURrtwgtgitHitugs A fnimStuusrnj
[Rfinsfij t2HjOTtSwmj(ULnRmwHmMuriH§figtsis  fisbiutSsfnn[nindpi®i  ttitutsi
ung\isimsiS'UI'u?iftjisjnu3[1itjigs anm  fnjnct*ss*TfirwtjgtrisgistnpjRtuiPiTnugiautnni
STBtUIGN5SHmMtiJI39tt3tUtnStGI3NnI3fTIIRGtms  (On Time and to The Desired
Specifications) 4
tfitmcumj[uitR{R ihRnmj[RRriSfijtmstsitnpjtSHmjtrifirnl3fnjngna6tJTisSyti (At
the Time of the Initial Assignment) 1 pHt{njt3ntnWtfCITItjinClJimt3CU (fifumu mJHG
(Time for Completion of the Task) tdfUHRtIjTIH&fig[fifnmfriJlirin~tuingiU8
nGtuiGtytsmjrntiwutncTtnsstiucTnwsissisitdfutnstfUGtgjy i mj*RfiSRjgiagjiti)
mtsutnnimsH t*mmjnsnjtitutsisamsatjitgjtigiR  (Perodic  Spot Checks)
tSHjmmA2jtnSt*msmjhnriRttUtmnjfnJCUIttUISI tSWgHtimti (Authority Guidelines)
UlsmJHSARSmutmWSttITItimJUWWIUS (Organization Policies) Hismntnjnnis

IRU[R?Gtmssn”S (Proper Procedures) sttucjn mencumjniiStgtgymdromfins *1



muCUSHturanit5in5t{ CStIIWSUIfilS1S (Too Much of a Good Thing)
thommi (Can Be Dysfonctional) 1 [UWStUmj*RnSfiJfSI? RtHtitfiIMtinn (Too
Constraining) HmimHSfigititjintjas®*mwnamiRfiiiamnt*tJimfifssDa ttfitumR
t{GStsltifnnfiin]gnGRnamiuJfinfM|H(UTiGtss nsaciRuattii t tuns®nnspytsa
[natnsnj HScmmmmHm(mH3fis LuinnntnhjfiaRGmc ytsiunstsssatctmtuHn"a
tilSfriH) tSNEUtuCUHISULTriG?) (When Big Mistakes are Imminent) 1
(Discipline Skills)
(Fashionable in Management) ISIntiHtijglS
LfiULfifcSfemitittintjittpsgi Hnmigtu ittis yfsHSiwmgjtintJfnnjitjfi HOfnitfingtinny
(Punishment)y”inlsrn  (Discipline) tgjm i mH{s*snmnsjswtfi tmnmjmtti
frutTingn-nnymgcyuUGIfi ymRUatUfTjtiriUgtStUnWHYyiJU (An Undesirable Behavior)
msmjuingcmnmss HStHSftigtntnsmHmsJitutntnG  sdmitiiwungImsffitmugttinnfi
GMUISIS-mgjm (To Desirable Behaviours) 1 RSRHIgHIS?t3njyiStSiRt3SmJUMmMTrij
fBJulfigMfiHStifnJtfIfiJstI5tSS (The Negative Connotation of Punishment and
Discipline) RHStHStftycmtnfiyiUyTIS (Sufficient Reason) tSyjgimtn&unSmnifjt}
mi(RULRAtinjMA?m{urfitiTiugiuM SttinBriimstg % titstanjmmtpstsHRIiRtiptitns
ujawymms fnjgyLtnwilsm tntu8sHistunmi:tntnGt2tytnRmjtjiHUJSttiri2n tutuuns
ucm i
tfimgltftsmtfincirm mwnmratiatmtDt raippM mfylara ? mnjJatmss
witFItgltt*OTsmjmmttiwHfiTPiUTPiatTUTtnfiiwnufnjHsfRSfnuwbitJij stiugurm iuw
ftTIUS (It Refers to Actions Taken By a Manager to Enforce the Organization’s
Standards and Regulations) 1
frffiin9ti-m= yjtfigtsucrnmtilsm stiggimianntiLmfigsHtus
JYUHS " (Attendance) HfRHIS (Absenteeism) fnntSfitih? (Lateness) ffUntiTI*GJIU
CIBUWYytnmncucmgIR (Abuse of Sick Leave) 1

gfossreagesnaggengjfnKn} (On the Job Behavior)



SanntDIRpUlpti (Insubordination) mJ3n81Sntimn{3gUfiJtUlfd5,Rfnn (Failure

to Use Safety Advice) [wibtfiTI SbmnfUA”ttHjSAmJtnrifi (Or Drug Abuse) 1
(Dishonesty)

ttJIG (Theft) fififlUlfigimw (Lying the Superiors) tnbmmnfiHIS UtIRfiJlJ
nbmnjfdtGfDJ (Falsifying Information on Employment Application) 1

WHIHfINNS'UKtfTi (Qutside Activities)™ t8mJ8J*"USHmtgjRtuCU[Unf1[Uttibtfl
HtlJhJIUStutUigSRnatGfTI) (Working for a Competing Organization) ugqjfig
(Criminal Activities) ftIRUfNDRufiHgfijGJIU (Unauthorised Strike Activities) 1
j5”1gfiM g?£aagfij36gteg5fi (The “Hot Stove” Rute)

IOMESFTIIMnOIUJIFLHtfrIRNri Rtftmmstmromitlfiujuriu (A Frequently Cited of
Principles) lamatmBmtfimpNgfnn ¥ tcunsts”gStss
tGCTHnnfAnn*"GmfnjussaGg'istni sbmjggculstij i t tihJgitifinssntmGiugGmms
fnnrfGmmfdfiiuisstiJtfb~tiJUStgitgjR A tsitnmtdtuHfiussbG[bistniHnsbiggnjmj
thjUjfitTfilff”  (An Immediate Response) *1 mnCUimtltUHRggtUtnS RGIStfifUugjbfny?
HtUJtnG (Instantaneous) feroRSmUMHnmsmnwtfjtnHtgjOJ HngSin9StiJf USHW!IUIR
Sb cugtjtu (The Relation Between Cause and Effect) 1 HfiHIBH13mj(nH13tthbGtGb
(Ample Warning) 1 Hn2b5mtjCi5Sbhtnfi[ywsm gnustj[b'istfrhms i iriSwntastgltgjfi
tmsRtjinjgtinjtticuggcutristsisRtfiunTiurG*m  (Consistent) i taiiRutntugibHM{ttitu
HnusGTtnstPTi HRSbggn5tugdcut3GOfntntuRmnfi 7 tsimmujutifitais Rtugtituggtutns
msm:tyijmutjiumuntutgjm ¥ ysttiHR”isjturitgjtiJ*jtRHnusGibistniHnsbjcirin i

fnnj3GfntjiHtusbfnjtlifissm TfiftnatHtumjnritfimMb magnriSbnTSfiRafinfrmn
tWGtuiggib™  ttfiunuifiGturcgibtas  iTitmn5Smjnlifdnjtihow3istsBmniSUhjHfiPibm5
ulfilstU (Discipline Skills) 1
ftoSIftSTS5$jpE  (Immediacy)

pignfuts?tnspnj3ib5smsb{RfgmGs tsitntutwCUGtsistntujfibugtww (infraction)

sbgannH (Penalties) matmfb * mwaxnmjtfinlsmtGnismstRtajjsmu”~usiun nuiw
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(the Offense) ttwtnaipifiRinwwx”stiHiamniwnaiptjimatRgiatficuiri sttinSn
stidjiimuJsmtgisanuiw (The Offense)
ISIst9]tU (As the Imposer of the Disciplines) 1 H'{WtintfIRtSS t T | f T | J f
tBufitnJijmjthnlsm (The Disciplinary Process) mHwmuntjismmtSni mihrom (a
violation) i t* mjnfimjm?9jHismjt*nlsmtrusisnHSRN5t9jt3ttJimHcutirimsfnnjw
nS*mn[WUSf3sH?G[faUGJIUtgjm (The Immediacy Requirement Should Not Result
in Undue Haste) A mjtfingtUjnmthm tIJfiGH (Fair) StiHISWniin:MRJISHR(Objective
Treatment) 2s[n"CTSULtitGin5tdimfmnRmntTiniGtSftTISPnJCUitgjtll (For Expediency) 1
STMIfISngafig'aga (Advance warning)

nhitis:tjiHRTRUTFIitS HmfifHismfinnGRtimnGmsftwGmntfisgntjiHs ustncu
ImsmjglI~IstUthdffTUQITIUt) (To Give Advance Warning Before Initiating Formal
Disciplinary Action) 1 tSSH1SSmtj1SttinBfi[RtofUuanugunTl (Rules) JUW&JIUS tt/itU
inHggtUmRWRAImtinUtiJUMftJIUS (standards of behavior) 12tnsmJ8U 2smnyti[fifUR
(Clearing warning)® mmnnfinjnHmstimfljtfism jtftfftam tBstu
ISISRH?

REIBEIFD (Cosistency)

fnjGiR?tnsfnntlitutijfiGU  (Fair Treatment) tgltwatimBfimfSjwaltnami
8ialstI5ttMtutjiunriu - 1 (UMatUHRHafRUgumiBtmsfrintnnR  (Rules Violations)
tthtun mSffindGRItgtms (In a Consistent manner) UgurnitSISSatstURSCItU WCUGU
SttTIFIGS tTTWSttmBfiSmffimgltiSj’umTGigSnfdUfifnn (Competence) JUWHmM gs
tinjfTlJtnj (Productivities) St3(RftstlJGSt tUfiriJHWTRfnn (Insecurities) StimJ[nttt
Gliy (Anxiety) JUWSmiIlSfi A jhtinSmUWHRfiGasStittii n[fltdSmGHSCTTfi§jtnS
Sltittinffionutitas (The Limits of Permissible Behaviors) \
WTHiHmnWWHnwnutmromjnmnflai (To Your Actions for Guidance) 1 fitilftitmasttil

fnnt~ucuititssnSatHSiMuiRuUNiRcuSjJtROTRmiGtmsiRumgiRHM gti*mtaisigjmmifns
AO



mtfwtGISUNnutSA"GHS 2tiHSnGtmsmnj:tSfd:i3H1[nfi (Mitigating Circumstances) *
msfidimjt*n9jHnsgtu3w™Int3mmagpng§jwsGjiwtinwHf trisrnj8ialsaj  ttitumc
tHnngluSmtfJUSUGSm GtmsSttinSn (To Clearly Justify Disciplinary Actions That
Might Appear Inconsistent to Employees) A

s1g?$$S5gftS (Impersonal Nature)

jnjiahtininngjmJtdirilsQJtSsmsgifigtitgisaURTU (to Keep the Discipline Impersonal)
1 gonnn (Penalties) jjftiJldmu”HtlJIStammfUimUUtUriHm (A Given Violation)
tmcuS HS[RfdjlImUt*ymsaURCUNtURmIi:JUWHnNhciJlfltgjaJ(Not With the Personality
of the Violator) i tsstnstwGntftmjtfjnistij RiGt*"tnmwtultffimufusttiriSntjistG
minnnmnjugunri SHStyswtrlitSuGtutdisttiriSntsistgjm (Not the individual) t
HR[nfAmgiMiSftnihtirifiugunTi RHStHStfimifiyfifmgjm %

mtitUSUITISTI  dGHmtifUGIStptmnRHStnCUHJSNUIWGII (You Should Attempt to

Treat the Employee Just as You Did Before the Infraction) 'l

(Developing Effective Discipline Skills)
fini:earnstsmitfiiftamttfitmuM Sfnn mQMttiutnsttJimsfjunutjgitiriJJtsmgl:

tilfifebSfTU&ffl (Confront the Aemployee in A
calm, Objective and Serious Manner) Hn(RUMH1GWJfU”M9fnitui31t3gmngsaygCuU
fnutuu ttflitiJmjgtiBJIMinj (By a Loose, Information and Relaxed
Manner) 'l RSHiRttMISmiOmuUtSS RtStfntUSmnSn Hisffljwgwitu (to Put the
Employee At Ease) i MnufTiJHSfnanatnnjtliliJstijSatHSijiMiafTiitintumsisigm 1
ttijMfltimJUOTnjnuiti  (Avoid Anger) UHtSIMtmfimStgigjfi (Other Emotional
Response) tt/imujunumUBUrtJUWHIinttWfnnMIRtMjHSm”HI (In a Calm, Serious
Tone) ¥ msSsTfifnnunHUSjmjmsRfcttfimmiutiwmfiTmutiumjtiitjfirussritS'mgTW

(By Cracking Jokes Or Making Small Talk) 1 mnGWnHfnngtGISHIGtGtHItUaiSfTIJ



turopgjnsmnBn (Conflicting
Signals) '1
6ftSSi$Sgffl<~St3 (State the Problem Specifically)

isitncuttJcuHRHamtjtijfitiiHtusttinBfiTnfRfaucmfiri HfiHia&fifmjRfimufiwmti)
(Documentation) UliuJStITtlj§jGOnUCTT (Be Specific on the Problem) 1 Ugininmtb
untsgtHititnciJ gmsti uficmutumfins (individuals involved) stimro:tgw:fticijH'i{fiR

(Any Mitigating Circumstances Surrounding the
Violation) 1 Ann/iRtHimtnsLtnn£3{uijififnjnnjimms t"immnjtnQSQ'p ttijwfitimjims
tfinjununugugriufdjyuuis gitnmaiajauiSn t tssustusmjnnjifitffiuguqTigicu (The
Breaking the Rules Perse) tanjRtitmsHRGfiutiltJciRtiniutftnistg 1 ISSfitflitiCUUs
mtutarruhfinfi ugurm”tUHis”gitnjfugtinjfTiJtJinuMHtifTin (Work Unit’s
Performance) i1 [RfnsjEunyfmuiRH iE3njaxtmBmaisHaHit5SUSTTjtinuijgtgis mgitgjsi
titFAIUICTIGE  t(RIUSMnjtUUNntiWCUgtjtUfTItTinUMaitiriBfl  (The Employee’s Job
Performance) {yMSfTinJUMHgflin (The Unit’s Effectiveness ) StIMtmwlfftitgtgjfi
(The Employee’s Colleages) A
(Keep the Discussion Impersonal)

gGtawxtStitnatSfix"attjimtsinafTijnmrjpMn fimroRttmigromigsunna Rtfimj
sgisfRARtgitwmtiriutlJjUMygcu RmHauRffinnjniuirygnj®iniga®uj  (individual
Personality) 1 aaiouari gjMatuaitinSRaiRHmMGfnjtSnmiftjpaatj trygfRfducrnntji
tRtTmnutjtuutasfimSauaRmitiu  (The Work Load) juraHntjtgtuutim untsi
iIRfnStHitu wcuGUJuwHtifnntnfitjstuunjn i tfiHaTfifgtfifaattmSmmsttfimHrotmfitji
tfiRISfnJfifiFii ugismigsnJ3W {gftamg (Do Not Criticise the Person for Being
Thoughtless or Irresponsible) A

$8ggps|ja6ffin6fing\abne)pgg«3K5ft56B
(Allow the Employee to Axplain His or Her Position)



tmsutTiHNnuisimujmmjrm y mmsut™Hnjntt5mnwmi3GjiwarifijRt3frijm[s mi
ttngyjmsjufaHnmtJitu  SRywuGjiumftHimHntiw~ mfatmmstariBRnsjtunwiamn
iuwir I tumygwjsiiuwstanBn tmnrotaisHiaHtnatRRtgjfc? HnmjiRHtnatfuRRtng
tHtiisis? tRSttmBntuwranitmticiiTiGtmsugurrri sr’g stimcungfdigfatsis?
LUWSmmsmnSfammtllUTINSia (significant discrepancies) ifujmnmiSmrnmcirm
juwhr atimiuniwitiiJUMatinSfi HRiutuinjt*gjfmngrrinMUHtaRutaHtsjR (to do
more investigating) *1

(Maintain Control of the Discussion)

talRt3fNJdiMMI3iRgai3ifit3URNS  mmTGSHRGtifijnitmmyismjtjttimtfimtttl
(Open Dialogue) 1. HRGtiUMJUmI[RR[M  1IZ/imUtSRtHItUinaUJtIJIRIMiaRIJtjljR
tAtCTRit.tinWJ Stintifdymn (A Climate of Open Communicatin Between Equals)1
StnlijmriuwasnmtstMniLUtnaigRtiRiJtJiRJatii % iriuirh? mynsHnnnnmRtiuis
ssimiS3Rtijn8MfiS[uriyti5 tSyj~mmtyHfifyfifitiwmngugcut mimnlnjyti % tssyis
smtjiLUMsmHRHSLRutiniiutcBimg imnns~yRucJiuiuttuHnIni
mystyysm miJftrftamtroattiriBfig'iR RtjilmsmndcintiRicywgHnmy (An Outhority-
Based Act)’t HmnfiHMGtmmyismiHSfRSWtitfii stiugunriiuwfirius  tfttss
HnigrtRjRUufuiu % wnslauinSR HnfiiJinuMtRQtcTistQahftatutRR™Mi 1 MstwtijR
minR maSaiRfmnjntiJtHitsjaitiTiBRtaistn RMSMMHR umfciHRrernmmnntfltgjtiJ *
ggcutjisfni[fiytynjti tjitRniyw[gftnsutmjfatgiHmRRyhagytyy 2(Obtain Agreement
On How Mistakes Can Be Prevented In the Future) * miulR?StHI{nJiyuCTItUSf
tmfUfniaiungsi Stigwtul tSyjtnmfunri (Guidance and Direction for Correcting the
Problem) % HsnrimmmshtmBmtjtimtismnglHmfimdnnmnftGiSmmmmHimyis
mritnnmumastRRyiatgjtitgjR i GtmsmmnriR8gSGj gjftHiujatunBmmsMnMJ
patdsmitfIBimS” tByjtmyuunTimblrfjtiriugtms (A Step-By-Step Plan to Change
the Problem Behavior) 1 UmuyfitfmmOjimR ttfltyyiStiuyjB (Follow-Up Meetings)

tSyjusminsRjtcymmpiyns (Progress) ttJcumofmjmnjtna i
"3



ntniamnmcuTgftKiuWHiynnutjfi

(Select Disciplinary Action Progressively, Considering Mitigating Circumstances)

1Mt|2wnwganRmHitiSfdH[fiSmsist3U9tcyfd 1 gtinnu[Rft?imstu”utnstgjtitssS
tSynmiynyiSTtimyiFi (A Verbal Warning) tuimumuunt8mjtSiRmimynj®*u mjw
UtSIfdtjinnmCUnn/iHnjJ (Written Reprimand) mitainfnJttlJ (Suspension) RIJUStUIfIS:
(a Demotion) ymfiijnfi (Pay Cut) xuimGmymmutieinbiRjnji*cuGSGmdri Smmuuini
tGnjnmjtfi? (Dismissal) i ganRHAWHmipMnMuiRHmiuipMim: {RftmHcuuSnitjifr
IcttfratyfiGy (Fair) stitfiunyu (Consistent) # tssSyisstyt*"tFimjggtufirinjpncurtgfa:
ttimmjTmutiti ¥ ggimitin tfiunrumsGSGi (Severe) yam ? itmamfiiun (Extent)
tdmsttiyByggmfrij[nyistjiysHnugtmwtss ? mnSmtglstiwsjgnmssm Gtitiyjfim
HnOTmttiyiSmIntnjamtmfflICU:tgfLi:tdajnLfinydri (To Assure That Mitigating

Circumstances are Considered) 1

€7gj6g«"$Snr9dngi5 (Conflict Management Skills)
tA"QtiymtdmnyismJwhjmtsis  wynfnmsmjyiuyikigsiw  BtjiBsini§8wpis
utimtiwHfiTfiumtiT fiitfiyis i mjMRnisitcusimnTufiuRisifisM stifrmRamcu tdmuis
fGSQJtitultU  "wyiRyHRYRUyRtiHTyinfnh  (American Management Association)
tnsjps t\SniHNyRuyit35yfnijamtiJtnculjiyGjU[yyitui tod% ntimimfimitfrHmstigmw *%
arij:  wsnstspnjyiuyiagsifdtss [RftflsmygtfrmmjmfcmgltdjyuGisugHSs (What
Topics)tuWHRLRULRVItyfU1jlIfiimSUdfintimjnjuGnylGHRA"SHn[RULRt3? (Manage -
ment Development Programms) mjyRUyRtigmW[RfGIStRG1f5RMUm"CUyiSfinJ:
fdsiatiiamnGtfdGnfdUGGfimjufiSiuBsitTinamnStijGvim i miemgtfimsytgfmgl
tmmsHsyityuahmti RHRLfiiify?JyiRtaswnjitcuLRyHRYyiuyiti uiimtnsnsfijtymys
Bsim StinmUfiffiflCUfiClii: (Personality Factors) GSSIDtf tBHTfinJimmtldn5rn t'lRPTIHGS
tdmgiRg” tfaytfIRBmtsmjymym (Related to Managerial Success) (nmurlunffi

mrbga mjmmtiLGimsstimjmytiifis:) i RtJGUimylGismja/i (Mesures) gitilQtftsis



RyistRywRR % gufnntsis
"WHRfnnnaGOmfimJtjlUtlJSSIfij " (The Ability to Handle Conflict).
? (What is Conflict?)
tsitncuttlcuttSmLumnjgsiw  ?5tii5t3witrtinsmt3wtniSwraniisi  t*imngwmtLInj

UmmmHStAStuCUtn?ingJliymGSStSmn[3jj?it*"nymJtjS1fd (When We Use the Ten-n
Conflict, We are Referring to Perceived Incompatible Differences Resulting in Some

Form of Interference or Oppositon) * tSIsUfnnswmsimTIls HRUysriRfimsgiRgb
tgjtU (Whether the Difference are Real Or Not is Irrelevant) 1 yjWStUHSfOJtHCU
ttucptjl HIann2|W?ntnCI5tmsfinanmsgSlMmRritnStrfJ (If People Perceive That
Defference Exist, Then a Conflict State Exist) %1
xrofama:mHamHamiuMttSti9mMi5iHurnwgitifnn3MjniHUj3(The Extremes)
tflcuHismRtnurifnn3fi3musgust5(Subtle) LUtRgtSfnnyjjm{tjRtflitiJLmtir)fu(indirect)
StiyRUUItflUcflb (Highly Controlled Forms of Interferences)JtfIRunjEdRyRintjIGUIJ
(To Oven Acts) gstfl tfIRRy (Strikes) RUjRy (Riots) (Wars) "1 JURtnClJ
tj1tIGS RSt3HRtSSHISgfd}S:2WTTIUyjtfig (Three Differing Views) tdWUISSttRnti
IJRSGtmsgmMtsifilacmuamm i
g9-tRtnsHsma”gsiw[Rftnttyfa®bt*mGynjuyinitti gmwsig8jeyiusys2tnju
fTiJ (A Malfunctioning Within an Organisation) "1 RSmSStffiti8JIfl1JIStjl gW]3:urHUI
StUUWNngsifd (The Traditional View of Conflict) %
gto-gwJS:HngmngsmfloUSWjmRnSStigmw (The Human Relation View of
Conflict)HSH1t3ItigS1fii RtjltUgtitUtFICUmMSfIIRIVI"GHC]IRtfltUttijfafltiUStnS  1jitUSECU
tonirifinusn/pymtfinjustntrigwgtRmTRRgiaHwtgTtij  tnagmwHiawRiantutftnnritt

IgyiSRtiRIIJHImRgiatggjMtJtjRIItnnUMRYiUS (Conflict is a Natural and Inevitable

Out come in Any Organisation and That It Need Not Be Evil But, Rather, has the
Potential to Be a Positive Force in Contributing to an Organisation’s

Performance) '1



lunHQjigjtu msgmwum Qsstrit M ttim tfitnGASsifiwnu”us yHtifnnnb~usulyj
utnnimitiiJ9jms{uwgfnn A cunjgwjargcmas tmti§jtnyist}igfdjs:wn gsiejjuedHn

StUHHSJfiH (The Third and Most Recent Perspective Proposes Not Only That

Conflict Can Be a Positive Force In an Organisation, But Also That Some Conflic
is Absolutely Necessary for an Organisation or Units to Perform Effectively. We

Label This Third Approach the Interactionist View of Conflict) 1
(The Traditional View)

ssimjSytitnswsritji gmwsStiiin~nfm TnmtituijiatjijimwmHnsfrignciJHIijHis
(Negative impact) tinj&jius i mnj "gsiw" I1S5ta3JTItltgltiMgMMntSmRJ "uitijf
(Violence)"fDJUgini"(Destruction) 8tf fnciRISWIRtitlf (Irrationality) 1 ftfltmulRtfl
gsiwRt*v3tuCusigj5siw(Harmful) i HnLRULfimslinfmmsHismjggtu
8MtRflgtmaafn9jftTUSJUPiI33SjGGIRtitirigSIW(To Rid the Organisation of Conflict) A
gfajSIUJUUNtIPSWHtSsniSfnudtiPUtmLgMtSfnJLPIUJPY (Management Literature) Rti
RgjtiMRjfyjg” tt/imusuntgjRJtPRdcumnntuntijgwffijj Qg&o i

(The Hman Relations View)

fiuinutuHistsIRlagMjs: HngmngstifitiuswjtnsHsm tifr gsiwRgugtuiR
GULjIRStIHSHItsttjjMfltiniS*A Natureal nad Inevitable Occurrence) tSIntiwlUSgiti
hO ¥ ttfiwstrfirgsnwStfmnntdtuSsmGttitwfitimstsisssimjgwfsrHngsiR gstijfiti
uswjtrisRWHSfi;cj8jirisFnjggajmns?gsifd (Acceptance of Conflict) i ggiirmastns
RligcSniRinMHtUIRIjfUtaHRfTinmMgSIM (This Approach Rationalised the Existence
of Conflict) tmtuRgmfdusHiGtuuutfifinistgjm iixifflinatnnjgsgmM ItiHmtimHR
aJHRpmintjs (Benefit) draw-iustSytgjfitjti i gwjs:HngmRgsmfitiHSWjniSLRU
MUIUtffiIRSRtlinjdtUm  (Conflict Thinking) tdCUHISntjtigfijfRj? 9&&0 JUJRttaimR
murmjgfi5jRjj9”rto A

(The Interactionist View)



3fiys:Ifdtij (3wnmnnjuGUjswngsiwS3Wjs:JUWHTfiStiJHmjHSJfiH i tsliniu
tticu 3fdis:Hn3sinsstiifitiHSwnmstfiS3Cuujfitri«ciS3mwssimnuM HfistuumjHS]
nHIJHS17N)8]HIS3MWittHtIJtdmc5uClJulStjIWIUSItiCUyiSCUntUi:Wfijairi(Harmonious)
MUIMjH (Tranquil) WSfiin (Peaceful) StifdtfILUmJfjfni (Cooperative) tfibtfimsg
tsijmmtgidiwiustdnjTSisagnj Hsariunu stimsfnmgujfiu GtmstfijGnjjnfmjfijriu
{T1dlfijyJSV5IGLUMR (Is Prone to Become Static, Apathetic and Non-Reponsive to
Needs for Change and Innovation) 1 mJJu7nifisGtG*"mfdSmmJStI5SUmJHSIfiy
nastiJtsshttij it5jni8]HN{hU]tit3Tisi mji3us*3Sifij§jHisthusn*mRHUjm~UiU[pns

fanu§jHyfnnmsi RttfmusmtaHiSfijHnfnmG tGsgtfijssstiti stitnaronnfl:us[yijfi (Il
Encourages Managers to Maitain an Ongoing Minimum Level of Conflict-Enough
to Keep Units Viable, Self-Critical nad Creative) %1

se& arag”I”™ e &asliggn}
(Functional Versus Dysfunctional Conflict)

gwjsrJUfdHnsmHfniHSjnHHsnistwntgjtidn  LRugmwgitJHfjwgtRtytsistg 1
gmfd8s[g[gtiunjtmtutulmfijfiJius (Goals) tawiuTlifismMmSjHisfiiiuijFnniJnjHis
tURIUI: Wins'! (Funtional Conflicts of a Constructive Form) 1 tnsgSIW SStgJfinfltt

AUSHSSjmna”SIMUGITiltUttdittinjtU TIIjl gmwmSjmtiflxnjijfnJ (Dysfunctional
Conflicts) sbHistunari:u§QH”ini (Destructive Forms) AtftmjnfiS*manHtmtSnjmti
trimgjtitjisfitii gmwHIGt"MRHISRtHnmsHRANU[?ibmG[putnstgt3itR gsiwnmHmfi
si8jHis&milfnj i mst*Hnwcuyitflatflcutua
IGn9mftigitinJ(UiflgiSSH1snjniin:5sGJIMnyiMtitiglHgil35stJIGninmgjf? (The Demar-
cation is Neither Clear Nor Precise) 1 tSInbThUWTfI8M3itiHWtfinmGHSUfitjl
Hismnnonri ymwnugsiw (Level of Coflict) tdCISHIG33CUMfitllS (Acceptable)
ynnmgggtumfi tnstgjtn (Unacceptable) i iptngatimmsgsiMttSwmSaajHiscrom
@ ylgHIS (A Healthy and Positive Movement) GtmstmtUtflltStdnHmMJUWYiUSHIG
digsiwsw  si8jHsStnji5fT)jfdrimdfIHmigjfi ytiamnjnnatiwfixnJiimiMnutgRtSititiJ

tSlsnbtnfljym8Wm (At Another Time) A



mLMti5tinRtssfnnStniiimm5sAtnJiimifiifunpgiii9QauCumf?s5m 1 jumn
9Gj -(i Utiirn8JM5ninfnJLUMSHY8 (The Challenge) JUfdHfi[fiuU[nt3 1 nmhGtimSh
mtmmwutuisintiHafnn UHgfnnGoris®w”tcijisyisnjnansfy (Healthy) msnmhritns
[fiSHSCTTOS&Ji9lufUftriSfnn (To Pathological Extremes) % gsiWfimnny
smwiLSstnnwgifi5siuschgufTim~fum§ji[Swufijtgjtij i Hfipurtmnfiutiwgsjw
(Stimulate Conflict) ~UjggnJHISHRLUttmtiStnCJttumfifrinSiaJijmnuwil (To Gain
the Pull Benefit of Its Funtional Properties) mS[hA"USmmhIS9SIfijtSIsmPJtUTIN
mmiglt*mnSsSuifijfTU (A Disruptive Force) 'l tLhmfiTIt"UjtiuSgiSnwitiguman
jhfdwtiSmSUUdfiHm (A Sophistical Measuring Instrument) 9S1W
trniytusitmujuinJimj yuSutn?ijmnTisfiwR "Hn[hULhmuajh*8mjlsfim[ynu

ttfiwfnmfjmj’ gings stigmwgitusisiti “mmuw figwudfiswc” ygiusitt (it
Remains to Managers to Make Intelligent Judgments Concerning Whether Conflict

Levels in Their Units are Optimal, Too High or Too Low) 'l

JUfnn 9)d-(i9SIW sanjgtitUfnJFnnUfilfiRUS (Conllictand Organisational Performance)

wismjtui  mms yutfists njntuirntwwttinh mmscugticu
gsmi gsiw JUWM1US fmtnnuw
MLUS
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(Developing Effective Conflict Resolution Skills)
[UWStU9S1fijHmt gmfa5stHimutnjijfnJ (Dysfunctional) tfiHn{RU{fitiH1GtGH

tnsss ? tSintdntSntStisanSRJtUCUtimmnamn/SLfiJltljgmW (Basic Conflict-
Resolution Skills) A t*M8isHRtfiCTt5|RImtu3aHn?Sfm[fatjiHtudismfaHnnt3pnndi2
IfJItU9SIM  (Basic Conflict-Handling Style) ngGtftJITimtirogSIMmgititSS (The
Conflicting Parties) ttJHjWCUtjISn *SmJCl/it*m SfitmtlJHISgSIfj (To Understand
the Situation That has Created the Conflict) StitBIQtHIimHRIgRItjlunfifiMmm (To

Be Aware of Your Options) A

(What is Your Underlying Conflict-Handling Style)
f TtSSUtaR t SttHi3SIi3 HidPTI  HIS WHTiJTintjCUfTinSStilfiUtli ji3 9SS1 Si3

gmfdttIBWtgimHW ISfnJtlfitSls (To Vary Our Conflict Response According to the
Situation) tt2a”R9IM9?GfmiWHtUttiCUtt5vIGnIGR3timntJIS[{iritl'gSIW (Each of Us
has a Preferred Style for Handing Conflict) 1 mitSnunmGfTIJfltIJRtnJttJIUJI8SI]t3
(The Self-Assessment Exercise) mcdt!lJSnjHRnhmjntUIRtmmtt5cjn?GfmLfiJtjIHCU
gISIJUWHNnNntirnndlsyilimgSifd (Basic Conflict-Handing Style) 1 HfiHIGyjSGWIfW
tdCUHRGtUGRLtSujtHItHHILWUStt UJU9 (Preferred Style to Suit the Context) ttftums
gmwHtiIGSsfamgTti nms|GfjiTwdiunjjlisjuwHnpshTtnyHPidi tSpmTumsmurmtituu
tun tuimilssmmnt*21fmm?UUtimtI3WHnitj }Hjin (The Conflict-Handing
Approaches) 1

NgSMgft5fiSgggS5fi8gn«jgftS6}fes5dng”  fereSjjfig969?Sffi»eS3
(Be Judicious in Selecting the Conflicts That You Want to Handle)
QmwgifcHMHStHSfagifi T fiftfiHtuatimiffinGfigntfimuwHmQTas * gsiMssmts

nfdHShmmsmJfUmfUhtdIsffilimtgjtl) (Not Be Worth the Effort) gStgjfiSsH'IGSti

LRUyiatnSXgjtSJ (Unmanageable) 1



tnnjt cuisttnGiutitjuaiLutajuwHfi nHismHwnmAstftmmnfusmwtsist®m  #
tsitnnjttinjrrmtsjMfiti 5sAs{fiTimgmMHit3tHtut\5f3tjit"mnfititfwnfnjnrfHS (To Be
a “Cop-Out”) mSASmcUfIt"mnSmMRUSWHLMUtjigutdR (The Most Appropriate
Response) 1 HRHI1t5mSs{ywgfnmsmJ[RUUIit3tjigtgiJUWHf1l (Overall Management
EffectivenessddiniMW flIrgntimilRliptigaiMmWHnN (Conflict Management Skills)
tLAI]FTntjjWFIt39SIWtutURISTir)JfiJ81S (By Avoiding Trivial Conflicts) A

QniSwnfdmJLUtljgmWHmM” mfdRIsSm (Choose Your Battles Judiciously)
luim[RfTWSImJ(Uf3t[Uf3JUWHRfariUt* hfitenJHISmH (For the one That Count) 1
tgjsutjutiiirLtngi  (DesirejiufiittStaHiarniaiunmtlJitiJ mirm (Reality) msstintn
tpututith smMHMGSSRHSHIGLRULRfinistgjm (Unmanageable) i isltncmiJrauBuR
fnntnRUMtU1tit{tii (When antagonisms are Deeply Rooted)  tSlinfUtufUffIRUtUU
fHRgitinJUJSUtin"HWU"tlJggiW (Parties Wish to Prolonge the Conflict) UfUSIfflifUtuCU

HtmwtciiRSinsmynTinjsMtyfdtnRJuiR dcutRusHJGtSHsnRHSRbsmftriusinistsis (Or
When Emotions Run so High 1hat Contructive Interaction is Imposible)

RGLUtityjajuwHRnamjyiujtibpgmfatsis SsmGggfutfISttftfiSm~mgjtu (Unlikely to
Meet With Much Success) 1

tRHSigfi*uHmfiRtifi*tacussugmcmGS HRpuifitiSty RHitntfisifmtiigmM
tpu{utngttfitiJins{u5gflimsistgtiJ i gmwgsnwHLfdusamynbimJLuatyjmgjm
(Some are Not Worth the Effort) 1 gmW38tgjfiSmsitLfifiwffilSfisnfUroMHfi (Some
are Outside of Your Realm of Influence) 1 msgmW8StgisUt*"HIStUR[Ui:StCHilfriJ (Be
Functional) (Are Best Left Alone) 'l
SnegelgfitnS~odC Iftf (Evaluate the Conflict Players)

{UMSTUHfflIBftsfiMtfl  Sb{RU[RbWISmJtingSIWNnJTIHaitSIS (To Manage a
Conflict  Situation) tfimjw8isHR]T tunmtnfut tiJit2ujtmmtnsflitunfriRmsjnb
9S1W (Take the Time to Get to Know the Players) 1 iRSJnmgsmnnSfitigmfiii? SRITIR
SymOtSISRIUTIVItHIMHR[tntdJIjS (Interest) (UHfigCUTI ? tRHtgitjimn (Value) URtun

RURIIfi:(Personality)  HIUtUl (Feelings) Sti GSCTS (Resource)JUWTffIRSyt1J9?

SO



gmwu{ytwjnt3t*"R8mtsmj[Rui?it3ssipamwHfi mGtnRtsjtijuwstuHPitunjt\Sniwis
miClfismfamHJIm:[n?WtgnmfafnRnt3 9SIW (If You Can View the Conflict Situation
Through the Eyes of the Conflicting Parties) 4
S'39S59360933|535g36$5885'3gi5  (Assess the Source of the Conflict)

g~faHStUStifdtQniHnfisjfUHIfnwtmstgjal (Conflicts Don’t Pop Out of Thin
Air) i gsifijgirgjimHiss*ynjttfl?; (Causes) JUftifi i
gSIWJUWHR (Approach to Resolving a Conflict) H1QSh[J*nnflfi8JtnSflhv3gnjgE\rim
ttfIiffIHCUWIR tsgsiwtsis HPitnnit3[RJInanfiJn§jttSnin[ynntSgmfij (The Source of the
Conflict)  miiftn*fsimctinjutfinjiii tgisut®*gmfagiagjimtnntgjtinumitdjti®mn
UJItiJ (Conflicts have Varying Causes) mnjnBtuattiRHWtUimaistilUIUing (Three
Categories)™ fanSWmUCUfICUHfinfriJtStlJS®m (Communication Differences) gsiwW
tultintsSIwyS (Structural Differences) SftgSIfdS'lhUhtU (Personal Differences) 1
d&"CTf?336j53S5f56gp (Communication Differences)

AiEJCusw  stifdtytijsisnh

UCUTICTUgtligvinl (Disagreements Arising From Semantic Difficulties, Misunderstan-
ding and Noise in the Communication Channels) 1 HSWJtt5htfihntGmJfdSRttFiaJ(y
njiu{unniutii ~ fam|psudR]sgmwtR?itgjhtthmfiflJ3s8ififnngm«hm  (Lack of
Communication) mnaSmSWHfiana yifitnafifiMfritmaisStfi t*gtglyismnSmsshfTi
81(p8W8fiM31U (Plenty of Communication) TSIfJtJffimpSUtimagaiW "1 tiBttitmUJti
tnstatirau”njtsittinsiaiBmaflnRtasttlitii  SmmpaiaHafigtnatuwswgmiJitijRRmi
xgmgamS8tyRyiafriJiinmmiSgM]a:JUMttSa tflimHnfltgtgjh (With Having others
Agree With Their View) A mflfUtRJfUgjntUfUniH (At First Look Like) ttntummnfi
gntritFigsnwnhg”ngshyrinj (An interpersonal Conflict) farattimwtimngfflgtifn
yst\5 (Based on Poor Communication) ttjimtfltUthint\2nitFigtgi?nyrnjlfri?iSI3tri
(Upon Closer Anaiysis)tmsh mjysanfnntuCuu”tgjhnfi[yfmj3wm3it3RSigtmfljtfli

SUWHgfrin ygtunrogftn: juna ynmfltgtgjh (A Disagreement Caused By Different



Role Requierements, Unit Goals, Personalities, Value Systems or Similar Factors) A
MnuHR{puiRtiLUfiniasmMts3n5ums?itiJfTin8tiJgajn5stuxRi3tti99wnissffnjujRGR8R
tfintjU3mt3cut?itSlinistgit9jR % wiussisi tntitRHisjtjmfaHssw” mgiatsjgg”stipriH
tSJUtNJTItU (Horizontally and Vertically Differentiated ) 1 fynSWRAtiIGTIfijystSs
(Structural Differentiation) UtSTIt"UCmigInttfTIJJHUmwjn (Problem of Integration) 1
mgtanjtutuggwtnst*mnnTiuR gaiMUijas i urcusiti SsfcRfnnmHntfnnntfl (Goals)
tinWtStMGRWntiGR (Decision Alternatives) tURCUI:?SgtlltSnlttll (Performance
Criteria) StifnmJtitERGStnS (Resource Allocations) 1 gSIWAtitSsyStyStultUfmj
fnngQJGv3gl5scu (Poor Communication ) yftlJfythsyURCULtgjtlj (Personal Animosi-
ties)'l UtSgaiMgiRtasfltnatnRUM (Are Routed in the Structure) RfcftnuSISmRHfc A
TUnrigmXSgmWRTnciSMnJFIRURW (Personal Differences) 1 9ImwmGIfRStGnifiGJR
USGHMJUWURLtU (Individual Idiosyncresies®yunStSfflicjjRtyyRfU (Personal Value
System) 1 mjn(R?G1Rm (The Chemisty Between Some People) JfIt3HSfd]HtU
csatfSjnmRrijtnRSti tGRTtfutfiymm i ntngiRgjitDgGtji2fiyfR (Background) mi
HUL (Education) ugnthBGS (Experience) StimiUOJISUnjnCU (Training) tR "RtUtIIGR
IyTRItsyRnjtgIRtitIRtSRTURNji:ttfitsjt9IR  stiyutRgtSRtyttfjtism (Mould Each
Individual into A Unique Personali.ty with a Particular Set of Values) 1 glju_R
HSM]HtUGSS(RfCTStSnJIt5n;tI3ItIIHRLitStgjRtSILRHRLRIH  (Abrasive) ySRJSJORGR
(Untrustworthy) UGI19JR (Strange) 1 mnSMRIJftiJURWILSS (Personal Differences)
utigjyi39amw 4
A55n5S595iM€655159i155x5¢gfi (Know Your Options)

tSutGJItnm UUtGfitgfd (Resolution Tool or Techniques) muroHR{RULRLtitGjft5

tiwtSyjmriusmgsiw isitncutuCugsiwtsisuismRSfd? HR{RU{Rt3mGt$Muwtijn

tSuWC/tihtltSyjtrS[fiTimgSIfd (Five Conflict-Resolution Options) tmtUR T-mntjjfd
fIRgsiW (Avoidance) fflJfi5[ysfijf[ym (Accomodation)miufi(Forcing) fTICUSUt

(Compromise) SttRGWUIR'IJ (Collaboration) 1 flwMSHtSI9yiSGCUIG81ti (Strenghts)
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stiGtinmsjity  (Weaknesses) mfdfituitHnHisfinwHtuamtSn3M Gy>JUMnuncufijis
mmmsjtll (No One Option is Ideal for Every Situation) %

Hfi[RftriRSTiytGJItrimSUm9uGtjl gumiUIWnULRUYyitigslfij (A Tool in Your
Conflict-Management “Tool Chest” ) AtSISUt"HnmGt[5[pfijgunJtUiniTymtnSLmwj
tfltigumttfiutstgjfimtfiw nHy~y~ tutuyiSASICJ (The Skilled Managers) StiGJIfij
tn tfigumcinsymsH'ityGHtjisgs upmtnpjtumtiirgumnjitiTiymtmsmGyisyjfygfrin
utim AGtrffuttSawsfiZiwmnjn8irt3yyntyimtti ystysnnjgTiwgi*HfijwgtfiRLy"]
yiswnymnyjlfdnrifdamymtsi®gjty (Not Every Conflict Requires an Assertive
Action) Atnn58smntjjfi5fltiystul§[fmm (Avoidance) yyTIStRdFiSStim (Withdrawing
From)y*nmJ?TIUfdtiRtcSss1fij (Suppressing the Conflict) nt*MIUPsyiTimuyUtwWJ
UtjRtuJ(Best Solution) AmvnCUnNPTglttinjmntijwflti (Avoidance) tfitygfiTiyyttfpjfj»
t(8fdfjw (A Desirable Strastegy) 1 RtSItnPJgSIfijySGSgJ (Trivial) tSltntUtdPJ
ytmwtmR~nsnt[Crnt\5 (When Emotion are Running High) 81t5tuity[RfmJ
tnP3t"tmtSuj§jflfdUfidiritgf5ni (The Time is Needed to Cool Down) msltnEUttftU
wmsnnjtsfnnntifdsnwnyrnn®nniiniixTiym tryisM)TdsistFitiHRyjttiritjStsS
UIm8{fiTQJ (Or When the Potentional Disruption From a More Assertive Action
Outweighs the Benefits of Resolution) A

tmfmtfltsmjwyyswtyojs (The Goal of Accommodation) ttSyjttjJfijiSfgSIfi
gstity lirtytriGgnG[y?mnuW 8S8jgiU~fi[y*UfyHRutg (To Maintain Harmonious
Relationship By Placing Another’s Needs and Concerns Above Your Own) %
ggiuunfi HfiHictyuURmgmwHntitgyimsumTiriym i finwtss Rwyyauutifi (Most
Viable) t™nP5ttiP5UNT)Rt3fitnrisysyiSfiT1J:fy81S (The Issue Under Dispute is Not
Particularly Important to You) tFiIntWWGtmsHFi yy WRHnG*"RfmmmwnuunT]I
tyTlty™tgjPi (To Build Up Credit for Later Issues) 1

tsinamjmuwyfi (In Forcing) HRyjmyutitGtintiwnytnniiRLy*mnufyHR"ty

ySStunmfiyitisgjR (To Satisfy Your Own Needs at The Expense of the Other
S-3



Party) % tsIntiwiuss'isi mjmuwtiRiasigJinatmujcjmRmiuutiRtsltnwitJroHRLRUfpta
A IMMHTUNtidffriJlIuMgS  (Formal Authority) 1 fTfnuwtiFi
tss  tjitjffuQdnjtnscutsitnnjt*ifiTRfmj* TmsijtamsTfiTitijmiasriujtJiMQtmsucTnwgis
(A Quick Resolution on Important Issues) tlJItUJRtoRItnSfns fuCUHfi utQHStnniGR
(Unpopular  Actions) StitSitntUttitUfnjyjglGIUWHnNti'igGtmsStCUNsLfirimtSISHSHIS
£IHIWS"IS cTiti (When Commitment By Other to Your Solution is Not Critical) 4

frimGMHjgiS (A Compromise) (Each
Party to Give Up Something of Value) 1 RIHGHRIfrmgWHjgiS tSStfifiulStgjbfib
GJGIfltiHnipULRLtiStinHfinsitntUGSFiIGWSJIS*) (A New Labour Contract) 1 mn8
WHJ91SH1GtLim9fiByyGbt[fnrm (An Optimum Strategy) tSINnCMtiCUmfintttfrciTISHIS
HtunGiyunnymtfinjpn (Equal in Pouwer) umsltnnjtt3njmjmutGtiR8itHnn«fnn
(Time Pressures) 91H91J§jmSutCUTIsyfiritlIHM&faHLWU (An Expedient Solution) 1

ncwinfru (Collaboration) HtjiHtGjitiitiJGatymmudmsStnjn§Lfirimcm§ ngs
(The Ultimate Win-Win Solution) A IfiUfTIRfjassIfiinjitmHfiJnGSjWSSfHRtULttiriljS
JUWSS (Seek to Satisfy Their Interests) *1?HHGyma3lItliTIsymtI5[RftnSRnJIRGamt tl5
fnjnmnjltjlfiuid (Open) StittfiffltftIstfltj (Honest Discussion)fJtiGttUnHInHmm mj
fimu tihtiwfiHtuyjmcUuvinfnngwm  (Active Listening to Understand Differences)
samjnfnnptfayjtiLUmRtISJUWHMGSSG (Careful Deliberaton Over a ful Range of
Alternatives to Find a Solution) t2HjJn9jtl2cjS tnjnsyflltldttin5yiStUn[Ul:HtCUritlJ
dnjwnti{pufnS (Avantageous to AIll) ¥ winnjnmi9llflwfiBMUifnitiifinMfiwtJtiR?
GISitnfUtufUXntUtRITIfTIUfdaRgiatHStgS  (When Time Pressures are Minimal)
tSitnWtdWTnSgi*HW GtitnsSttUnsLfilltyngs figs (When All Parties Want a Win-Win
Solution)  SbltSitna5UnptSIsyiSfiriLW81S8iatGStSS  ItJICURLHfStGMHjgiS  (And
When the Issue is Too Important to Be Compromised) %

$T3$€3Qjf B3HI$5'3E3 (What About Conflict Stimulation)



tnmgltjigufnn*mgjmsmj[nu[pagmw
L?i7jni§jHisgmwtms (To Stimulate Conflict)? MCTTMtsmijflinitssnijingtiggcii
tumunan wnufnmjpautimsttStigittHwm mnj "gsiw™ HisstuHItitfisutimsl
fitimfiJim8JGtfa[WGtSInjiU] (A Negative Connotation) 1 Itifismsmmn3fi§jtfis
gSIWtMMGRSItItGS imnuGdiyiSu3fnnt*umS~mj[RU[Rtify (The Idea of Purposely
Creating Conflict Seems to Be the Antithesis of Good Management) *1 HISHSTftjjfiG
RGCimwtufulnnmstifiJisfrinfiRnagsifij i maOTSfiMmtitticuuincntji insfinsmjniiytu
GSS?t3tuni3tS1SfnnRSigtiSI9SIM?S3tlinsnjntUi:firiuUS1 (An Increase in Conflict is
Constructive) 1 itfituMinusfncuas sm”mEmji?inHisifitt3sGjifijcinwjfitigmfi5  si
UUINJFTI) Sv3gslwSssigjutnPJfnnSIls (Functional and Dysfunctional Conflict)tt2ti
tnsulantiinmufnn 9 G-& sfnjawwintiwjriGtitij]SwHRtns 1 tgisutjimslGjJiGcunRM
nuftmmHHNfiTHimimsgsiM  tfimatnsifimtfitij RmnSmxuulijmstglatiMiimHtu
yips sitn[mmssmGtjiHSfiJifds tiiHiaRiHffnintimifijniSjHiagaiM (A Need for
Coflict Stimulation) 'l

ssssna c tRHian{Hfmint3mi6}ni9jinagsiwtt3Jut0?

9-tRHRinngti}injH3fijnjJitm5tu"©a"jiiiR Y

(Are You Surrouded By “Yes” People) ?

IQ-tRHNntLmusligrGimntimjfmjfnnnfnncytit3l  ynfnnnGjifiicuifaynuHmtlJ

Utg(Are Subordinated Afraid to Admit Ignorance and Uncertainties to You ?

m-tsinamnSfdU jmstufusi®jniRutigsfncisiamy tnfiu&mrattfltmmtiti vy

wsHirommuaiftnuatais tSynsmjmnGfigntfifitihtisitinHmGtwGfi&hjGGmuldms (is

There So Much Concentration By Decision Makers on Reaching a Compromise
That They Lose Sight of Values, Long-Term Objective or the Organisations

Welfare)?

cM-tRHRYyiuyibittMgitSRsmtinjtiT  tSiSticuiuttmti383MudRiUM33HRLRwtRti
(y™MiJpjpfiliiIRWSfnn  atiMUiLunuSmjnaHgmnmMtmgisut*igfGWiiasHMmHycifTi
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fitulCU (Do Managers Believe That It is in Their Best Interest to Maintain the
Impression of Peace and Cooperation in Their Unit, Regardless of the Price)?
A-tRHNtGtwtjnfdntjGRtnsfriJfnmtniHtffiwcuu ntimjustGSjusmnjtinjwfim
JHQC’iIJdeHfiGtgy (Is There an Excessive Concern By Decision Makers of Not
Hurting the Feelings of Others) ?
niBStsiwuQ Gisj*sjuw ftjius

tLItjlitiwUfifnn StiQjgtitUfndvTIISWY (Do Managers Believe That Popularity is More
Important for Obtaining Organisational Rewards Than Competence and High

Performance)?

fomstWGfiMUtiSTiJUW (Are Managers Unduly
Enamoured of Obtainaing Consensus for Their Decisions)?
d-tSstmBfiUtiininmJTUS31mitl81"8fi5SnGHrriGtmsfnjdIWUiIU (Do Employees
Show Unusually High Resistance to Change)?
£HR3SS1fiRS?i8ttiJm9 (Is There Lack of New ldeas)?
90nBmjmiSmJAMfdUJStmiBnyiSmfigiu8fisnGymy (Is There an Unusually
Low Level of Employee Turnover)?

A tBsftnatntjinificin: GHtfiS
mums ntimstLiHSWjtcirm (Human Beings)tnsmumjHnxin{yGisug tsmjfrmusuj
gsifmsstftgps jwsti mjGsmsmumintin

RtiS81RRSS1IMnmgmgMtSmjfijni9jH1SgSIfiJISS(The Death of Ideas on
Conflict Stimulation Techniques) uBfUGiaugigu
smfifiHIStgjtifitiSo moms (The Very Recent Interest In the Subject)
1RSR81titLmutSSIjIHSTtTIfi5SSBIniSI3yti  (Preliminary Suggestions) I£3tUHN{RURV3HLG

mmgi*uynwtns *



(Change the Organisation’s Culture)

fiunSuytintifijCjgmMtt3nj Hiafitnjilf THIMNTIHR[RULRtXThe Initial Step in
Stimulationg Functional Conflict) RUmtUSffiTintltU[gL9littiimwnUfnn|pUHnt[friU
8fl9tsl (The Message, Supported By Actions) gmMHiagmatilWUIljJlumMfl
(Conflict has Its Legitimate Place) 1 UgfuSif39jnmtdnj{ynilHHSnsmJ att fiJiammal

(The Status Quo) tiWttinunitE3fUHianjRfin:ig(ulmt3tUtini(Innovative Ideas)
R8fitUR9 (Divergent Opinions)smdfU TJ18UjJini3] uSmnrmgBIftafiaR (Original
ThingkingjjRfdnjtiasfjaiaftinjiHnjttSnjtjimMtigGiji  RtStitfia:  mStifpmujffyi
Stif TljfijniUtSHAtSASjfi  tdtuyiSfnnlgHIS (To Be Rewarded Visibly With
Promotions, Salary Increases and Other Positive Reinforcers) A

(Use Communication)

5stustjitQatuCut?iHSub2sm”tu  tfiJuinyitusisi tnatiSyaftfriHaifiuanSuis
t2yjfl;ni8]HIS9S1fij 1 H[StfISSfdHtIJGSS "uttinf aftwon (Plant Possible Decisions)
myjaj:[unsdjntjpm  (Media) mHfrm(y[thw!S "[UfimticuHiGtumjimjtns"
(Reliable Source) Snynijinp ggitmtui tnOTsmfiittdlipyfinQmfiigftnatmfSjGitiJ
nfimayRSimijTl (Leaked) ijimyggcumfiLbn”fifmfrijRnful piMatumnijataisttijM
dnntuSnHtamiimtHnJIUWfiTliriJIUltia (If the Candidate Survives the Public
Scruting) wcmsissitum tiy|| atiluinMiRtimtittrlifiytais % utadtmgfinjpjMaxu
tuntiataistfiftna Lunsdjntipm atterntnicuitiaimtSouji HiatugiUKMyjfjsss'imcmitais
icusiSm:  8ibnSyismeymtymdy[| yyjst*sgwdtgigjRSbtStwynpurriw”i®*mj
(Formal Statement) dytLi "mntiajmsgmawgfGiatRmnyfiritJiiiUTiyticuTit tij" (At No
Time was This Candidate Under Consideration) 1 ftfttyyShfinfRJGrojywySJLIb
neuron] nnyiSHws:  RtiMfntjiatLULtnfiitmaffiRtmuafiyRmjJtuHiuuifitiirnitnaias
(The Reliable Source) wnmftmGm9Wtjjm§jyisgmfii (As a Conflict Stimulation
Technique) flthssyisyjtfiyjty m nm atR ~iga 3tElitidtijarnjwriufnntlisfiJinuCuyis

fillj:{UttilltfS (Because of Its Handy Escape Mechanism) '1yjWStU9S1f{jtS'lsyiSfn?i



S&hnmfiHItiuBXWGS UnCUUUtMIttnfULUFIntSIS (If The Conflict Level Gets Too
High, The Source Can’t Be Denied and Eliminated) 1

ftjinufuuiscunnflivatsjiwnrifij ynnSyiStdCUdjltUt™ (Ambiguos or Threatening
Messages) tntiGLRHtumGStiyjfuggij simRuisHmsti[RftRtyuuuiR ymimriustu
IhunSngstifriinfilis  S~nnHistdcuusms~fnnysfjitniu  (Apathy) 13;ni§jHismmj
(Stimilate New Ideas) StiUMNHISmjfimmUXgj*CJ (For Re-Evaluation) Xfiwgtfi
tAnjgtitulguistnfitgjonmnjistsgsiw (All Positive Outcomes That Result From
Increased Conflict) 1

(Bring in Outsiders)

15tdtu[gftflstmyuLtflwtfigtgl wnuH[gsHbfnnyftjiustdtutsisbtinj(A Widely
Used Method for Shaking Up a Stagnant Unit) RmmmtUHSfdjntlJTIt*mISgCUHNS
(By Hining From Outside) UttiTHS&yxtinnslfitiftntJS (By Internal Transfer) ttiCUHfi
gimmsHisSfiyffimtuisSti mytfifmjmtiri y nujuSnm (Managerial Styles) swnwm
Smjgujs 1 LnHirsG™MM{5snist{yutQRtgfi5tssni3gwffi/jRsmgitsitncutdnjtRutnni
tfTIHgxSIgIR{fiH{5fiJI(Boards of Directors) 1\S WHISnyiy fflIRRG (Minority Group)
MRHtjStgmiyitnfiitjroRljnj (Consumer Activists) StiHndxgxgjmdCUUIsfimCJSAfi
{uttintj83M|n*"3nMHi2RifiH[ynjiRtntutSnJHisjt3HfixtjitDtm5 {RftnstiSwuMnmtnfu
UtUimSyjUtSHgfdjSlIlwmaS” (Purposely Selected to Add a Fresh Perspective) 'l
SffisdsCS1&ggggSfiOSffi (Restructure the Organisation)

XtStistittntlJtfl  UtyHULHNJSIttJIGSIMHS ~ (Structureal  Variables) RtjiyjRH
tsgsifj i xinmss t3"9jMHiuiRMHticunj8[fnt?iHfiyiuipttRRRjnfriJwjuBSGmMHa9j
tgit"mtSJIWtyfijni8jHISgSIW (Look to Struture as a Conflict-Stimulation Device) 1
mngtMtiIRMntjGRXJ3im(UHW fitSi*tinnillfU (Centralising Decisions) mmjUGUCUTIm
[RHfnitnn™cT) (Realigning Work Groups) mjmSmuUUUgtftgfmj (Increasing
Formalisation)StifnimSsmJnt)XdmgfinixgiHmflt3Htifnn31S1 (Increasing Interdepe-
ndencies) RWgQtRHXGJinitlJ81i3IGSIWyS (All Structural Devices)

SS



fslstitittjfu (Disruptt the Status Quo) StfltHSGMriHfnntBHjUtasmmsgslfij (Act to
Increase Conflict Levels) 4
(Appoint a Devil’s Advocate)

HngtRjstss (A Devil’s Advocate) i5i"HaMjis3fuatitpg”ninjiij}itiJTORQgIitJ5nj
uTecmMmt*HmatimuWiwntgTttti*mHRfnmTSsmutuT Ujriasia  mHsfmtituRriittfiyis
UGUjS (A Person Who Purposely Presents Arguments That Run Counter to Those
Proposed By the Majority or Are Against Current Practices) 1 nntfituJRS'igtj'IHR
StfijS (The Role of Critic) t"UtCUnggjRJtl/i[Umas*frifUt3uindja® (Even to the
Positions With Which Her or She Actually Agrees) tOTSUimwflmnmsgSRntifaOfi
fyntfiytyrntfim % HngtRjstsstS8mjRtiitis:tjiHR{RRnsrijtcufnjRfiRnufij[Ry(Acts a
Check Against Groupthink) StimH9ftJUiJti*> (Practices) tdCUnHISmJugimfifTinjHu
[RfmLfiinHsmtitii "tsst*nujumjt3intitut*SGrntUGiutnst§jtSuniuiabtslgiss™ i {uws
XUttStiwimifitllyiSnGIJWn (Thoughtfully Listened To) HmhfijSISSHIGUtSsfjafifnCl
tafnnGtPatinMnGQRJUMLTfIH (The Quality of Group Decision Making) % UtStity
tg-ftni  yswjdtgtgjRtgIRA"[nmRt3tfitiJti5tti  HngtRjstsstfiusfUjtdnjt§§j8iFiutitnn]
\in:n (As Time Wasters) lamnntimmsistwnRutSR8jGisfriiHwusitijStnjijfrinsmi
tStfiJGnwUGGR (Almost Certain to Delay Any Decision Process) %1
€s39}C39g«n (Negotiation Skills)

ttUt3GIs2f3tfltytnll (Lawyers) StiHfiCUmdmS (Car Sales People) GCUTItnnCU
xftuiuUGSwsnfdsiujuwnntRnttmjGJtn i IviHNfRUTRttnGtuTitiJtncutftiJiSnGantifriJ
Gjtntdj i nntRTRFtGmjGJtnnTtnnmfffinstariSmticutguGtutSfnj stimifrmusujfnjcufi
diti'tyrnttimw tAsTfmtyfTinseamtfiyfflIHmtlfumRnsBfiSfintimjtrikWork Out Differ
-ences With Associates) Sti*s[finmgsiMt*HmHmM[pny9fig A

wnmmnjttfljuwtmti tt5ti§jsmysmmjGiG'i (Negociation) ditfiBtnJijmjyty
ttituyisfrirmi uqGStjimsstGmitiiwujysgsfTi utwfiny unffliutigqumfimjafiffimtu

H1[fnyjgsni UTWIItSIs (As as Processs in Which Two or More Parties Exchange



Goals or Services and Attempt to Agree Upon the Exchange Rate for Them) 1

tcuwffrss uSmLUpiWmnjmJtiJtn (Negotiation) StimJfitjj (Bargaining) RtiStmtfw

(Bargaining Strategies)
HISSSIfnjgtgifij (Two General Approaches to Negotiation) nvifnJGJtntUfi
niJStnrj (Distributive Bargaining) SvIfTLt55triW[UURIS[HfU (Integrative Bargaining)'l
jumnotf-o unjfmmmjtjujmGjussifriJsi®nnss i

MfnnQCj-QmjGImmncmstnrfis MriGJtjifijfHUfijTHCU
(Distributive Versus Integrative Bargaining)

cunnji:ntwfinsfnjGJtri fnitsitntHRroKtnnj pnjGItnwLHUWLUtu

(Bargaining Characteristics) (Distributive Bargaining) (Integrative Bargaining)

GSGisjBGjnnis RWifinuJHituiGstnstticu

(AvailableResource) jinltutiusfi mmecuiGstriatufuftuti
(Fixed Amount of tSRH1GtIU[UCULNS

Resources to be Divided) (Variable Amount of
Resouce to be Divided)

mjfijmgpiGfitjiGua 8nns. Hfitnni 80GS. HRCUIS

(Primary Motivations) (I win, You loss) (I win, You win)
HR{UttintjSIjIGUt3 LurmuHsmigfJnitglufi famtmjnm UHisfnnfifritgi
(Primary Interests) (Opposed to Each Other) InitgiHfi

(Convergent or Congruent
With Each Other)

mntaiR8itigsingsti Jturtnfuf
(Focus of Relationship) (Short-Term) (Long-Term)



(Distributive Bargaining)
Hntnst*nifnjdnmmajitinucunjtimstututm TUtJitiJ tsitffignjfjunSms 1 mj
djntistms[yurin(utuinlmsaRSfiHmtimRnmfdv3jntt HnmgitSwnSuisim: i HmciniGR
tuimtsbifsjtitiistsis 1 Hncufitnspunmynjfi i HnSsGA"GmTitiJjpntiQmHtticutRgiu
ginsistgjtu 1uruHRHRsaHnwRIJtjtusRGJtnmnmH A StnrijmnsrriJGJGi itecuficititfi
tgtsnstmlijirnJtiJtrimntmsGirn  (Distributive Bargaining) 1 9ufnciRtUIRtjlt[fatn3i
RtifniGJintSS (Its Most Identifying Featura) RtfILU[nRtuim5stnSCUR3fmnanf59fi
[tnntjiystgjtu (It Operates Under Zero-Sum Conditions) 1 HISStGtjIffliGtQfinitutUS
(Any Gain |
Make is at Your Expense, and Vice-Versce) 1 SOJimtSlwrtr*tJlJantSmiSHIJtstiJS
tss RMUHRmMGGttn§]HntunGstgt4isHtiJunjiJ uissmtjiHnwsjtnsHtiiunjin titmgfinj
(Conversly) tUHRHIGSIUginCUnmHJtjtlJStjISHtUutlJl)  ftt*"mJGttmtmUfdHRHmtfflJlJ
ttij i RasmtssfiiinwsistsrnjGJGitiiPingsGicj RtjimsGJGiHntfi tRSJCunfnfggtumtuiPi
UtUTItSStutGHIS tRHtG (The Essence of Distributive Bargaining is Negotiation Over
What Share of a Fixed Pie) 1
ggiuim/i ttdtutjjunuGjiwtinwt gtgiHrifriJGJGitiJfinBSGicj RuistsintimjGJG'u
fIbfiHRJIStIHfILRUjtiti  (Labgr-Management Negotiations) (Salary)
ypncmcuncuny ( Wages) i  tnHGym  ROJTitiBitiRynjHfiHgmtsltffifiGJGitFiywHn
LRU[RbHismnygiGRtGtmbnjnt2Hjgiugiinis[pRt[GsmmdfGHiGtGnisnHRLRU[Ra 7}
ntymsjywstu  ROjn”*RynJHiGgiHgiJtnstffiwHtiJtwsfitjirnjmSsmjGCuntiJiuwHfijfiu
IRti MGsfnRSHtij*GJGifritihbnbtRb ttjiajGirigfiPntgfimtgiufitFi tftmusrititticinfifmri
CUISjtlIS (Each Party Bargaining Aggressively and Treats the Other as an Opponent
Who Must Be Defeated) 1 JUfnn9ti-& ncuimnmgfiTiTwlsfndGIGIimnfiGSGicfi A
ffIR R StfTIR 2 RIUNBSIHRGIGINISIN *1 HRGJGIHIRMHIStmtUttflitutUntUIRgMG
JIOWGHFlI TRGtfiInGSjtnSH A ynnMTIStmtUttfIHUjUJyi (A Targe Point) Ujtt93S

tdajRithRHnmgtjtuamGmtututRGtiwtiG8ps % yiRIRHISGtIiGfigmijti9SS (A



Resistance Point) BINRCUIRNCU9 tifUHUjUJH1I2tIUmMtiggCUti3ntnS  (The Lowest
Outcome That is Acceptable ) *tSIFRMGNJIGfigUfSSHNGJtNStiCmUGJtnturausnwtlJfi

(The Point Below Which He or
She Would Break Off Negotiations Rather Than Accept a Less Favorable
Settlement) %1 Qt*snQnilCfignjJUWHTfiQJTiyin” HtjltasnCUims3t[irns{ftJItld (The Area

Between Their Resistance Points is the Settlement Range) % tSitnnjtimtuPJHISTTU
ARwmtwttisniuimsGtuitajufiiiRSititss  tugtinjtsSiftmsLcmojHiIGtnRHistEJitiicmjfiu

(As Long as There is Some Overlap in Their

Aspiration Ranges, There is a Settlement Area Where Each One’s Aspirations Can

Be Met) 11

Ju99d-e>
4_
ttiswntmtfiJUftifTifi <n>  tdsSuunsytnm tdstfncuttJiiuwfnB ( 8)
(Party A’s Aspiration (Settlement Range) (Part B's Aspiration
Range) Range)

— >
tmroitflfiiuifi GtuiGfigu GCUIGRgu unnntflfinmi
(Target Point) (Resistance Point)  (Resistance Point) (Target Point)
JUMFnS(R) JUFfTIR <2) JUWFNR(R) JUWFfm (8)

tsitnRi[ugjRni3mjgitnmnfmsGirtmgl5jufijHn (Tactics) R{UHcufitwfrm]
mlanmgjgipj/iamWHRIIRmMnQtmsBanQtmfUllfIJUMHTfl (Focus on Trying to Get
Your Opponent to Agree to You Specific Target) yntlhbimiG§jnisBfiunjGtUIGtinR)
ttfimHtfiJfltitkngitns (Or to Get as Close to It as Posible) 1 ggiunoh fSV\q%GISS
mjHwginjR|]jmbJUfiSHn8§jtijnjnfr)husHigtgijg (imposibility) RbmjggpjtimGting

ttnnJUINUMRLUSriti ttfimgirn8J8fiB?1tmtUttf[jUWHN (The Advisability of Accepting



a Settlement Near Yours) mUIGtentU"mMHTfiHISfnnmRGy
(Fair) laccuititmnjtiJliuMRiusritigRHatijgGHtg i umuHnNnjiunHtgSjRIp " w
HnHISHIJHniistignGRfaUjJWGtmsHn (To Get Your Oppnent to Feel Emotionally
Generous Towards You) tUimggnjmnnJgdfUymtuPJtnjnSdGnilGtfntUttii JUfdHR'
(Accept an Outcome Close to Your Target Point) %1
gg55gssa&5sg (Integrative Bargaining)

GturtiggwusmjfUfifaitujnumnngjimjstsfiHSfirituym (A Women’s
Sportswear Manufacturer) tgUtRStiUutWGmJUmignittiCUmygn”n $15,000ntmy
njnfifatwjnumn8GGym (A Small Clothing Retailer) i wimtitgRnjRtinasntna
tydgjfijn*gimSTimnunSfinFgiSIUMnySfirin5 (Firms Credit Department) *yifi[tdnis
tfiuflutfi  ujytiisinHiGanfnntffimjfimfiJUfijHRStjStss gjm  ttftmfiyjmjmfiuyffitifnj
fiSVBIpIRFTICUNitCUFIH3 (Because of a Past Slow-Pay Record) 1 ttiUSIuyRRtUTTIvttifi
tun siBHR{RuiRtisimndnFgistnsygtyti®Ryiwn unruss # RamtisititgRfURfiTHaisfi
tmmyiRUAfnnfiwtsstg ‘i 1taHnjmi[m3Sifcificingi8 nyisRSRdGmtth mstRysGdunm
mi3winjiniFialfmJfri5{yyC\JfdCin*ySGIStSng (To Get Stuck With an Uncollectable
Debt) *% nngibinimnnnsRjtgjfilmtffifinfijJurd®njd”~ss % upinmjnrnfijiSttpaMan
fdsiyyn (Considerable Discussions) nntRyis[nyt[njbim”~Suims[fmmymtdRiutncTi
waafifatsRtRfrrinuMtRgiariiaifi tmcu RHfi[mj{Rti?iiuigi3 stiHsymffimjnjRfGfnjrJti
yiWyyiieijtnjjnumRS~gCUSftSsritnSI nGSIffl) (A Bank Guarantee) IMUSbIGISIwa
UnmgwxcujRummas [uSsmustnssgiR (tnRiai:tcicu&)tti  ‘t ggiumui tsmicjcu
fltiaimmgfiRnJigia  afcfiiuntittifinjfitinss  Rt"miGJtnW[yUfi5[yCU  (Integrative
Bargaining) i timnmjGJtnmfitms trim mntfis®iiimumimynujuwLyuMLycu”ssRtji
rgthornnr ttfimyiSRuwsRtti tihdtynGtimeanyisStajys[fmmytii*tumSGtmmyis

utCUTIS[fillti! tiys-PGs (There is At Least One Settlement That Can Create a Win-
Win Situation) 1

G3



NigisitRGtuSrinurnJGJGiwTHUwWTHCuUNit3mjtdJtritiSfinijs-GicTi 4 tnunmuiRH ?
mpsmitjJtnfalHUMLHnN5tjimjnMItt9aiRgStItBJmat3 (Builds Long-Term
Relationships) ItlitlIntitnMIHWXHItMHISmnGmibirijIHtIJjnmglHSIRfi  (Facilitates
Working Together in the Future) 1 mJt5JtJIIWIIQUW{HCUtSsdjlIniugTingsti
Jf-iLdHntidtnsiLsnjsin - tuiwHsnTmmmtmGmnfiGJtmtfiwuisH'ijynfitfi tRtnsggtuSm
fissgitiHfijm i tiungflni fimmsiRnmtuntigs trim RtjiStnfiimritirogmHramRHtu
dinntncj % miGJtn [utfigtsstnaQtmnsijRfnmwitimciHHLRifiaHSMjnjmR (To Build
Animosities and Deepen Divisions Between People) tt/ItUtGIHItIJHISTBnUfitnnfnS

(Who Have to Work Together

on an Ongoing Basis) 1
tittsstmmfiHtnstjifffitiHSttumEismjmtnw THuw THWtssmstmTGSisitis  tsInti
fTiussim i GtffimSmLfdmtgitwtiinsaFmm ttitutntnGwnmHitijmjtijtnM[HUMLHCu
tssggtutnsttjiPiStu ii ransn-pgibtssjytris munyuinHimyisrmyis (Openness with
Information) Sti/nnfftn8{Rt3Jfia frmS'IS’1L (Frankness Between Parties) fTlJmcuSti
nfnnyitTIQtStIWGniIMfTinUfafriRSHtI]) (A Sensitivity By Bach Party to the Other’s
Needs) StiMS3S:mMmRianJfjamnnjISTfTinJIMnlfi (The Ability to Trust One
Another and A Willingness By Both Parties to Maintain Flexibility) A
ttfimemjjuTG&mwfintdS stigmRgstittififcIJUMEmustfifctfiHSOTsronim~ufiGtmmjgfi
GflstimnIJMnIntmstRHSTR|frintSniiQTaitji mjQttnfrifitT GStRbtfitdntWHCUuistins
ItfrifitHIffIHIiIHgjmnril (1t is Not Surprising That Negotiation Often Take on a Win-

At-Any-Cost Dynamic) A1

(Decision-Making Biases That Hinder Effective Negotiations)
mjTfnfTtjiffititmunstiiglS*) tnsjnranisffnnrijtHttirttintintifnnStfatsnM tJtsGR

(A Set of Seven Decision-Making Biases) tdnjtstmmHSW jt5mHSt\5rnsf&mfi5fl59

sbnfitiuhtuSstmmggfucugdemTGSudfinmi tym i

f1IS8g586£f13ffigh&3;jjjS (Irrational Escalation of Commitment)



(To Continue a Previously Selected Course of
Action) xslinmJuatGMRHTfnntJSnjOTuinsiGfnwnHSHRnNtimniuatiutJincatiJiRswn
HSfmwStsmjlfnRULRHJR? (Beyond What Rational Analysis Would Recommend) 1
fnnfififJiniSfagfLiluitSS (Such Misdirected Persistence) mGSIXHIffiyismJSSg'ltmriCU
tinnijiyncu Sti{fpm mw ut[pSfd§Rfi5S']U (To Wasting a Great Deal of Time Energy
and Money) i "until”
(Sunk Costs) % mjGfurmttBtutssnmGsagmRHnIrnnistQjm ttnmysjji?tdjntufiyn
RRRngjRAtinsitntUtlpMnfawnHfnn  XtlitQHSifiSXSItntUHSimi  (When  Selecting
Future Course of Action) 'L

jgiblggfig6”"R69g"57556ageS5 (The Mythical Fixed Pie)

Hnt5JtntRtI?RM SRSfdWmtinmJUMS8SinRyRrifnJ8inUtIJUMHNE3tS (Gain Must
Come at the Expense of Other Party) 1 titittitmfi TfISn?ifdmtm”~ntimjyynfd{yUfij
IHhmSmtfi Rjnlisiiatwtsstfatin*fmnuutssHstyswgtR” Ryistiinjatinmmstgtii %
Amncjtytm\5myis3xnjns{fiiimtms-cig8 i msxsIRtimjfdSfitji tcujtatScuigfimnja
ttfimystmmtnrii“msis fimsstutfi tfimJtnRua8mws§fy~fanumjgn]dnt3cymijnty
GttUinigitlfdviSnv) (But Assuming A Zero-Sum Game Means Missed Opportunities
for Trade-Offs That Could Benefit Both Sides) %

(Anchoring and Adjustments)

yaftuxmrffifctfiyisgtmjntimngifi mjlggtDiuMgaigiiwnfiyiaitSronMyifiJu (
People Often Have a Tendency to Anchor Their Judgemts on Irrelevant

Information) gtStiimiUtiinifiuilfiunsSytIXSigtifnJisnn (As an Initial Ofter) ‘1 HUL
tjit{psnistjstigntutéy5ifiiuyl3 (The initial Positions) tdcmfiyjmsmnnmcicutnu
tSyyitn I tfltjyrmunmgi~tSStfii3tRnyiStgm (Are Often Meaning Less) 1 HfUSUn
8yisTufigfnn5suxamujtmmfnjuliinifiimfiuaxs2?nnustuTnyiantsnfiins (Don’t Let
an Initial Anchor Minimise the Amount of Information) SisfIxfIxSFTtffifiRntjfIStFi
XjyipW lurMfimmun”~SmjnjiHalJ (The Deptth of Thinking They Use to Evaluate a

Situation) ttjimfiysgnjmyt|ystjjwtnytgitn5mnjynn]ts5tpjisyyynutnnmfiSyjJuyiayt;



StlUulImJtsnmgjttf (Don’t Give Too Much Weight to Their Opponent’s Initial Offen
Too Early in the Negoctiation) %1
(Framing Negotiations)

HSfajitS tRainggtufignfutffiM fuunjtuymsmma'ininnwistlcugs (To Be
Overly Affected By the Way Information is Presented to Him) 1 ggitflICtfUSI
fibjmiGimnGwsnHnmittinfitiFmm  stiHmmjTfiti HfTAimff3T?rftGMS8snH  tfiutsms
iss[tnncmnjJuwsmn2fiR $9£ ntiHtmmb mssiafauiSnnntTisjRtjntiJHismimwti $6
fmytmH'iti i HntnstyijmHitu $9(1 nbrntmuitn mn8m?iujuwfdui8ngstitji8wmsti
rJ9iH%inyMatuHRaiGutficTiuJitiJUjiR8mt3i mnHitmuwHmf t*ssimntiajticmmm
msmiGuinm $la gtiymttfiti (tut[yjutGjusf3[tnrigmcuuGUjS) tticuswnmisimjii $lg
fittHtmthti (tLujmGjusamjsiHSinufdfiJinSn) i

(Availability of Information)

HRtjJtntRtitRnaidngltiinWtffinSHIStSnjggjutnS  (On Readily Available
Information) tM[WGJIGt"HSXEJimmHtnStigSStU (While
Ignoring More Relevant Data) 1 ttJlifimmri  U[nfimjnf1ttiCUUSTdJttSt3tnS U[UgstjItTTi
cmmG/AGbnm[wn5Sfiti5tT) tmroSinstpstiimmsigtifnitjtiinm M rati (More
Available in Our Memories) ™ jngrndtintjlfitfiJti (More Vivid Events) fifrltUjfdCU
SmtScj yjjJtUCUtSTUtuL) A nfiHiafatUttffitMWGtitn (Easily Recalled) ttfUUftimfi
OTUtnsSb (Familiar) ytfimwtitais (Vivid) mG(RftnSUfLLRntlItjlIt4infiH1StI3nJjnGtil
minis (Reliable) tticuminmiHstHstfins 'l gtg8HRGHN{nftJjStUtiXGf1SfnSHiatt3tUtR
mu8magistinnms qymmiSSb[fiSH[fdU (What is Reliable and Relevant) 1
"$g$$?S3S5is!IffiISTESY (The Winner’s Curse)

isIRbimPiijpstsmiGitrif TinHm ct*giglliHncum tnanfiyiatjpatfttimRHtmgjfi*i
nmsHnGcuiHntimiGimmsgimintimraimnirdfiHmniufdssttFimwsRiti  yjjjmtiiuw
SSUSWIWTfiH (Inactive) U/itlIRUStHtniwnfimsSmsmH (Valuable Information)

tAMfumGmtuStitnst* mminnniHNMNGtM GnfatIGGRIiufijfTiBHimgjfi  (By  Thinking
(oG



About the Other Side’s Decisions) % fTIGHFLIUfIJHNCUSSIS2i5SUn7ianmnfiTIRfiTiaj
ttituuswjtfititfiHigm iHajiisitnmumumjQJCT % R[ynii3mwHnggtumnt5ilinuwHfi
ttftujnaugrintji HfitnstinttmtmmpsiiSwrou % HfimtjffnRusmmj “"ghh" (Curse)
tnsttditiitRggcutnsriRHistipsutiRfnmfimtitGtsitns tt/imithmmjdeRtjimtiussaatji
(Putting Yourselfin Your Opponent’s Shoes) %
(Overconfidence)
fnnrijtHjatjUlpS (Many of The Previous Biases) ttiCUyisnHSHmssmtiUmCUm
t2Hjn[Snmn~t*"nmfdH SfajynntsitcBfnjlsSm (Judgment) ymnfSfdnfdJuwifi
(Choices) i tsitntutdtuuswjyififjums8ius™” (Beliefs) ufruintigmurratij
(Expectations) iijitutmstmRtitRHiss*mjRamjHStHtnnfiHisttJcuHisnjniin/tijfifital
StifTUJnmsis (To Ignore Contradictary Information) X tfitifijltTIfifitfl HRGJn
siagjimyisgtmngijnffin*tjinuiwtnmcSssati (Overconfident) i mn~tfimtussna
UJMiastgtHItHIatlJfriniSrigRSRnafnngMHjgiS (The Incentive to Compromise) 1
mjBntgiunjmnn8LUfiJItuCUH1sytUIfrin  (Qualified Advisors)  StimjJUtityjliflfu
RtytuimtTIStmfiJluil Tinfirifi (Seeking an Objective Assessment) nfnfitmntjjHtI5
(From a Neutral Party) wnnfiuinuwHR”MHtGjiwajnjtmatStymRuamrnn”tjin
Uiwtss (Two Ways to Temper This Tendency) A
(Developing Effective Negotiation Skills)
fini:M8L13tSFTIIQJItrilJ3CUH1SLufi9fiin (The Essence of Effective Negotiation)
HH5MWUHnipHHafiTIM3c)t3ihti (Recommendations)
HR (Research Your Opponent) tnUISHttJiajmnUfigfiTItIJtjSgHIS (Begin With a
Positive Ouverture)$ftffinnuCTp (Address Problems) mSfinUfiffimiSfitin: (Not
Personalities) mRSfignthRRGRtitffimititisfiuijSubl (Pay Little Attention to Initial
Offer) MaRgSiwSttimsL&ntH fiys-figs (Emphasise Win-Win Solutions) saggtl5tUPI

fistUnfDRgCTI (Be Open to Accepting Third-Party Assistance) 'l



$ 579355 (Research Your Opponent)

mumn9jW SIpSUtIRSTnRHISHnHR[UttiritiS (Interests) StitRICrttf  (Goals)
JUMR{ysnti A IRULilfIStUn8SttInjtPi[Rf?RttjjWfIt3 (What Constituencies Must He or
She Appease) ? tRHtgit"ojgfiTi|WJUfi5tR ? mnwtimnjsfnRHism”isssatim”jHn
tilnimaiRiutMjrifrjtmutimMRiusnatimSjHnQitiiQntiiHatnarimngtiifimuMtR m m
filillttiCUHRACIS]  (Offer)  [nUSHItimHR8IUjUQfi?tims{finUJttfltlIM{HU9j[nfinHHR
pntintiSIUMtR (To Frame Solutions in Term of His or Her Interests) '1

(Begin With a Positive Overture)
wHjgismmtRtiiRHisfiinwajnigficmgIlHR?tinjm§j

niBStgiunjRGjpHt|X]jvl (Concessions Tend to Be Reciprocated and Lead to
Agreements) 1

H1[fatutlfimss ttSI3BRNBHmMJt5JintEJItljmnjM3JginS (With a Positive Overture)
mtjtil tFIWEjgiSRtSHtlJ (A Small Concession) jmJitUnmSfifTinMtijritgfinjiglHn
ISIRIMHTgiISJUMRTUITiti %
BR5MT3EEGVD (Adress Problem, Not Personalities)

TRfTUHCUfitSitWUrmtSIntifT1JtiJin - (Negotiation Issues)  SsiRfTUHCHtfrgiflS
URWIiniRIiN:JUMRTUS31i5 19101 (Not on the Personal Characteristics of Your
Opponent) A taitnnjttinjmitsitnninatJtumRRtitPiti (Get Tough) ujjwfiRgtmnsfnj
fimCI5msitCUR|[UmaJUMHnN (Avoid the Tendency to Attack Your Opponent) 1
HtanjgnnanfnnR n&RfnftURSR (idea) y~uij (Position) juwfiLUsnbmntHayRfu
(Personality) tE3tUtiIIR(USrititmst™tin - [g2tmn§jtAIGIfli3UNTISt3t5SRCU  (Separate The
People From The Problem) tt/ittJHSmnfnnSfdmHntStTlunTiygajtgjm (Do Not
Personalise Differences) A
e S 615€*SM&5e (Pay Little Attention to Initial Offer)

TRtNRgnNmJtjCUSHiuijflutiTmStRIQn/IGtnmSyStnJIJUYUTIs  (Treat an Initial

Offer as Merely a Point of Departure) 1 HIR9tRtitRHIsflumSH (An Initial Position)



nfit/inSSHISSSIfnngijnLIjnJSmHSagRHRAStIJU (To Be Extreme and ldealistic) =
farGSidjutamsyinm CUK-ttB: (Emphasise Win-Win Solutions) {uSstUCUnsnr?fl(g
(If Conditions are Supportive) WIHUWMIHCU (For an
Integrative Solution) ‘1 QItJIfiLnU8lint3nifiww (Frame Options) itfltDRfitiCULtin]
IpttinijajUMRJiussiajuMHR  tuiratwajnfiiiim8[{"ratanjHamsi9jRJiu  sntiiuMHnN
nutStflJUHfiI ggtUtnSttjIRStUuGm (To Declare a Victory) 4
(Be Open to Accepting Third-Party Assistance)

tsitntutdfuwRHRuUPjfnnginjLgfi  (Statement) iRfntnmmnmnLULtnwfriRgm
tticuanntij A "Hnw(Hsw[HnT (Mediators) Hit5titii8imBmmninai3wmJinHtinjti|p
(Agreement) % msHRfdi*sfdLunjtss5sud§jggnjmn3tnfns[fiTiajtgjtij (Do Not
Impose a Settlement) 1 "jfiglfUUTIns" (Arbitrators) WIUffIRgibWtiSimsgSIfjtSS
tuimU~jgSCUmnSttUriS[firimtRHb  (Then Impose a Solution) 1 "Hfitijstipf
(Conciliator) frIHSrdjt{jTItiffTIJ (More Informal) tt/itlJtgwnHfnnt*HfiRjagMtSfnytS
nuSIPiHSngyiS (As a Communication Conduit) imi§t*Ul*niumsnRHISJIflI3frig
SIS! (Passing Information Between the Parties) Ufi{fiTUIIfiTI? (Interpreting Messages)

[pygititSmSUfifi Gniltjtutututusfdmmsi (Clarifying Misunderstandings) 1
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9. nsjnjnfmj:w8isismnijumtasmj*msfiji[fi5 (Strastegic
planning)

. raunmngwfnihumQftnTWtsiljinHStfithnj tfimnubis sfctfin
fiTIStfiUtS? (Corporate-level, business-level and
functional-level strastegies)

m. [punfiuns?isinti®*nJijmnGttismJt"mfeinLw (The steps in
the strastegic management process)

G. CISJICUNmIlfTimfU (SWOT Analysis)

tf. tifunuTnyfisniusTpHisifinmnUHITSfi BCG (The four
business groups in the BCG matrix)

I Si[sIfiffiHIfIS (The four adaptive business-level
strastegies)
nl. njuntBShmmcunjnM :mst{yjunamJtyn?iLutojuw Htimn
(How to assess an organisation’s competitive advantage)
Cf GinSjtUtfItR Enterpreneurship tflH %

£. nsjnjn?5tdtufiStnfns si3Hnfnu[pi3nbmltinrijtiJtnm8u

HSFUItISuSSTiriTWHLtI5 (How entrepreneure and
bureaucratic managers approach strastegy)

1 L ]
(The Increasing Importance of Strategic Planning )
tsiHStuugfaftygrto Hn”ugy”ututgttisrnnmitnnj®b (Long-range

plans) gpS*RWSRIjl tSimfUt9IH8I9jfiHSv3tnSfTU{U”wngji3 (Better time lay
ahead) 1 tdsmn9IHmMFIEIB[?nS*MArnJUSunuij (Extension) JUWHtifnnnHSri



Hmmhtups * folufjtfIHCWJ minjUirnttSopUGnyirnSjalni (Deregulation) fnj
tLUI]jndtlhv3niuJUlfatsmGnJ9Jl (Accelerating Fechnological change) ttntUSti
mj[unfi[yttiatucums?fitrist(pstsji3tsltc5fifimcijifi jHgitimnfnmtjcuttijta
tgjmWtJIMIS (Environmental shocks) tSIfitiSWfhjg nlO Sti EO tj!St§8]8G
t3tusfajs:Hnmnb5tissrnjfijnuitij:tnnj!'fl3 i mn{U[un5tS9finm§9it3tsstjisuagj
Hn[RU[pmjjUtSHtGJ1tnil3t9IImH{UNnStSIfIt3AmilmmtUiriw1S*"C3 (A Systematic
Means of analysing the environment) fltiJh tOQUHOGtintsgiti StiGtUItstSptij
njMHtjifnmUMLtfi (Assessing their organisation’s strengths and weaknesses)
iuimst3anMRjntun39mMtE3njHgfnntS8Hit5inst(uymwmJiynRtuttjti (Competit
ive advantage) 1 mfUtsmnjjuQttjSmIt"m9firifW (The value of strategic
planning) [fiftnstmnuggcufmcu A

mMjMnjiHtiJtsitnfuSotS8igitwmM[f; Hujstnsu™n)tsi  £d% msttiami
ffigwifw tt/imtTInagttimHtrifijTnyuisgitttms ti*tStutjitRUicutjixtismjluwtR
tnsruwgmn ggntrunxi tmwnt~titjifnjtSttisfriJtjitijgfmfMtnstjtu§nRS ntu
ttfltfintiJIW (Specific goals) tt/itsJgnjt918jUgWnJUMIRSfgfijJS:JH (A unified
vision) 1 wmtjtSS mn§ttismil*mgfm{Mt4ISt2jU)fan?Mti3tIf1ljS (Private
sector) jtntiutufdnusju nsnngj stijrsnjistSnji i ggiuimn tfmthmtitimtijfris
tfttAstSmJwnjitsi*nuunlgjicijtij mimRustufistHiuMigintncu gitiwnuwnH-
fnnjuwuunlgjicijm gitiwnusfdjfi ttityst3ntnxistsmj[unfi(yttim2yjgingini
spajmuCutGtrinJgjinjtiJSisi adfUBisassniuifi) tnstf§jHn(pu{pUfannilgjicutu
tam cmy cuntwending! (Aspirations) IUMwiustfi njiwsmfitHcu$msgtijiJ

(A market niche) ttinnalfiittaiStfiH'ltjJM StiGJtiStJSUIS 1

Il. ft3gralse33aft5?feg (Level of Strategy)
tytuatUHafnngitiHMdcumRticSfidtuHtiJHS  utinftwfttfiHjuatais nn
{RUJfit3mcwjummd8mJt3Jgfm[W??iHJia (A single strategic plan) tWCOYTI



ifinmw/~uHSItIHWAWHgfnmsistG i1 iRHgfncitjitLSsinswnHfrinHgtjsni
3WOFTI (In diverse lines of business) A gsiUWI/i tUHafiJHfimffltrij Coles
Myers "CUtJI[nHt]IStljnj5gn81t3fUnnm (A retailing giant) 1 tUnSRjttUHg
GiRtijjuwifjHUis tsisuvnnitji *mncmu[nutlistss[Rj{un?i]]j*y~ Hmsb)8s
ati 1 gsiuimil [RHUISmnuntiGAMTItiUtUpnini (Two different chains) RUUTImM
Coles &S Bi-Lo % IfJHtjjstsltnstSnum3njnum:mH (Discount stores)
GSSUfnu umpmtdjbtgj?! Sutuprn Kmart, Target Sti Fosseys 1 fiB81 Myer
Grace Bros |U«tfitnBUrU3E9BSS rife) fUStt (Department stores)
ljjfummipswmsl flv3g[ni3(Mainly in capital city locations) KjitHUTmamgw
(Specialty group) JUftltfi HISim” njnntUHtUGSS (A variety of retail outlets)
ttFitUJHgitttJTIti - WttUjnumfiHuJUfijml  (Women’s fashion stores)
Liquorland, Red Rooster, World-4-Kids, Office works, S8Chili’s Texas
Grill 1

gminjangbis(jiHujs?t5njnjSR{URugmnsH8fisniJUMS8sii Burns Philp *1
bnHtnstssmcumuugwJRjs So (Shipping)
sauTivi®snitsIfriHtmstsIGUsniwtFri A rigjdts8(nuuistssHns[tfitgnw8is”
(Five main divisions) FifitU (Yeast) t[fi}i3tgfi5 (Food Ingrediens) HIUTL
(Consumer foods) mi?tjgiw3fnn(Health care) 1Uimtnsitflsmftsttirmgs
(Investment) tSintiRUSUSWm GRUSHIWtAIWtFfi atfitmHgifc {jngMH{MItU
titi) hiihjh tuim stiHiu * ggiuijaiiuRi§jnfiMmfuumtgjms[nHins twtums
Pmn[SnU8fiscj (Widely diversified business) IUMIRR{j;HUisIfmtUjHIWIffi
tcjcuins™unsth South Australia Brewing Holdings *1 UJHtnSfSsSsffitf fotjdjfi
[flUlj(Brewing)  Stitfnjfi[fiB(Wine-making)tkfAstg  imsIHISIGF TmfGSU
(Packaging) Sti?«nHtgjfi(Engineering) gGfrmJtfinfiTIEfiya (Meat caning)
mititmwfigmfil (Hot water services) WHUfUfi SittSIfnHtjS 0[&1S (Stoves)

[PEJIVUHSICU  (Evaporative coolers)



wnuna [RAJ (High-precision control valves) 1 HSASniSHmM”SimssgiHSIJ
mgfiTI[W ttfltlri9]R9 (A separate strategy) ™ trowmsstgjR [RHUjStttal HIS
UStjSny [pStill\3(Multi-business) mGRtftttpSttiRUfr  (Diverse funtional
department) ISIRttRG&riJiiR'linJWfl dtifrUgRUlimfR(Finance) tdRJR gtipjf
(Marketing) tdCU dmdtUHStjSniSHW') 1 tfAlEUgdQJ tt2t3(Rf5n;fl9jSJIt3jnifll3
UJgfin[WISIEUIfIU{URUf) tiQU (Functional-level strategy) tSIgfiTI[WitslnjtJlU
JIR[RHU}S  (Business  level Strategy)StitlJSPinLMt3injaiUMRftn2jfIH
(Corporate-level Strategy) 1 (WUtUFURSFINfUS G-9) A

(Corporate-Level Strategy)

tUWStA[nHt" sy myis®*8mnlIPsti**(More than one Line of business)
tsisTRHtijstmsTRffTiJtiigftriT Mtsicuuiut]ifipiriSfRH 1 tDgftnT fjtsttsscinglsfc
wtimtfi  tmwtimbunuysjmy?  ti5Sfm(MtsinjcJiurMfirm2fnHNMRRSIig?£3tu
{f1HUjSSHtS59tSiRt3HgIMNGHIXJ(RMSIR 1 tSIntiLRHUISHMtiGti'} Eastman
Kodak usgfdiJwtsIni*ut2ARfmSjRHMriufnjTRUT RatjifiswjHtJifiumcysttug-
Miguftjnunit*u™RHsflsnjsftSfii ru tsirannjgj tisatgRtJigtgjR (Other

divisions) 1

(Business-Level Strategy)

mgfinbwtsinj*u”nu8”snit8mtglsafijn{iJtE: tRttMtiRILURRtutdtimia
timumsl ntJus"smsum”mwttSb? QtmsHbmnfiGutmdtuuisuetfsmtfiumus
UHafnnG?dCUtdjwfiaH8dsnitbGStOTa (Avoided diversification) U39fin[wW
isInj*u*RHsijsmmHGHmMRatimgatijgfiriLMiUMHgRIin 1 GtmsHamntdcu
HISHSAStmpSHS (In mutiple business) tS'IStdnSUQOj? (Each division)
Histi5gftn{wjuM8StdfURnnmwtinjRdci5 u twftRHfecijssgfu. HfiBtfstecussoti
ufitiro 105*1 ggitmcin Boral t*"HiwStn/ijRiJfRHtljstdRMfTiKfanna (Building



products, construction materials) riiynttf (Energy) StiHItICUTHIUTII " wnu
fnmrijtixgyff 4 trims  “wnHtrijtttgjmuwtmmf tricumsfiSunni3anstus
(Tyres) IwflH (Engineering) }IfnnnaG[fi (Manufactured buildings)
ntCUIDWS (Elevators) riGHrilR (Natural stones) (Concrete
placing and Scaffolding) [R?HISmgfiTI[Wt"m?gjntUfu8S trinj{fiuriCU)UttSujg
fin{wgit3gjim wntiriffinritu SHmM~"gititSs (Strategies for each of these
product ranges) 1

tsitntutri(®*HgmnHmMLunuu8risnitLGSHA8Lttijt3 m tRmGwjfurinjmnf
trismnultU mSfiLnumgftriJWtrifirisni (SBU-Strategic business units) 1
SBU tSSR[UTia8JU8risniHm (Single business) mfGSitfnjyismjgirigtim
(Collection of related businesses) % SBUSHmMI[fjfmstUWnfiHStiR[mrib
GJIWJUMBS (Own distinct mission and competitors) 1 [UmitSstG§] SBU
wsmgeinTWHmtriatusnmrimdjHsrismritgtgtmuwHUmnmsmgTm i tsinb

HiGutSri SBU t[csnuwunriitns

gwjs: (Concept) jura SBU tsintimnmrismjutumrin”riitrififimgjfi

tuirntrimStmtuprunji uG8ttn{my*ss:

- HgmnywiGftjISFGULGIi3rilUMUmtSH8risni (The organisation is
managed as a portfolio of businesses) tulUJyiSHgmnsyty9
rinjtwftwnugrimriffifirinnticmfiftnsnMriGnwnyfy triimyismg-

(Each business unit serving a clearly defined
product-market segment with a clearly defined strategy) A

- Hgmnsyw9is1nidunmmsujuGmgfiJiLWLwmglmyfayRmnjuw8s

satwGh5iRfmntomJLun?i{utrii3  tsiG*jwmtgismwGn~Jfnj  sti

wyGmmyJUW Htimn (Each Business Unit in the Portfolio



Develops a Strategy Tailored to its Capabilities and
Competitive Needs but Consistent with the Overall

Organisation’s Capabilities and needs) %
- unnt™JHtSHA8i3sni[RAs[fiULRtiiti  iBtuufitinjLmtindsmwHgfnn
siaHNn5i3HjMut59jHismn!natE3wHiSRcujfrinmifit3friJcuR  Gansu sb

AgnjMHjmsIRI3mmsmj[utjtiJHajtuCUHisfnj[puLRatlls stifeaimG

AJtGSgtUtlIfitriS (The Total Portfolio is Managed to Save the

Interests of the Organisation as a Whole- to Achieve Balanced
Growth in Sales, Earnings and asset mix at an Acceptable and

Controlled Level of Risk) A

(Functional-Level Strategy)
mgwiTWislfiamfiHSfriTURumHtmslistiwnmtji:  tmmtitfmtiritidGmG
dnjmgfinffatsintinjdiu”~riys”sni? tgR{URUg (Functional Departments) uG
(Research and Development) RHSOncu
(Manufacturing) fTUJRgtipj (Marketing) GSGISUSfG] (Human Resource)
tuiwstitZiimffi (Finance) [RfHismn|rautgist3tGgfiJihfatsinanjtfiugiPiH8tjsq)
(Need to be Conform to the Business Level Strategy) 1 nn3stjI[JjUHFi[W'If
[tjIftSinrftimHmMU (Yeast Division) JUfG[flufhS Bums Philp UtSfi cheese-
starter ttJcuu”Rticummiufrnnsljw  (Virus)  ttirou mmiuMstnmm
(Bacterial Cultures) tt3WgftnstmLUt2ty?LUmtI59Rtt?18tfn  (Milk) 9jigltfl
tiSUfiGtugmulstfn (Dairy Products) tSlsttiR8iaingtjJ1JIUfatR]"UjUGmMgfIiTILTG
tsinbpjtfiuUrRHSMJhURumu~djntijim
tsisTRftnsutmmtunHncufi i
tfiustgfmss  twatt"GmimnGRgntJiRJUfijttGatEGtjLigfiTiTfij tsinbitudiu
AGTIinSfriH sticijthufinHg”sgi i pumnssHStusHissmtjiuiriusiu ftmiwsis

tsHnrRUTRAtsirianjrutjifiHstriiTuByYyR  tacunnayfuBtijgpinTMwnuttinjuw



tms'ms i tSungfini stiHfiHSfmgl tmmi

WijUBinuangragfiniM (Strategic Frameworks) 1

(The Strategic Management Process)
AcuijmnsfTIJ[RU[pi3t*msfijijw tiGfafUtfisuttmisintifisws ti-to  stfi

fllriSimnatUHIB” films (Nine-Step Process) tt3tUHISIHI1timnSniSmnfttHg-
WIL[M (Strategic Planing) miHngé]I (Implementation) OStifnjftmmflj
(Evaluation) i t9i8u tMjimnGttasmj~tijgfiritwtntfinmffifiimssiarifiytjn
(fnujti5S:mj?nmsia (Formulation) ffigftmwiBIfitirotiiutftfi  mivJiiHSfsnjim
njtJiu/ifiysfisni stitu tfrugififimSffiH) ?moi8Ut aj9«m[wxticupytfiifatRR msi
tRHiGmsmijtgistmm  tSMSt Hfi{puiRt35smRfixgiHsfR§jtnsft3H[Myinshtii
mcuHnrogticuJUWfi 1 tslnattintssttSansfij*cuHRtglttufiimsttijii*tsintifi

tn/ijrTiJTfitnRi3tjias9finyw i

(Step 1: Identifying the Organisation’s Current Mission,
Objectives and Strategies )

ifiuHtimnOitiHwwstfiHistufanfiHHUHuCuficmfiHntmcuunjitiiuw3s
iu\ttt (A Mission that Defines its Purpose) SmStmgISfcWIUIIi: tfitfflfcfintt
tmgfismHUHSS? mjntirifintUfi5rifiyJUWHgfTinHt15 (Defining the
Organisation’s Mission) ufi§jHn[RUfRt3JG tIsfinmfiLmdStStiwfitim mwfl
JUW3Stuimgx3fUmR(To Identify the scope of its Products or Services
Carefully) i ggunnin tfitflstnjmuifjtimtji miGinGststgnHmwtinsRt imfirii

tRHSWsnimfit"SGjiwecmwnH3fistj*njt?innmfifunu (Misdefming) i tslna



sfjffysmo sttCsO tuwst*HmwtiristnR9n3S0”thtJiu3JUJ"sni2r}tims
(Transportation Business) tfttFItithBSmiti fluff (Railway Business) tHSJUIfi
Hf)ucutntutssfiwsimw”nfiijissutStsitnnnssig i
tRHNRRilimsit*tuMfifiHmMLfjHuis IKEA?  tUHnstmtat3i[nuuis
IKEA WAilSInt3H3tjSnitiCUWAIHACISdsfa?Hjt3 (Home Furnishing Business)
ts'isHfifmtfisw i tu*minji9lmH{yGisst3ftriusnmfahRicirifi ingvar Kamprad
ikea InsHStSstjt*namjtitiiH SftySjtnstsliMt*RauiunmMflinjHtsjw [wu
fnHG9G1SSt3MHtg1fnHMJIGIatnSJUMIR (In the Business of Aiding People to
Live in Affordable, Attractive Surroundings, Precisely to Their Taste ) 1
timsw (Expertise) juw{jjHiSatS8RWGt*"{R{3mnngamnj3titnsnGtui43Giuifij
GmuMHSWijisltncuGtmsHB  njuGrnjtiwRJuwi{U[piMts1nti§8?E3ti3instunniji:
mnnjm tgficjisiHmuiujstiiGfiGitiJiuM Simsistsinttfiicutijin atafunuiditijfnj
sinTimcfj (dnjnBBtis) i tRHI8GIIMnTGS8tnjifRM3ftjt3TIHtdcuMfntgiatiyti
ujuctijitsJsidmjmusijmj?GRtjimn[fiHuis IKEA % tgisutjifmunjiRGjifj
cunwmuwfinHnjw IKEA tHnngltiGtfiGnriBfiBHtHR  tfifnHrmFiustiujstg i
mmminiSstinjtfIRJtI]?nPSIwnUHN[fiU[filJ (Guidance for Management) 1
gsiuuti/i tuwstfi IKEA (RfniSmsjtiwRRHJUMgatgimHtUMPiRHiuMsa tsis
HRipiiipiagalii"BtJRRRnwmjn*mraHgiUMtaiL"titjyLtnMtaiRbtis  ssltncu
tasttiHtgjR (A Wider Range of Complementary Household Items)

n[SnmaHtWH3t[fj}tiMgi5H iiaRdnjmnGigj*mafMailHfnHiStunRfritis
(Widening its Rnage of Furniture to Include Reproductions of Period

Furniture) 1

min[U1RCURIUI:tSH3t5sni (Determining the Nature of one’s Business)
luwiRmmsHaRinSatwtajRtiwGtMcj 8I3{fjHtiiai3BniRHiaftnj:M3iBdGm ¥ hsj
tngj ftjiusiy sawRculgjidjtuRiRfiRflwiRSjtnsGjiMntufafifiHsuwtRi ggnmn/i
tBwnnjlgjicutijnnRuciPsuaiTcuswijfi§jtriumfiH3JUJHmM (For the

Profesions) Ut{j3jBSMjRtffiu3JUnE}tSItgjR*J (For Particular Jobs) UHUisWjfi



(Or  Educating  Students
Through a Well- rounded, Liberal Education)? tfiwntulgjlfUWfintitmwtim
swjfinntimtiJTHWwjtdcuHiSGamR™mcue 9 dcmnjs ti tsifnulgjnnym  wwj
idnj”srisgiutfiyisnsifiwwHRfrintu UHtiiwwjtuCuwmsintaGnjnRPifuncu (The
Vast Middle Ground) tfigtsl? Giffiajigis®wn”nuutssunnuanttuGUjsmw

Hgffin (The Current Purpose) 1

to:

[oR— FE—]

(Analysing the Environment)
Xt5t3tnSutit3ltflftns5?njtiigUfaRGUtiHtHtn3miQIRMJ (Primary Constra

int on Management Action) JUWHTi[fiU[Rv) "1 fTIfImfirimMISISniStjl ttimn
tnGUWISutndijrnjmgfiTIJW (A Critical Component of the Strategy Process)
I ujirn? tNHt"memjujFJisfl?mjuMHt3fnnHtiitustints39T9¢iTitiJ ntuiRsf&Ift)
JUWHfi[fiUpi3 (Difines Management’s Option) % tI59fiTI[&Ht5 tdfU99m
UjlrBiu (A Successful Strategy) Rt tljgft51IMtt3raMJUt9imHmMftIIS t??ni (The
one that Aligns Well with the Enviroment) 1

dmsifitimanHtmss TnHinsuiiasJidroRHmMjtDTmfigtanjHiBtnxnstji
Dream 2 1 tjlJtI5StimIHN{gI8IStfadnGatjnnsiTUtOWINRQTiy HfiISSTR? tns
tfiStUHS 1 umUHNfnUtJiStIIStmTUHL StutUH13ttliriSt3l Dream 3 ItitUtUItfl
cunustfiGig-Rm i TnHuisHStnstHNjtTScTinRjffrintInjTRfMJu  tglfnumjGbtns
Juw{utjitjSrijfinmH 1 *RStDtatiigfmLMinStijiJUMinHtijs Honda tsinti p
tgMtfjRnmHn tdn5spHtmffifnitiirotnstt5fTii?pptuiwutcFi?9ji utnjrists
(Technological Changes) xrftiH91ttnatdntititESnwmnCUHmsmjtpiUfu Uafi
StWImMW  Sti«jptSIt1tIotjdIf tfittntmtfltms (The Fine Detail of Political and
Social Changes in the Target Market) A

HRfRUTfiatsintiTRUHi3mngitiHpaTEififnRHNuJhJisS}rTiitsSM3S 4 ggi-

UljniitRpJuat*tRRptt3ttiuM 3St2jwCunrntuitib tfiBjimtinHuijustmjnums



(Pending Legislation) H1SdtUUSmtUtshmHt5tCUHgfnn tfimJtifitiEntljitintunH
tsi (Supply of Labour) naRusttJfUHgfnntsis™njijrnjHiSfnntuiatHtj"n

flunsStotsSin/iifriJtiJSftin TWHisfnmnnncufTusitntuttInjHRTfiUfRaHiSTnj

tdCUMGUsmnjIitBnG[URUmMUfa8S (Step 2 of the Strategy process is

complete when Management has an accurate grasp of what is taking place
in its environment and is aware of impotant trends that might affect its

operations) 1

&5T3S8 cn:
(Identifying Opportunities and Threats)
tifnmrBfnmwuifirisiSn) HfipufpafgffitiiRtwtSnjnmijcugstnstjjs

W[fiHR3iRSfcsti8fnw  (Opportunities) fecuHgfnnmGmmojfiLmtiritisstifnj
Rnamuia (Threats) t"uHgmn[Rt[ycujHHS8tfiHti5 *¥
GltntrulfmsffiniutuCutmsmGtjnjth8fnwufUHuifTinHaj  ttntuH'iGtfimj
RnHmuitadcuHgfnnHtiJtsjmsintagfajiuinHgGmtsis  ttfituwiJ{umiGStns sa
nmswfmtijtitGjfi i tslsncu tstnuHs"mimnnstcSnumsH (Fringe benefits
tax) tsiiuxQMHgiriffi tfntjSuigisfnmipsBsitji tssmfimjfinunufltitfnjysjm
JAiWJUfiftfi (Livelihoods) tpSmtninti[p n5t3tfIH8GNITiaJ]WUGJIUfdriUu \T\H
UistSjGttfitI5(No longer a legitimate business expense) *A tfISiUHISUCTICU
81v3SttintTItI5t|GS (Considerable Lobbying) anjHmijUGXfntUStUTItntlriwtunfi
Hf1{URUHS8Iun5ntfnij3UIgIS (The Restaurant Trade) * tmmtjSmtftSSStHftf
ttSmmn[U[ycutS2trith8fnwtgficT) 1 tRGiutSHtMfitinjmunngLRtitjinjnnn:
WipfinCUIwnU[fiHins (A Business Seminar Luncheon Service) SultGttJlfith
miGfUJHwmfiRtintuutss ltnstRGIRSRIjit"miGtimaj TRH T nlfanumHt/is
(Legitimate Businen Expenses) mm(y9imS(RtJIIMnUSH8HU (Menu) UfUns
mm(Pricing)9j{ft5tIt9iStiHIfLU]mtintiyiyWJUMHnNG6at3 (The Changed



Attitude of Business People) 8JWINSt3rnJ51HSingnmUTing[Rt)JJUWtR
(Lunch Requirements) 1 CUSCURt tfntjSmAStIjWUILISRSMG{ul|fi8WtJISGIb
GnsitliaiwijmnmjuGjimss *giG8HfecuHgfnnHti5triR9RGIijiSmMM nnmmdcu

8StnRsn*miRnHmuitiHi[Mtiiin5Gains (Resources) tdfUHgmnts'is tmu

issnga &: sgresesSsssresg&saesnfl
(Analysing the Organisation’s Resources)
fi9j™Mt5tiu?tijnfrm5Snj8im[fTIHgf TinHMRmMN5fUBiv3RtiHaf Tiri}ni 1 m

sttinBmuMHtifnmnafimm (Skills) stiwHfifTin (Abilities) mutinies? maris-
fantummhlUWHgfnntihatHG (The Organisation’s cash Position)? tfiHhfnn
9Sn5tnStMi2t9tCUrnJtaCBfiJuwSst3tyntSls (New and Innovative Products)?
tRhnOT Jftn:tj8tnsmimnjraniyhmHG?j3iGtm8RtuifnnJUMtirafidti3  yjufiuwfi
JUfdHtifnn (How does the public perceive the organisation and the quality
of its products or services ) ?
titmstssuagtHnTyufRasgcufiricutjiiRUHUfringiiJHw tsistfimifnrmmsG
(Large)Sv3uisd9ncu (Powerful) uhannim”~tumsiHisunTitsinatuncuiigsttJitu
finuQvIGStnS (Resource) Stitfs'ini (Skills) tunjjfifuis (Available) 1 {nuuis
tjCUmtitUSfitiHtU  uGtfiTfiHtns Alfa Romeo HSmmUUOSIJfitid5fi Minivans
tMU{MsmHNLuuLRi3tHCUtiunin9fnfatdmstsistgi Alfa Romeo hshisgs
gis t2ujGtu[ygjnttrituttfifi2tutnstsinagdjij Minivans ttlitussnHiGiuttjtt tfi

HraStiUJHtnB Ford, Toyota Sti Nissan tsistnstgjtu A

£6n&& d: sIMfiSfie5a$SS~gfn8gegaaS69.1gS5
(Identifying Strengths and Weaknesses)

mjlfnmsintitjurisg d mmSI§jmftwmtimSGJIIW (A clear assessment)

nNGtUIG8IV3S\3GtUIGE8ptI5JUfi3HtIifnn 1 umUHRHNipULRtIHIGNiUIfiIHNMHRRG



GJIfijnnw (Distinctive Competence) y6sinitultUt9JfiSv3GStns (The Unique
Skills and Resource) JUWHtimn tuJnJfimiRHnHifGpnRtyttjtiJUWHttfnn (The
Organisation’s Competitive Weapons) 1 3T1ULQN [fiHUis Black & Decker
tnsgC5tgndCURt("m[UtpWRQJUW{j1HUIS General Electric ™ tdmsstiCUfi
t[*asamnri(Coffee-Makers) EfttISHIti (Toasters) STItiHG (Irons) 13J% until
Black & Deck

sitimifimn (quality) samnjSjniwtiismi (Durability) tSHjgjtumufdtssfgltns
GtlUinitpStjlti (Far More Profitable)
General Electric 1

frmunjnisHnfujtsH GWitssfa stimnwHpwutjiucinu (Liabilites) juwHtt
mn wnuHnfRUbFiv3R MgnfamsGitnG(A Crucial Part) istiunsgs! i msuntil
8jgtgiHfiIfRU[pti[5™htrifujt;H8iasatsjimuigticu8fiimigitmuigfin[w  n/itUH
idnimstsifitriujGuuiGtSniuntiG (A Major) tsitcu8Hfinnstijgfin[w *

ggumnn islfitifujcHSiti sttinBmMJ?RSiaHwwsmimcu2ttGjiwnutina
st3 fannfnujufiiHgfnn ¥ fnns8tg8jHR'{RU[Rv3aisfnilJitiJjwniiglRafrimgini
tglstunSnSnfaHRNnGttJitntgTmufiiHtifnn % tstufunmtmacurintu Myer
tsiHTfon trfcuHisfuiGHSItitttUTFiuMuimeStMh - sttmnnnramuwH fiStjsnRtfi
moumwfujG &iuwtmglntigttmBffts?  tsinttJunmcustjiatiTutojufiSsstdfu
msfujcmspui A n$nHItiui3tsfujG8§siti ntPfiusmtustitmjynis i ?ujgh

8ii3KiGijigufdRHti5GmmsmiggtutijnmiriMims1nv3tiSgpinTftnuwHi3fnn (A
significant barrier to acceptance of a change in the organisation’s
strategy) i tGHIGxSM\SmnjnJitsstsinhmnwfi59jmsrnnfi?[yt65fi5n8CinfnjvTiJ

isintifinusifrifitncu  uOtfittinSritims 1 mnwwSiHismmififijufmffiffimM S
wtii[uf§ ttSmsamj*wyjHmGTfiwu[fi tsimnitdcuuismnffimgjiit*nnmagiti
tsisystntnGmsigisiGht8jjgfffitjgtsutsinag[nh Melbourne tsissi§]HSwj
tunitGmnsimyyiututhumstfiiJ'itssmmjyjsria itnwmsmsmuwtifitihfci

tpstgitcyHfitijuGtmcusmntnty "HjurnjunSymnmLinsstnRtgatna i ngfnn



3S (Successful organisations with strong cultures can become Prisoners
of their own past successes) 1

(Risk Taking) ginitun
[yttintiSnmnGLulfi (Exploit Innovation) (Reward
Performance) 1 tthmtIPfit*2ufi5S1SItjlUjgfinrWT?iUutUimmrifrisivitSS mcu
(Values) xafUJGHHISTi|nnn9ilwgimJGRmWHf1[RU[Jiti (Managerial Prefere
-nces) tcumgfinLfUHaiGSS 1 asntnjan tsinafujt55tuWHscfUGRinsfnj{utia3
(Risk-Aversive Culture) Hni?ZiUTR3BHCSGNC?itlI9fiJITWIS3CUISCURNN: mjmi
(Defensive)tbGS?unjmfiuSm31t3ttSfnJ|UtjUJ[y*S?gntlimmn (Financial Expo
sure) tt?imGtuQgji3GitPSbu~nMsu~sbrnnL Uiutii8ihmfiTis ththblfig jututu
iISfustitTRfHtjius i tsintitumm:iit3futfi5aGnjGfifnjTudojTut3is tfiHsmtnsmj
jnmSnns mfututmiScjHPipum”wsnsttumjmfiusmtfiriuimQtimm
(Cost Cutting) ttxitiJ?PiCUHt2jts fidtufinm”~cuHismJHmtjimtsi§ ¥ titmgl
Igits1intifijnditt3gumnGLU?fibomng8~ftpstP§jmcuHnbmJLRtIIP s*UH  tsltro
utGfilsji§stifnjutS?idtCfititu29 i*irtiiRmsagnjiMfit{ GSX9jRyir;«HnjrigdfiJ

tutUSIb (More service locations or a superior sales force) %

gs$nsa b: "~dla56ffieggjEfl6”reg”8gg6g& ««g$s5&$s$3gnCT
(Reassessing the Organisation’s Mission and Objectives)
miumnjtnsfijunsg m sage* mSjifimBtgmifttHmrotwSmMJUMHgmn

(WHtHfURSwtcug ¢S-mn  Gtuimss tmniswritfifmlrnmra SWOT nnmsfi
{UHroSsfcnjiGgifc GOIiGtsjim
HUJtdnSHgfnnH1GOirnmritfl[yttirit58tnS (To identify a niche that the

organisation can exploit) A

tunsRjtsitcurmimmw swot sbfrijnMRtaisngfrinwnuHttfnn HnjRU

{pagJdfitijmnjtgtjiniHmuwfinH sttitncuutuitiJUMgs i imuwrmy



uwitigititss*smn[pnt5stiJHtg (Realistic)? tfifgimsmnm[mg (Need
Modification) ? tUWSt*Rto3mnm[Utc5sfatdiJUmfi3Hgfnn (Overall
Direction) msl(fitilSStiti ?tiCUjjnfwmGtfIimPGGimp£yti (To originate) 1
yptitgjfi  tuws”ystfiuiGHisrnnmpig tsisHGLmjptifinfiGimptGmjGin
tGB3] gfill [WISHtitgl (To begin the actual formulation of strategies) 1

(Formulating Strategics)

tG T GfnnriGmgfmTfdtsinjuiytjififjitSi'nH Tnuuisstinjthumjtiiitfimfijti »
mirnm?itimgfiTibwsitits§tgtgiumun~tnJijmnsfnJwtJGGg (The Dicision-
Making Process) 1 tUStITim8jGtgi Hn[GU[Rti[G pti*"mmtGtGgfiTILW1tijti9
fijnutb2wnwjGttjimty2fanwajgfiTLfyiuGtdnjfSmmunjttiugifiytiJ9 (A set that
is compatible at each level) ItJimtuEUtpjHtifnnmGgnnimnGcUGtMniUISILGS
utjfinGSG'is stiSmwmw 8sttifuyistsintiujwispnitsis i

2unsg nl msfnntnentnjmtsitntut®fUHNTGUT GtitnstJjuGSfuojimGfinTfij
(A Set of Strategics) tdwtifu8jHtifnns?t[]jjutEGtGtsintifrilLunGLULttiti (A
Competitive Advantage) A ICTIQUGl HnLGULGtiStintUIti*UinuWHtifnn (To
Position the Organisation) t2HjmGtnStgjjUtffiG[y~ti 1 HGStiGIStISniUSIU

umgjmsintitfnmss bumnssgnugii®jHismifimmfuttiimyjmGtglttunciritiymtiti

evaluation of the competitive forces that dictate the rules of
competition) i HnLGULGtitdnjuisttfiG2mtL2wrjwtijg"Lwttinjdcii§jHtifnns"

tbUjUtLG3UptSintifni[ynG[yttiti (The most favourable competitive
advantage) 1 umUHNtG8G8Jnjignt[Ujtnsns8jtriStlJ) (To  Sustain  That

Avantage Over Time)

3— n » bb ——----—-<aft




(Implementing Strategies)
RrruHafns
(Implementation) 1 t91SUmnGtdSmJt"tIISTHIJI[WHIS{Uwl|fririt]Jli3aiTin nfl
uaggratnsujiRSmttJjtuM StjimiHSIfistsitGHStnsnjtsis i  tJimjnfiTfi*RHiag
aifisaajfititijgfiniM amcsiwHS * tygfmiwyjnmfrimtfifiStij giggnlijwajG
siwhs  Ht3fanumtunjHisfnnwfntnsm 1 tuwstfiHbranHmtGrnjtjifijui
G8tcumgfin[w tsitutJiuginfimBJnHJuwgs Hgmma8i2{gh5mjgiwyj9jtn3faH
[WUttUfTinjjUGJGSIfijHSgntiUfUJUfijgS (To make appropriate changes in its

overall structural design) 1

necessary ingredient)
tsintiojgfinTwtdcuggmttfifiSaj 1 TfiHHmmjmfcttsltfifinnTicij abtfimTfnyfecu
ntfiawiKM Sistihtt
dtGsttf) 1 IGUtjwtiSRgnGgdnjHSWjt Gtiti5tncuHLUw|fnmsifit3tiJHfi2nsi 1
HmfimfitiTmuinjTfifmmSwuM utuisucunfu tfinJstG tti? Btgltiwn u
ttinmncuafatojiSfi tSujwtictfntuutintit*"tijgfmLMJuwHgmn (The
Organisation’s Strategic Objectives) 1 t2HJ§[Ojgfirifw8gGtUtth?i8m tACUgs
tEI[5*"L2wnWHSWJStE}UIins8sini3W9m (Different Skills) itijatunBriuguja

(Evaluating Results)
2unatsm[fnratalntifitnjiimi(puiRa*ujgfmiMRfitiJRironjgtiw 1 tRtijg

EiniwJuwitSttHisiywgfnn  (Effective)  yaiumuitu?  tsitnaiRffnnfiml
(Adjustments) tBIIfifilumg?

tSSHIL [WmtWutnxijfriJ[GGnSGj (The Control Process) *gWj8:8titn§fi
tgw (Techiques) ttinjtiSlttraRTBNHR tbdmGI S » slISI*wt2yjnmm (TtGgtiti5
tatygMILW tuitlJ8t3t?1RIf3fnjniin:3faiVinRtjlunfta (Significant Deciations) 1



(Corporate-Level Strategic Framework)

tt5i3nnjiRsmHsmtcSMIfmT Wisinjuiut3infirij2fnmuimwifijfixijiji . tS
tt5r3RJ[UfiUHBt3sn)H80 (In what set of businesses should we be?) | ghHuQJ
tRStiJHI][ft*nt3mnStiJstiwaiinssR[nu8nfitijgfin[WG stthiptj Portfolio juw
fimSfffH (Two popular approaches are the grand strategies framework and

the corporate protfolio matrix) A

1/ gS5gft33fegd (Grand Strategies)

[fIHUIS Shell, National Australia Bank, S8 Westpac
QSfuttjlfifitl) SWHISSCUGHUICI (Profitable) 1 tm~ntiUBISgItSS IfIHUjSSHOJ*)
unm2nc5g«3M|n” i?iHt}st[utt Shell JHt*uti5St3HNn2nsi[nHujstiyi3tjit{ps
tgjfi unfitnniGRsaifjpfiJiSfnntitsJcu (To maintain the status quo) tdcunnatns
1 GtluinD National Australia Bank nn™MRn[Sn[uBufimJSt3n{SriU8t5sn]
mwssuhistnQs i tsitncutjiHtumtsis Westpac nn~tfimRusmsanjriGtciJifiSs
tsnstfsm i tRfntinsTCunsMSfiJfTigimsstgisnHtijgfiriffaGutsjQfinTfatacuTn
tfinumngi*HW ( These different directions can be explained in terms of

grand or all- encompassing Strategies) A1

n/ 6ftcsSgnn (Stability)

thjigfin{WtWJfnn (A stability Strategy) RfiCinmtflffimJHS*nSH{UIUNIG
U(By an absence of significant change) 1 ggiUUnmstHgtmLMIiSStn.BrriJUS
unHRS8tjSdtuCutuitiJgcijtic5?itjC\s mwfttiftdnj injimtuingtijidtum ttrojinjinissf
dcuGtnjimnfnilsttinfiuGtnfunsatgi i

tmsitnwiimicJwWHRIiRup~lgriyfTisujfitfnwfninntwifTin? tsltntmticmfi



(The  organisation’s  performance  as
satisfactory) tt/immtirimwtsi*qiH1StEijJfrin8st[y[UfU (Stable and
unchanging) 1

ftmsmintjimsifitimJGtiruuttmHnHtimnytu  fatmSjfnHffigfinTfinwf-

Gssiumg ?E3tUGLIfinjinntinRijic3tGs  naiTmgwHT ftntustitui*cmwsiti mingSn
H8JUi8"NimufUtGS8jtfimSfnJSinGGChgtsi (Growth tend to have universal
appeal) iuimmnsiE3tMuSsHiafnn{utynji{paxR[RJtnsxRggcummjJimpinJtjnR
mstiJtrnildjtitgjmun5n52tJviwnut{Swnw (Retrenchment is often as a
necessary evil) 1 tEUfi5ntSstSj?i fniSRSIRpAJHIStWITTin (The active pursuit
of stability) HIGSISjtRtnRgfIHNLRULRtatiiyiSGgtUItHU”R (Being considered
complacent or even smug) 1

[jiHins Shell st3[RHUistiyt3t3tgtgjR uGth Mobil sb bp fitfiggnmtih
tsbRHujstunjtLSL wtijgfiriLwiss i {fiHujstsscuRtiffifidcuGtiuicjtipsiRHstjcBR
tatUHISGSamfi (Limited Range of Products) 1 tJ” n X ytbtTtmPiHIfiIJSHS
(Major Product) "RJuwtRRntiifiugicjcuRtuiisfdm uliimnsjtna?gmwgRG
tihtithsIfitif TIIClinSGroigIntigwptflfiHISS (Enormous economic barriers to
this industry) 1 Jf1HU)atiyaH1sgi|pJCUfUMtmtlItlitgR (Their own unique
niche)H/iffitnsmi[y~tiyjnjfcH1SffIfi (Limited Competition) gUiSHntpupti
USWTRRnmjyjfASmntumnnv3tfliriSbfiBUtTI8ig (Little interest in changing

the status quo) i HRpur8mtgiunmnmGgsmRjigRHI9tt3n5¢cyjuwtR %

8/ sl6asisabgia»fts (Growth)
mjsnsinsjtnsmasnjfinnw (The Pursuit of Growth) RtJIHUCUtRHIS
mjtnumjyniitiriagi® (A magical appeal jtsintijytgwHfii*sfnmjps

t"Ms3JH9itigjtgfaH{wic5 sticimicmwgjtitivi i



(Bigger is thought to be better) EUItIIGULIifiiiCyutifi (The biggest is best) 1
t9inbfnfmnuwttSbmsfin[wtsnt[uistijRCiriM (A growth strategy) yissmtfi
mSsmmS[URuBrnnuWHbfnn (Increasing the level of the organisation’s
operations) 1 mnssjHHIsltnsmJ (Popular Mesures)tuCUtnstRQtUQUNG
HOQUUUE#(More Revenues) fiwTJltinnnttdU(More Employees) tOtuUtiOtan
gdjlimatRG (More of the Market Share) "1 mnxjsWfiCUlwmBMUGTjiamHJaj:
trQALET) (A merger with similar firms or diversifications) A

yiHuistititfi MC Donald tnstditffiojsfiithwntniiswfifuifdmHJImrfni
n[SnwnHfnmJJItI5dinj (Direct Expansion) 1 National Australia Bank Sib
taint3tURugmnalH{ftritu  sbtfiHgjtfiii t~sth2wtijnmgfijihwntssfyntuifij?riu
JmrmiUtSsGtMRgtipJSamjgtJHStjSniuiimfRu'igtgjSI (Through in creasing
market share and acquisition of other financial businesses) 1 isltnflKuCU
[JJHUiatirafigiJutJ] SA Brewing GOCUUIStfi Rheem JUWATi nritmmyjisgn][fftt
UiadwmUMtjIfiSmfTIHItHin ~ (Two  American  hot-water  appliance
manufacturers) tmA/tijgfmLwntSnHsfistjitSHjMtIGtnsmnjisnjfinjiM (They

were using a diversification strategy to achieve growth)

R/ (Retrenchment)

BRHnsnjsbgw”jg do mjmRUsmS*mRjtdWHsnmsfmufunuHn{riu
[RtttsImHUtUTi{yigMHfiJgjstsini3nnntnrin i mssjciri*nGbfmjfnnijitfinnh
tRHSMygfiriIEwmfiUuStiHSIistg tmnjRmjmnustijguisbGSSug”sm (Reducing
the size or diversity of their operations) 1 tfitSIfibgfdffijGht[rr)tIKSS fnitnfi
GStamsipupti (Managing decline) tfISmtms1tftUCmHffi«Inj$itnstfimHul8



{TR[ynfi[mdticflonungfiJ (Aggressive Foreign Competition) rrutwifi
GlJlugnjlUtgjalni(Deregulation) mnuumn5miS[fiHtnS(Mergers) migniFRH
ins  (Acquisitions) mfimuin]E9ttiRtngnlsjl (Major Technological
Breakthroughs) (Some of the more
obvious) * gmumin ttfimfiriJuswfggn5tnstjCUGtanni [Ruins Westpac ins
wxjQmsustijmflstarimgitfUPinsiiJitpajuMgsisiaungM ( To divest itself
of most of its overseas operations) 1 (JJHUja Boral rnfiuSUjllktlJimn”~fiJnH
GS[fillfuLight Engeering) SttlgRtinjmsjfnu  8msltnfu3*K8s Smorgon
Group  tnswuGtufittricu?gnLu”u ST I P sm wgs i taltntmufUGamu
Commonwealth tsITmgMHTftIWSmtISRGSIfn] State Bank of Victoria 5RULS
mmidtfiHSHnsfnjmfiusmuFimn uugftnsuuwGsifnng i tRTmatmujitnwu
sfmstiHmss wisi StiygWRtjnjpsfRftnsusm 4

wsTfiHtiistfttfSsttjrofsltnroEtotss HS tugw iffamnustui tugfintMtas
HiG[GJnistGtHn5t\5nitjitfilGSGUvV3 (A major method) Mnuitfmtncutijmgli{y
tSHj sjwiujunp HmMGSStBajfnjiRCUjmnistfdgnGiufijj-yMUins  smuwp
tgw i jyiRwcutnsmRustsjGSSHntGmnjpsxsiRtitgRMfijiGrnj wsifitncu sbitw
lifiTiGidtinrgibtsintiLUtgwHLriricS gimsIRtifmgfanfiSfcmwgjti ¥ tslincuttaiss
IRtNS«STRtISgpI TI{Wn{3fiH8JUJ (A Diversification Strategy) tSIfitimJCUfi
tmnjsfHsfisnjtgmM fiJUM{tRtjitps dGthtdnHBws smy”~bdfidb HS8rjstgl

SjwinLfnfaands n

ID/ SSWE5$5$T}abgn (Combination)

tISgwi{wunumcum (A Combination Strategy) mfimiHafRisltncugfH
msJti}Sfmiwgibyms8ibtnji38GSSto mjpstfimss i ggiuwin HStSsn”sIntiyiH
ujaHtismtstftitftgljnmaacufinnM Gttinn*ysAsniHmtgjRtsinbhfjutjisdtum

isisnnbtmHtam *% ggunmn [nnins Burns Philp taltnroS*H88tnsmfiusti55ro



ttimms BBC ?atuiytuinji®ttiniuSuURmiGijititRiufijfi  tmsltnnjthHmmtsis
tfint)) SSmmn[nBUISttinmUJ sat[j5"SW (Yeast and Condiment firms) tjin
twwisimimfi tt?iwtslnasfi9££tf tRCTsmmigit®nHuisRtujGtjiaimsiitSrifin

teuifi ¥

2/ gnnsg”aslggtgCjgftraSsfig (Corporate Portfolio
M atrix)
GCiniRmjHmisinaGnrnRfnntJwtRsmHijpstjia® thmsmgfmgmslinjtfiu

(One of the most approaches to corporate level-strategy) tilfifimtjfriUfi
rnnt3HI(gmBtinJU{|iRniSJnH | Boston (Boston
Consulting Group) nlo BNJTIRfMtS8tnUtX5nHNHSfRSFRSMj3tU
til SBUSHUJ9JUWHafTinHIt5{5ftnsnjUGtgatSItffimnaH1{gc 2 x 2 (Two by
two matrix)tuHjntuifitucut3its SBU HfflnjmtirogwwmsnwgMrtfititfi (W hich
SBUs offer high potential) ttTitiJBma/ntdmtilusritsittSGsmsjuwHafnn
(Which are a drain on the organisation’s resources) 1 H1QG BCG JUWR
tnsuainitsinaGSfiJtnjg d-d i Hnjttin (The Horizontal Axis) fitunaGtcuin
otjJU(Market Share) HfiJWJJ(The Vertical Axis) RCimttmnjisgtijlJffnHmmia
sn (Anticipated Market Growth) 1 fanutfimmOJIfiStUHSm GtMngtijlJISW
Hiaamth{fjHtSai*"HRwnsH3tms1nagMptfinHJUM3s i ntrmsst|j~ij]"lt4isntinfi
LRHtHiaturiGCunw90%tsntnTisLutntsdcu?it3fiin5fitGni (qjnmngjgiRHRtiinfn
tuim) i Hi[gGISSUMt3inuA?I3t)s iH
- tmcym ( mansgiu Gtiuinstipsw) -f
tiw SititutsinaGnmRiutfigtssgnjfinG[pntps?fint[uisw?icirifat9IHsi-
RRmamR %
- tfttu (mnJdistyfinnMSM GtcumgtijuswjT timticugititssnnatfiwmsl

nagdjindWnnatRBISrnifURNnriwtCI*S (A fast-growing market)



ItximHISCtnJinitUMflIJmsinagdjlJ (Dominant Share in the Market)
tsis tfimtj yHsmGi89jmsGJSfinG(t4in?tiHis tfrffiHi[wwtnjtwGfi
[RImnn5frijlstunmc5inv3G(ri ymjdcuGJuw” i
- werriwj (mndisnjfinriMSw Gttumagtijijgiu)”™  tssthtjPjfitjEuSstgjh
(Speculative Products) tufU{UGmultiStTH{ytjaJt{GS ™ fIHIGtinStinj
Gttl/ICHRMRItGISGttUIPigtjJIISIU 1
- tg (ntn/iscuRtuifiigiu Gttuinsdjijgiu)- ciunRijnngislumHtmgs
SssiHRSffimGUjimjpstg n/itHfift5sgiHgiim{psu3j i tifBfiticugih
tSSHSW"Ht3IH1GdtI5HtnSt|GSIS12tg (No promise for improved
performance) A
IRftUratftH'ligG BCG WSGt"UISRSWtmtiWJUWriUWnjl (Cumulative
learning curves) A tSSthmJWSfith 1UyiGinsymnnhlGUtS?itjCUGtICUHLI5 tUItG
(Rupaidin?iifriiiiWRiuM3stnaMyLwu ~sR~s~SnflaisuJHitintiwRtinjMiu
t"tudWGtTisshsiuGStmjfrifiusmtfiTiuimtutuT GfGtirntiittyrridtimGJUfijsutii) n
loo isimo famtu i aiGstRMigiatjiyiHujstijnjHiSGttiiingijjirGijitJiR [Gfctunm
tWIintijgiUtj1t3tR (Business that hold the largest market share will have the
lowest cost) 1
hgjJGJttSmunginsG]tinf?Gm (Implication) tSfnnhih(gG CG wnumg
VUMY L MUTRHSHIE9 tRERTRUTRIRRHSISItIginTIV?
mjffindTwiJjuw BCG uhimtjiHhfantdfucGsuhtiCGGttinnifGriudtGitnnjs

tSHTGIutURGIiuingtini  saggniuistffUGUinrmSmittnajamgiHS  (BCG’s
Research Finds That Organisations That Sacrifice Short-Run Profits to
Gain Market Share Yield the Highest Long Run Profits) 1 utGSHn|jiU[pi3GJ

ufitHfigmtiittm§jtnstipsutjfi tuimmRustsimfl8tun?issS9trai?n9js3njmfi
HUjjyn tTStxjxiyipwwtHtSwtnsmgnmtgfiSttirimsifitftingitiJ * milstonG
I|pStSiRttXtiflglu3dCUtifUGIinNni8W (High Dividends) 1 nmuimtfttgnthtmsl



sutiritsisatsit*tgnxmnjtiJxt tJLjstynJTUfatfiSidnj (Muture) ufimmsscynciriwfi
gina§ (Growth Declines) i mjwnaamun5nninthbtngin9t3satgn[ntifanTi
mj 1 8snnnjnfnSntmcuttjiti53stgjnni[n*[umm9jtgititdngitij 1 tntgneib
MtTnwJHisfTinfutatiitu613 ~"Hn[nu[nt3Hsaat"sfTiJLut3tiJ[ubistuutsst[as
tg i tgn?GHStSunriHthmgfiJifwt9 i tnnnncumamyfijsttricutuwst*His " fnw
mH (At the Earliest Opportunity) 1 {JIHtnSHSnjgn (Retention) tJUSfni
IstrningsttBfimgltgjntg i njffifanjtnsnminjmgms tnjnammgityuytjiw
tSnjgnittinwcTnwj i ggitmtui hi(9g BCG matnhsi§jHnpu{nti[nuuis
McGraw-Hill 8JCUnttnCUti3I3snjtdmfajftfri (Trade book business) mymsfl
wmsinm”mg unsmtfisritnifym dathys”snitgntw j*fdfijnunHtm lgjidjm
jufiigs (Textbook business) tfmjlaiunmgint3ttiRdimgt5Stiim?faR (ytnw”t/i
(Business week)mdnMCTnMJgt5I tirafitsaIMnU9n”inHN3glSgsStlJ (Database
information productions) 1

tsifli3ysisai89otss gfijjs: tSHFUUffiWII2ffiH (The corporate portfolio
concept) auiwttfimtgjnHiygG BCG) tnstnriutisJfnn5«cinti(Lustre)JUMhI i
inHNNHemt/inH? tihattTiatimwuisttsntiajystsrits i 5huj [puHtifTingifcHw
SstnstHemtSrmfingtfi  ntarisgtjjiisitgidtiimjmfiusmtfmtlimGtiTim 1 u3hj
AttlJijfniniSttjinStlJtgifnHnttifnawnjl (Learning curves) Hn{RU{pa{Rf?R[RR
nsny§jtnstiinstgitcStfiriuiu5 (Tightly control costs) i tntfiHnranj Sstnsnn
Lnuipagit3Hwmat8ytastgitnstg i §ni gwjsiHnjuiRMSRtJiHsflsniJuwHgfnn
HmmG/MtUultGnt*lgnnG/ifGtarnnmtgjn - (Can be  divided into a
treasonable number of independent units) 1 ntymsfanUHbfnnGtdfUUISfnn
ftrinpups ~“thmjtrimsibygwtnnninnbrnjHsfns i 55 titmslsaminpmtuigfi
ttimsJwtminithttamsstffistnsuttinimRWGtriJinisM (High level of
profitability) tfiaR[ufav3JUM89 fewnnmnuismnjisfynrmwtdimtTisGtcisng

tijinSJWruu (Growing competitors with dominant market share) 1 9Gvl



satumntitUt"9tipJUmmGHISHntunSH8tmRHmM(A market can have only
one leader) tsisAtimnntuiiwts[nutJisgiaHfij[RMuismih?iitiuismntgint3[ytfig
?a 1 itsnnitolImHQRysiHtuuLRftriiSfnHHsflscjJuwHafrinfTimpsRMmsinb
finmfnnjtu safss u/imBisfinntfuii stiMMi5stf5si9funmGrnf?sttinfi %t
tgisuthHnsunrimtiufQsn nw{9t5HCUu(R{mjSfnHtai?ntjigMjs:His
[ymntjSututu i fignisf[RU3nnfisnmMt3mcutsitwH8fisniti3}ti')m (Disparate
businesses) nfimmsSfitnssfunmHiQmnwnmGmiwuG SfitiitHgfmfwtiSmnw
tun tGfimtI5GSGlsmmsitLU{piM(Priorities for making strategic resource
allocation decisions) 1 tRfIHISmRjnttSSIUMfIGpwnnw TSK{jn3t3IflInEgfltfl
AundtifiHtufdnuRURjbHriTfiUfPib  tsint3mj ntfImsJgjstu-)ydu”situujitjtinntm5-
2ffiH (As a device for guiding management in setting corporate-level

strategy) A

(Business-Level Strategic Framework)
tsitnn5ts8ttSatiirisdnjnjtfiutiifiTpuuis ¥ fnusnnttStutRStiujuGStjititR

AslnafTumjRISIHILRULRtE  SBU  figwjs: HnujgttijwMJUwiro  (Adaptive
strategy) Itjimst3gWjS:HntlJSfin[fatynR1U?tjt3 (Competitive strategy) A

9/ (Adaptive Strategy)
{rasnmsffigwifMMJUMinj {Rftnsujumgjt3fnHJtij:mJIwnptsiiffiti39-

riR"Oam n8"8fIXBusiness strategies) JUfii Raymond Miles Sti Charles
Snow 1 tMiutiHRSItirijRMRtnStWtSIgfiJlIMUSpjtnSR  HfimICTli (Defender)

HfifmSnnutU (Prospector) Hfilfn?i(Analysers) 3tiHRSraiu5nH(Reactors) 1
usiuHfihnfiuginitji  tfiHIGWUG” RSmtnstfiHms"mgfiRLwamumtsmgfmLw

gibUuijy tuws”uismjwmtyj*mgfirifw stiulunmwtsttifitjstmsis jgs+



WHSttinb SvJutll?ijfnJ[RU[?iv3(Success can be achieved with any of the first
three strategies if there is a good fit between the strategy and the business

unit’s environment, internal structure and managerial processes) 1 UtSHfi
91tin«5wrafltjltlJofin[MfinHNntiCU[URNH(The reactor strategy) qpStfiSltgl
jfifnnun2tu(Failure) cfdHtHfumntid-Q) i GntStiLntfUfiiScuLutfigsHtuM'ts
[mngmgfiriffGsitiustss t2uj

ginitjiSLUttintisnhHmms *

mntitHJS G-9: U59fmj£jWmJCIS1IUW Miles Sb Snow (Miles and Snow’s

adaptive strategies)

pumgtsmgfinpw tifuun/iil tfiftnawHiwu iGSiwussbutnji}fn}fiJU[fiju

Hfirmmj twimnsb Histwimn muRRnNsRjtajis {Ufiufjmj

(Defenders) puwgfnn mspuwgfnn GtimtURc

Hnpmufmum fnrnmGumus  mstfiuntu JGSIWUSGIfUb UmnjfiSfig9

(Prospectors) mumruagw:

nnimn twimn sbmn  mnmfuustfGs mipRupfibttuis sbfnnmg

(Analysers) moumusmu umusfnHmsu:tg«:
frmi:tgw: puRURfnjpunutuitispuwg

mn umfURsrig9
HRpuBnu USGIIfU njRStmamS HSGIW
(Reactors) GIS
fi/ (Defenders)

tsifutgwHLfiri® [nHuisjnmfatyimnG Ansett sb Qantas tnst*jfriHmg-

fiTiydHfimjmjnbH32sm2ntjms(Transport business) 1 Hnmjmnwbjmwj

fnn(Stability) tEAmwSmfitiffifitjtUinsmRHtIJCSS(A limited set of products

directed at a narrow segment of the total potential market) wnuufjgdpj



Hffl|gt3RGtagtijligitiHW!t5njIni5ins 1 tSIntiLtnKSOtijlIfiG(Limited niche) tss
HnmjmJ3fi8tint38iaiSHjnnI3R{uton9jGnjgG18StnS (To prevent competitors
from entering their “turf’) 1 til9fin[WtSSH1GSIi3[R"RfanGtdIfi2mniSfnUJtI5:
GtliTGmMmmhmGWdCh dGt"mmCUIRRtCUNt3St15{UhG{Utdtl (Competitive
pricing) ymJUtSfitjnJSitjnj mwfltufUH1Sfinflfnn3W(High quality products or
services) * Hnmjmt[GstRhHS”njsdynBmjnn yssimj(Trends) fecmslisiti
urdTtftigtinfRGm&hmsis  iiftwnSwuwmnmfmstufiCtfiwmHjmrmmrignjsGCu
9tip!| tI?imsamJUtSRtilISGt40xUHISUJH 1tUin[UIfi(To grow through market
penetration and some limited product development) 1 uCUU3n 9IHfifnJCTIINfi
[tnRuHIGGiu sajfyitnsitjasdjiiRGtmn~gajamsgwjiinnHJUMXR ttinififmtia

mwtRnmnsdgdiRGtuGs i

to/ f$?7p65fl565si5 (Prospector)

Mayne Nickless t2jfnHm9fin[MHRtUI3tUtHCI5 (A prospector strategy)
tSI nttHStSCItWFIWSTnn  StigjfiHmfiHSJUWitfi  (Health  services and
telecommunications businesses) 1 tthtUtitG[fijgjStgiSi3HnmjmJ HRgUtHmM
tStu?Mi3JRms3tuStuitHtyfi (innovation) i GSGSirnu&ftmsIRtimnfitns Sh9im
ffinpjttintisntil3fitinjti sagtijlitfo (New product and Market oppor tuniti -
es) i sttjRjitnsMHRfnmsifjtimiHttiRLtiyif

SvlinRmJluigihgjim (The capacity to survey a
wide range of environmental conditions, trends and events) 1 tjiCUgtifU
tjisunmnmGumustnsfnHfnoKtgfo: (Flexibility) yisftrij:w8isuti?iwnu gisi
tinfttiimjtiJiuwHn{Ht8EmS&n;j i

*5/ (Analysers)

gnUtFISITU Fuji tBjmHmM9fJiyumWHfilfnR(Analyser strategy) ‘1 059-

firiLW3R8mRusmthHRU tJisffriiLutiti)yjtjis(Risk) stimSfitiroGtnjicmHimtns



f[GSUtafi (Maximize the opportunity for profit) 1 thGnititGnhS?iI?uCUQICUL))S
(Successful ideas) JUftijUISFUtHW 1 (RHUjatSoj Fuji
luCUHISRSfiS*More innovative competitors) uGtfl Kodak tutUHIStiffifitjfUnj
tfia (Superior products) ytiwfitjcu®cutRmGtgtmmagdjin~tjiHisRnjifnngw
tntusomt?! RLmtiatnsu~tjtHimraniGjiwtfiHisgdjinuitu *¥
HnlfnR{nrtfiHISMHRnin (Ability) tgUIRmsiSttmimHSIUMHnjUIHtU
*GCUWBLS9 tmslintUtai:tJ5nRIINSSIIUM|fnniuSUR (Operating efficiency)
tsinbhusgtijii stttiwRtituttJcuinsxMifnnjuwimaj *
Hn[ytHCUtUCUIRfjntKiaJ\SFJHLfnGlIftiini8fd (High profit margins) uCJ
WHSLtIRj9jtm8fnifiit3ti5 afc99iRwttmm8WfiHmnmsLUMS8mniuMtms1fifc
uUUIImJdWfTifProductive inefficiencies) 1 Hnlfnm{GStHCUN\StIHLfriGllinfJ
giUtfiaHfI[tn5nHHnNj thiGjIWAITIWifIti (But are efficient) r

255/ S”"5787S5fi8 (Reactors)

HnfuBNHGIUNti§jmofiTIFWLSIit[fnHtG(A residual strategy) 1 tmCURGIil
Ujununcuaiyagiugs Sv3HStfIStftiJfnn(The inconsistent and unstable
patterns)  2t3tmflIRtnBtgTI3t3itnJUtt3ratUSfin TitJHtUnt3mwnHt1J9fiJITMI1i3UTR]
tnatRHafgfnHIJJItHHatnaWHLMU (Pursued improperly) 1 tflGtgl
IGtiIJfiUyStnSfijU[WU (Respond inappropriately) tGHStnSCU(Perform Poorly)
tIIUIfnmWI - HSGI3ulfiGfiHSIfis1U8StfimSfiJlIWGnfjciriwn/nHH5WnUinCISHS1
fifi (Reluctant to commit themselves aggressively to specific strategy for
the future) A tsiG™ncuysiSMtS§HNTGUTGd[nuuis Wang Laboratories
mrittSmtftsaBaGiatSymHHmMuBnHtg i usiuntGgfmTwtSHiufass (mjtinjfi
gunj[i/f?fnRgsati5) tnaimfijHtuiujfmnfiatisutLunnjgitiitugatpatnfi dtcs
HR{mj[?ttI{fIHU}8 Wang 8G8tWWV3JfiGtIfIGG|83 1 ynstmsintijfl 1991 [fjtitjia
Wang nmmijn/itfisifiHW $385cins i tal{yt9WHt{*ratmrifigntii CSR wmsl



ntiwismmssfsinagwffijs 80 isitntut"cuiritunitncufinsitdmbLuti  stiupw
(Delhi Oil) tuiw3ifiutitintitfGs JGtuimimunsinfiJit3[nHuisHGn]s"isiwuijg

mtuln tuimnQgfUJ*mjsiRuatiJi*iGsigjfi i

g558ft5™MN5QgNS6£Eg (Competitive Strategies)

RSRSwsisutjRtsiinfuB/iss  tsintimnGtdstridtjimgfiriTwinR Mif Tiupirifiri
lulUW  Michael Porter t*"CUtGmnsIHUTHQJIrijmtjStit fltiwnfulgjltijtlj
Havard 1 TRU3CiniSt|5gfmTWTUNRTUtjt3IUW?nfiutlimt3IHf1THIUf?it3mGtT 2faUw
nn*GUimuQjgfirilwgtglsI®U (From among three generic strategies) ‘Lttflfi
2mmLwtiStcumnL2wnwmnmgfiJi{wtuCU(Rj (The right strategy) imnjm[2w
mRtijgrmTWtufUMfntelStifiulJTUnfiTUttiaiUMHtifnrn ~ (One that fits the
competitive posture of the organisation) tUIti5Si39”"UinHtuP5tilH3t3snj
JUWHgntSS 1 ftmtiGJUfihtlJIfi Porter R?nRCTSUQTinGJ1Wtjhv3hdGtdnj
Hn"UlptiHIGUtSTi SI3InpCTSSh{UjURt3fniJURRjyttji3 (Competitive advan ta
-ge) tE3CUmMIjtRIStUINSAMGULNNit[pStj1i3GHfri (Profitability above the indus

-try average) 1

n/ (Industry Analysis)

mnn Porter wstnmtimtftffiggnjfmtUTft gwjiuinHgsHiGmmcuinitns
ijpstjitigfdjuiiRUttytkKQjfi i ttifiSwijtfigs'iuiiafi RtjigMpuinHxtJwHnjynfi
(U?dti91iBHWmMGWNnG|pnGttUinitpS (Extremely high markups) 1 UtS tSSUS
OTSBtItPJRHUISHMNH1t5JfLIpmpSngMJIUIRHRGfnm/[tIJ(A lean industry) 1
RS8Rng5tnSHNnHR (UttintiStsmilunRItJ?tjtt (A competitive advantage) 1
LMuia9jJuymss itHtifinmritigfitsi [ijHtSjsHitssiRufitpRmfatairjagMjiuiRH
tGAITIUJ (Glamour industries) uGtjIRnjSImRmuSS (Personal Computer) Sti
gjOWISX8]mu (Cable television) [5fGWntI5[J3impS (Make bundles)



gwjlUIfFFUWnNunfirUCirifi  (Mundane industries) uGtfltiffimtjmsnSfiHfjntG

(Fire trucks) SI3njntg~aumfijldtliSt[UfdnjiuJ (Junk car parts) 1twin Porter

tnsttSnggjnmlitti "RSu3M9?RHitSwilistnst*Mj?fi[RugftjjiuiRH i ncunjjGfi

[RjngjtT SmsftiigfiriJWAIf (The trick is to find the right strategy) 1

tsinagwjiumHtunmdim nnnfc[Ufifi{uuUj(pi jJiriugimglxwtsjiuxsfru

9-

-

tf-

(Five competitive forces dictate the rules of competition) +
JtfltinritimiGClj (Barriers to entry) - nmSHISIMAGHtWAHNGQItIG
(Economy of scale) HOWItUtSITI (Brand identity) StififHifnj
tSuQS (Capital requirements) filUIfitfl VIRCUHINUCUTI
filnuHfiiufjfijunto tfrSiEnn~fifcqwpinnHnmHtH *
miRnynttfi*nmit"SfG (Threats of substitutes) - nmsitigpmdGtfi

mHt{U[UfU (Switching costs) SttfinmniUMHnNSni (Buyer loyalty)

(Bargaining power of buyers) -
amsiagpajuGStjijufaHngrn (A buyer’s volume) ciGmsHnHn.gni
(Buyer information) Si3n5SfnnJfitinjfit4fUtjSfi5 (The availability of
substitute products) ncinRmHicintsrignwttjCUHfignisaHJStsiiS
gwjlUinytUTIUtG (The amount of influence that buyers will have
in an industry) A
ITfittitj IHtIJHtUTIGJUfdHfItifidi*Bargaining power of suppliers)”
RmmtagnmjSGtjimmsmiTuatu®iUMHniiRda (The degree of
supplier concentration)  Si3ClJginmnG1SSnGG"im2y"SW (The
availability of substitute inputs) niUIGSMHtITGtutUHNndfidiiSv3inS
tsitWLGHuisgiiasptijtsin*gMjitJinHsms i
mj[UtdamnaGttUTiyHn[ynG[UMIUGU|S (Rivalry among existing

competitors)  nmsitigpffigGtftmnJisgMJItfIfiH(Industry growth)



StimnswmS'rntirSfitjCU (Product differences) RMHtfaEmilUUjtiS
msfiti (Intense rivalry) st3Hisut*nt3mnmH[nyuissiagpmt&inti
gwju/iRmsis i
nnritisntiLtmss tfirmu (WHtScuju d-tf) RnjifisfRiJGfMmmfdqwjiuiRH
(Industry profitability) ntp8nnrit3sit3ts§HnsflsntuicPm”injisitwmH”"p]
[TiHtnsmt5£3iPi mmsiGsiwys (Cost structure) stifiLHimjsitilstarmgs
(Investment requirements) A HRimilftoyrfWRIJIfttMRIH Hnmn91RSinUS
gwjlinnHIUWQS (Industry’s attractiveness) ifrUltafitHtglTCUnfnSIti £ 1
TMmsimHfRusnmss s~isn 9££m  HStSsnitiCUfiutiGtGnHimmSsniy (The
aluminium-window manufacturing business) UFRuGtfimSR1JS1R9initgtl5
ISIRItfncUttjtUtIIHUIR'KS'ls  g'UagwjUfIRUcifdtj (The pharmaceutical industry)
tmnut5tASlfisinitlhi3gii3 (Enormously attractive) i tjimsnri tjiHncugwjwiRH
(Industry dynamics)IRt3tRgIWUIN13G A gwJIUIRMtiCUWH[WUHmM SltgtUTIHtIJ
stimGR'itmsltfinwBTWu it  HRTRUTRItiGItjiGfRjtRtamtitgitScTiijitntu®  si
fURSmtsgwpi/IRHIUWGgS (Need to re-evaluate the status of their industry
regularly) 1

jumn d-tf  R«ri®siRi3Rij1fnRgMjiuiRG
Forces in the Industry Analysis

miRnHmuitidWHfitjfuS

fnmnumtnanmj”s



2/
(Selecting a Competitive Advantage)

tufuncmglfnHtnnn Porter msijiHuisajnmtjStciJijpnngluisttjififitiitcSw
NMRHGJHItMSItGHASItaHMMnUHSMJSiaHMtmstg (No firm can perform at
on above average-level by trying to all things to all people) 1 RIfitfiSSftifi
tsjtitfi  HniRU(paRnL2wnfamnti5SfmLw5t3cugcut3fUHgmnJuwtfis™[uju8it3fnj
{URR[U%jfc (A competitive advantage) 1 HfipU(FtiHim[2MfiwnRfcQtnJTIH
tyg&ji[wgivBUR m jsiH8mtittiritfini]Jim(Cost-leadership) mmnjmmSjtnstjjiw
(Different iation) (Focus) 1 HOJCUMtinIHR
IfluptilRMNSMtIIRimsmtjijmtffiBnnGglttiIUMHgRIn ~ (The  organisation’s
strengths) SvJQnilQtSIItimIMRIULtjtt (Its competitor’s weaknesses) 1 HR{RU
ptiRriRttijwfiafluiJHUJ  tdsjtsinatsinRbu~ »tPimtfiHmsaH Sfqj[fiumtsi
ntigwptnffytS'ls (Avoid a position in which it has to slug it out with
everybody in The industry) 1 titmofim Ht3mnfinfitSIRQCUIt381t3JUMS3StSITRI3
mgtitufURIyntitiSsH'IS (Rather, the organisatin should put its strength
where the competitor is not) 1 tSIfnronSraHgmnGfimffifSItfIHfitiwfifaWHM
thiTIVUImRGtfltttfi (The low-cost producer) ISIRtigWjIUIRHIJUWSS tSISHgfnn
imsnna?RHSjRtljgrm[MmH8tmsilWttintftlit]jtll (A cost-leadership strategy) 1
ttjiRfitutjiytustatysfinTwissgiHgiJtji HttmnTRf?RtfiHRnmsH3tRtrattiRtfmujuj
(The cost leader) TIStnSstHS{fnsfRI"HRGCUIUIIjt3tIJRR?[Uiauim9 (Not
merely one of the contenders for that position) 1 UISUnICIrtSStSjR
utMftfanjRmjTRftnstjCiftms  TRftRtRftnatRmriiijiHiiinuiutGfutnsigisatitijR
~cuytfah”~curtthmRbmdayuhatt/nGtUTiwHNgniHiIQgsnymntTis (Perceived

as comparable to that offered by rivals, or at least acceptable to buyers) 1

30



A[nHuisi8uhamt3iguHiQg9Im~ss”™(yju8ia®uim”~ss? (A  cost
advantage) 1 HfGIMtJimfrU3H?n (Typical means) mS{UwgfnmS[yRURmI
(Efficiency of operation) fTUtuntGntt{pS9(Economy of scale) mjurntll
UtQnlgjl80(Technological innovation) nfUnuitTin (Low cost labour)
ymJH1StUgfnnHSt[rnstsintiinQISTRG'Im3H  (Preferential access to raw
materials) 1 gSInJtUIS[fIHUIS?unSt[yLtnWUJSFIiTILWASSJHHLS  GSimitflfi
HjjtfuS (National Australia Bank) Sti Western Mining A

(nHUIiSttifu3fi81S3S8J8fdtmsin”SintigW JtinriyJUMS8S (To be unique
in its industry) mulGtuMHngtjtfigtglgptCU RRnt3?m2jfnHtI3SfmLWX83S§j
IKUGIGI (Differentiation Strategy) 1 LRHUIStUUtSSHIGtglfitgitffifrjfifjailfnn
3W (High quality) tWfnWMrimRGHfn (Extraordinary service) mmjuG
mHtUUS (Innovative design) WHjnfnniCUtgfiUtGfilgjl (Technological
capability) tjwfitituyiStfincIBISty (An unusually positive brand image) A
RSStSi[pat3injnCin:tdtUTL2wnpatS1S (The attribute chosen) [fitffiSfdntlIntUi:
tutudniitjimfiTUtjv3  ttjimyisirMfinnsfriuTmstuH|jnGurrTifinfanTHHTfiftsR'sti5
ttyfatmutumtiSut4issv3tfiriuitiJtSfrinG8jHnstuncui:3fi5tRutGs (The cost of
differentiating) A

His[nHtSsHSRGxg?tiw T5wtiStjfunon:tmt3turiGiunwHm (At least one
attribute) XCjCmg88JtfimtmglljIH1SfURafi:ttUBtGVI g. Bank of Melbourne
(IMfl) Woolworths/Safeways ( SFItiSt3fnJUNInimUTII{WW) Amway St)
Avon (USfitntU) A

msftniwnjfiya twaimjujutromjjufjfipxijmsifiagM jiuiRHxjpsiuxfiQ
(A competitive advantage in a broad range of industry segments) A UbS
WIfWIgIR (The focus strategy) ttiltgltroipjmgfUMaItijtllAt a cost advantage
UtLUjULRtICUNntUINCUQtGItSIRtitgntjiyfiytl) (Or differentiation advantage

(differentiation focus )in a narrow segment) 1

3>1



RthHfipu[Ra3ttt(SMww ?tinyt3tgiutstdnsisitsinbgwjminHHti5( dGtfirmms
dcBfidtmipstuu (utogiSHngtj unjptjtcntnm gm~AnSfin[wmwHN9m) ttfim
wjnjmgfiriLWiSHjuudcuHngimsis tjJitHtGtxhtanmSjtnatBjHaHntdja i mmj
unii“R9imtiSnHR[ytaridsngdjijSRGGiyjfiisis i nmusttiimtfufiwgfiTi[w tdin
HitjHSfRtgitntiyHSinmmsfimL{Stutgltcugijitstdfi nxitHtfttfifimG{S[gfcs5nj
tf1tlitlJUtSHtSmndIR?ujyig (The additional cost of focusing) % [RHUIS
msihuiatdnjmmgistiwHIRHJdmst{uiwwti;gfiriLW?un5t*mSifininu5 (A
cost-focus strategy) isinamn”tgiifitfCURdnjfiJSismwtmalnvJGttunHwtnSri
JUMwmRH saRjJmitfimwajufdtRtnimjGimnamnjwHyiju stimGgnGRUistff]
tinsms (For reasonably priced and reliable car insurance) 1 yGfflfSsfej
?gjiwis™nHtT)1gjituw8stdnj3R3g/figinisfajR tdmtslyimrtditGtifURHIGHmM
nGtntu (Distant education) fat*HtjistJsgcutnstLujutBintipniyuRRyjtdatcuR
iytojUW3Stdimt2jmHti)gfiJI[fiJtdIRStItG3S§jtfUtstG'l (A differentiation
focus strategy) i rruLMifidiJiaitntuSotasuaicjdi tijgfmiwidiRjuiuinjdiina
dinCU31bdIt3tQWNU[NHUISRGY (The most potent for small businesses) n

[JJHU)aRG9H8inaijCBm{p8tiradtai8tg (The economy of scale) UHS
HiSGStnsgriwnuHsJEitiisttjiRSmttutusfinTfdHtHtsmgfinTwnngfmsistg (Or
internal resource to successful pursue one of other two strategies) A1

tnrifi Porter IfISttymfiJljlifrimsinnjriClJ (Stuck in the middle) ttStfjuju
nunHUfnmticuH3HisuufuimrnnunRTmtjt3mHJti5:tiSgfiii TW[unum tatuganfM
simss ‘t HgmmuutssntnnsanmstsiMttGtnsttjififimtyjmgatiiTiw (Long-
term success) i tsltntmdcmRggcutnaitfmStiJ mtiiffifmnfijyfififytottalRti
gwdlt/inHtuCUHStplISSlia (In a highly favorable industry) ytultttfinJR[UUjti
IUfdtRSIv3HMSItIUfiICULL1tult3 (Similarly stuck in the middle) 1

mrm Porter “snRwmojdiHyfnntutijggmtt*RStij t{pstRdu[ygsumri

tditiifmjtRtmwritidfirimnHiatiujuJUMtmaintifTIJLURRIyttiti ~ tuitygudmgl
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[RffrimsIfiOiwute i LfiHtnsmrriwtn Compass dtutjiggiuijnnisinanjnJitss i
[jiHuisisgwsGCun”gt«jifutswH{fmcS i[fnrmnHismnm[utW GjimsgwjitiinH
HimwGjantsifii3gfi5jSCjO i xcJituwttJi
tgliNHTIt8StNIijtE3tuSsGiuNMtqJf{UGIJUM[jiHuisHirnwt5inn i tslfncmtfcutijg-
finpfiHSsggfuunStr)  (RHuissRsgiriginjHSBfistsIfUGIUu™xgjfmMLRHtlisHrrifa

sici/i i mns8sitgijnmni3nii2t3mum8mfu itJitijgtRINHt]is[RfjfiritiS3S i

fi/ 5?|"g$556"ji56$3"e"S"|5«CT"fee
(Sustaining a Competitive Advantage)

ufifiztmcinm:tncutm (Long-term success) tiiymstimgfinpwtimHtms
mgfm(WgirUtSsgiugiit*|UjUtSs|RftLIStilunriu (The advantage be
sustainable) 1 tmfURtfl hmG{gi[9niSSt3WtlJin (Erosion) t*mfiTUWnHfnniUW
fijuuUjti yttftfiiW1IHISmJt[UyInJG9 (Evolutionary change) IslfibgwjltJIRy 1
tssustHStjimitJim[wctbtg 1 mGRIgjiuismnpfyfutt/imQtuifUGRIJUMHRSt}S
(Tastes of customers) RH1Smn[U{UnJtt3J 1 W31STJtjRR[ytojntSW|St|FTIU
tpujugs (Can be imitated by competitors) 1 HR[RU[Rb[R?UtSRgUfi3R"n5t|
§imJ[?riumUH1SfriJnnifi(To create barriers that make imitation difficult)
ymRUsmgmfdtsmjpnRLmtibRisnRLmtivi i miifyijiiwtnfifci (Patents) sbws
(Copyright) HiQmRustii*pnfdtstnnGfnmsitncutRdffiRJUW mwfi
SsisInttisaLSituE rnjmRUsmmmt2ujmt3~cSmsiRi3muifuit{pSRd?Gtticu«is
ynUTUjS (Reducing price to gain volume is a useful tactic) A miGtittjtiHn
gfig&tIUIGSTItiyTItiIIQHS (Exclusive contracts) tgajXfiHSJIntsgrosSroRlutemg 1
MnSRYRGRunitinCUStOTItntyJUWJUIRItljtuCUNnJIfinSSitSfU - (Import  tariffs)
mQuinntfiRt* mi[unRymtiuinungw 1 tRtgnstfitGtihbtHtimdimtuUjiRjitjis
tgjjmsifiafnjyjnRyjxtja HfipuyrtjSsmmgMtyuwj y[ntStijmsmtnstgjm
(Complacent) i mnnp8§jHisrutfiSGS”Ayjm~nbmJLURRLutogiugiJ§jHri



LRUptitgmitjlUtjiSg x2HJtUIsfluna9jinSHaR [utoljlSg (In order to keep one

step ahead of the competitor) 1

VI- TQM (TQM As a Strategic Weapon)

HttmntalnttGSsma?Rtj5atnuHafgmTipu{RmwRWimnR3ju Total
Quality Management (TQM) tnm5t M5tNIJttmin{Stit(UjutSI5tifnilUIIR
juto!l TQM tdIRtCVmntUnnnWthptnttSRfl/Ifnn (TQM focuses on quality
and continuous improvement) 1 I1SIdCUmfiHty*CI5SHgfrinmGt5tnmtWGn[R”
frmdjtdfiRniifnnwnuHRStis tsisHafnnHitjtgsaSjtnictGittjcjnRjuttja t8§j
HRStjStnamisincgaiatujHmfi (A loyal customer base) * uSwmssigjR mi
tnruHthfUGitnjfituifrici stifnnmGgnSfitnststicBfitatu mwftjuwHtifnntfiGSiSi
tRHist[yjuislntifnj{URRiu?tjatt3njHRmsjsiSsHiGtuGtijRtns 1 qgiumin
mnGgtSUnmdjtiCUfitifU (Product innovations) ticu"mfdfiGRGwnmnjitnstin
3ft{ujuisIRtIRII[URR{ULtjti 1 wirh? nt[ms?nuGHfn RptetimGGHtitsiRmH
msmitiGiu'i tfimnnnjHtjiwsjHs tenjt*"GiRW8iSGitnGHtins TQM Rtfimtitu
RItHtICIXtiIRIHtjGItnGHUJ (An integrated part) tS(URURRInUMHRRIn tt/itU
mGAtSitjn(yjuUtmviGWtHjHHLtI5 (A considerable cumulative advantage) 1
tSHTnainjuinniriRinanj TQM  mGTRftnstRnuffiRttfoHicntntHtfrtiigfinTM
HU GItt5t3[fitSjmSnngl[RHUIS MM Cables Busway ?£3CUtjI[RH]iSHtIStatUfi
t[*"t3GHI3BHRWS81RGfewtm[ytSIni3HIfni8fij9 tuimsi3[nuuis Smorgon ARC
lanitjiTRHYiISHT ftriratjWRitJRttjuStitsnRawnutjiatini 1

Busway WSUCTItUtjlUSUSIUSTRHIGttsIti*njRinnjRRNMRIUIFTin ttfltUIHSiti
TQM dmuimtris?ni3GRwnGS§jtnss?fdi3thtiuR(uifnn AS3091 |
tRtnsGimiusJguRiohHIMS CIM tt/iffimSsRiJuiinsunjnnjafcRijGecmHJUwWuUR-
WRgiasptHRaRIJtGttiSRIJ St3HIRSRjGAi5NU(URUR A pntUItjS88?E3nIMLIGENS
ntiigfiri{fwgniHSsjHtnsmjmtiusu5tfiTuia5Gurnt. UGSSIE] & trottinnjRHNjns>£ij£
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unicorn mimfiuswmnGtifefU9*wmttTUfIBMGG{sEg% ngi9 "9 tinj9LLIQ
tuimstim}mfiusajmjfinitriJuwHRStisjinfi*cijc30% nni 9 <gif tin) 9<EEm |
isiinnjgnymnBtttiHjnHuis Humes *sinttgi9£cjti [rhuis Smorgon
ARC tnainUtlInHNHSJRSfRSfidm3HHLi3Qasts3CUH1StUUgts TQM  ItfltUJHSIti
mmjuG
JitlS  StimiHSnHIGBISIRtUIffintUiawnH mjmUHSjRRHIG[RUIRtiJHtffilWfl
(Total service management) (TSM) mngSugjmJ StiRIjmRUSffinjiftUgimsl
NntiJGSIMHSIJUMHamn 1 HRtmtintisttfmtfsunnmgeiriTfijtss sHtnsRiimSs
tgtifctriStiraRfnniuwtR  ttinjicfytRHiIGjuRUH3iuitnsts1tnroOTSRIfLURR{yttja
mStR81i3itSIfjv39lapJtaraRni3tRIMTfIG8  tfritmsItRHIGWmMGhitnS  mitI5SHRS
mnl[y[thw TQM Rjnu”iyjutsiRamJiuRRiutoSsiHstnaGimstRHg
fnntGRHSfiTimiRmftmstg (Manufacturing organisations) 1 aSUTWin WRfU
Isjituajjg Oregon tnstun TQM Hmjut2Hj8jinsmn|tiJRUt3iamstR{ytwj
GtmsHRBtJe (SMjR wHiBRugwmj3n5t(U[tnwipafiJUMWRCul9jinjtijxss) tsIRti
mtinmMHmtsmjfnriusmtj5fnj samfilis®nami(URR{utijats1ntiGxn/nH
wntBlgjitummsitSHjjnsMjRnnttJ) i iRntijm:tntu«tiSGimams [RHBItiritjR
tnsdtutwGniMHmjJtumRusaifnjtimcijTRUJIIMftnH m Ssfuwsmn ttSnnnwfinjG
tt?itGMIn5£5nisHIGtsiRtimsatjitpsiuMMfitul9pri5ti3 i tfncuuanmsictiumu
fnHw3juwmmnwfiCulgjicijQ5 r "wfiwlgjiwrattinjmsrnjRmtR"™ i TQM {tti
tnsmRHRtj5xRts1xnnj89tS5xgt mli3aj5s?HsmiuigRHXsi(utgMHL firitu  stfiw
JHgittHgmnmmgGtftlsjiwuj wnculgjicuw sfcHfnngj # ttfitufiriJHtifnngiti
issniinRtuRtuuidsismJiyRumtinjHistuniuiiiyRRiyititigia  imsiSuitStnSw
XiSmtTi TQM tinjs*njgtitutuW t*nnnwfit"JiunR[ytojuwHgmng:it5tss i



vii- ~sa™gjegisftsi®~gjggggggjj
twsa & sitfS

(Entrepreneurship: A Special Case of Strategic Planning)
HfinisSmQtUSsnuutiumtnuj 7 tjfitm[utRRSRHtI5 njtijusisimdcin sa

mn[3{pMmsacmt!tSISJUMgjfinJ (Family garage) HSWJ"fitnStnut§HSfH
ttjcutslgutimsifntutffitji fmjSTfRH~AnjHisgn[pnnuiujfijistJtui i mmsman
ttUIR[« Poppy King ttInJt*HnUtSRHSfiamtIRjtifjUXfittgS Poppy Industries
tsltncmticuRiRHiSHitiJ 9 Cjjfi fnRtsiBtnutSHusiunssttlituisistSHjmsfUis
Nescafe Big Break Award A

imrtnnjAgiipritiJHmnnRiw Poppy tnsmtnt9itji{nHinst{"t3fijHii3Sins
tdiRStunm ttjitHinstfi[Rjfni9ymRtgv3tJifigsatxntm{SstsiBtm8H8finGisiui:
tditytRitBnfrifitjitjitismwnunmnaci sttmI?tJtUTURUH3iujfignj i mtmsintRti
mm5Swramt~untimm5bsmtbgciit{fiHtinuHirigGtj3njfTiIRG6gnitnstg i tRntns
LtnumR"tmsit3??iiputgisTJi3tgtgjfi6iSsinat[RHtitgi8tg i Poppy tt5}fismw
gdpjMRislifiatSv] tt?2immfijntnsHRffi(gmfiiuitij§jfnri8 do ooo dtin

tsinmtiKtnnjtRHmsrimiuns RIRINESMtwftcTiHW i RiRtsjrotsigwymnRH
n~tawmttSaiTcStiJtwtmtnins titGsfnjaijfiuamfattiRHRttIJcumatfiftnnjtiSs
ttjiimumuHRnamnifjHtSaltiRgaiiigsawitriinn: (PR Firm) 1 Poppy gojtiw
tncumwmm2Hjusjtic5Rticu smn'ncimsJUMfnmgisagdjiJ nJimtGfnjwntstGfi
tnmssm?nultiSRucicnfiG” ttInnsintitsisfnRHSHisfynRTYttiatjiHtjJsataffifitatu
HRHUjjatgjRtg i Poopy
GUStgiH8tcu]stnn tJresmRtUfiSngnt mwmiTRUTRttuiimJR tuims”~gdmndtg
tgimsHsflsmiuwmR i

tRmdCUt88jawpUinU Poppy tCUGtOTSIGnR{UttjttlUM8BStm8? WSIUIR
dcuGSSusRdffiRtinjHiISRanmn8fijtuCumnnitfUGn[RJrnndriHu tecunnmnni
smymwsTJ mjntRjRgtijiifnHitiSucupni?GntritiJ§9 rmtjs(ywutsl

pAttintinmmniidfiG tuimsamjmutiinstnswtciJttinuumJR i
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TnSgRflaij” (Strategic
planning carries a “big business” bias) 1 ftg'ingtiStimmjuUJtU n/ltUStiJGSI
WHS (A formalisation and structure) tuW”fwmtfIHtIJStIHgrnnGgitiuwtuw
HisGSGistps 1 t?2iGamummcinfiyt3JUfijswj?it"{pSR5stHSWRtsi(RtirriJiRu
[RtiIHtIimNGStiG'IfdtSISig I HSWItRtiOfrl{GStiGfrl Poppy King t{RR[RHinssfc
RSSiinutSHH8JunuwxRNntnR'Et39t9igi 1 tsintittjmsstmtiwHtmnumnjtftgfins:
M uGStt3mnG2d3fnjtjitisgfinfWIfitsHs mtjiustdifu  ijfitHHRwInjGfciefrRiHLjftjG

tSHttJIffigaaiaiSIfjamJLRUIRB tRHISmimnGggnfiSWm (Many Strategic
planning concepts can be applied directly by those who wish to pursue

the entrepreneurial route in management, but with a different emphasis) %

9- Enterpreneurship? (What is Enterpreneurship)
Gtmsmnjtss tRHisstUHSLtiJtjGS i ggitmnii sunffitiifioiRgasiaRijutBR
HStjSHIS (To the creation of a new business) A HfiSSt*RtglttSutlflti
(Intentions) "~03H8HiatjIWUIfRSM8?fi543JRLSnjGS ?S3tUmnSS8WnmJtnUtSH
I tsltntUHSMijtjitjpaujununMUi(R3 tRfjURtuimHtiGtfi

munS(Bold) (Unmultl5RinGiy|R (Innovative) tc3fUUTIS{Utjm (Venturesome
and risk taking) 1 tRtlpSmumRjtjIWUILRStglsaHSfisniRGRIG 1 ttMtJRtINR
Enterpreneurship tjitfiuttuijmiymtuWtsinvitsisyRtutwajn*rnw tuimutnni
IWGRIRffrmuwgstnHJtDNItGsigiylR  ttnm5sgiRg”™si3GStns?dnjtRfintirns

mu (As a process by which individuals pursue opportunities, fulfilling
needs and wants through innovation, without regard to resources they
currently control) 1

tRHSJRfpQIRIJLRULRtIHSIJUJRGRIOIjIHtUSa Enterpreneurship 1Q 1 tUIR
h? ntbm8ustHSHN[RU[RUH8"sNiIRGMGgiviHwwg™wui | Bstmstg i oririsis

tfitfGSHsmsumtuRsmGLU”RMtsistg 1 Hfi[RU(Rtty3JUIRGmGtfttjGSfmstu



tiQisiSv3HnmluriGmfimjHBjnjtuCuunfriitsini3firii2JnH  sasmrivnjfintnm/i:
tin[5s i

tRHIt5H1SMI/I{RStSInttHafnnOTW  StiGUIStS? QtCUtUGtIMSMCUINSSHI
[famtwstiSHsmiuwimsiicumPijtfiwidips A [Rit3fUHistnOTsfujts1fiami{nu[fit3
mtirm Peter Drucker tAESIUISCin tnStCUmgjtitjIH'IGtfIS L mmijunUHnpU[Eii3
ttjssn9fnwi2HjtGHtE3cu| tuimSa5H8[fna?ii}ntiih8t3HiaH?j3njt59jmfii2fu
tkti/rmg fefeygfemGgimujmmmitisnmntifeHtgffn rnsiuirin'itfitsstfiwnaji:
titmgiaaHfiTRUfR"njsiGfrmjiwyj, siGfnnysrand tuiwGCUGfiHfermfiH'iG
gfdjSTiwysuis  (Predictability)  ttJimGtuGgjnjistosrnndG?~mmsl|jiriu
(Status quo) 1

?fifrmiymnjJUW«inR Drucker ssltcumrijtjl Enterpreneurial RHIGG
§I2IMSI[GS] 1 mmWJI?R[RUStISHSU591tIHWWNHR (pU(pt3WLULfistUUMLI
pS (Entrepreneurial type) IUWMGR[UtWIN(yifiSHSUTISinfitnrifi (The
trustee type)*! UUWrusstgjfi mRJtjIEnterpreneurship [fiftnstmyutfigtgl tuH]
tJjunurirnJ3fI3UtBRftJIIRfaUltpa (The entrepreneurial spirit in large
organisation) tSInaHtimnGytU 1 festU Enterpreneurship nmGG'lUtyfiHfi-
smwtifefnn (Autonomy) atmingJtftiJiutjia (Riskiness) fecuutimslntimnj
Enterpreneurship GISISjtG * nffCTIsftJIJR Enterpreneurship tSS tUfIHfUJUtai
nt3Ht3fNNGOcinti5 % tTfnstaiRsiauijmfRTRrnuiatiJitxjy TRHUiatSHntnriR (Al
financial risks are carried by the parent company) "1 GJIUSttintntG Sv3itnt3
auwgiRftiinufittJiffiHnMfampa mstGitrntiJ yt*mwfeyjnmrmcui % mms

ttARfituntHatjiGnntiTfrinsitJtjijmfRtSTIM A fetftmjmytiiiis:ntiHi2nmiyris %

b- ab5Sbaa:}S5ftb&b$53085 (Characteristics of Entrepreneurs)



Entrepreneurship  RmJ[WIF{{jlJ
tuntlhRtjIHtMUNQTi:SRFITI[W (Psychological characteristics) tuCUWUIJRS
siv3SjitiSHISUQm i HmGsstsctjnnpigiatssiRftjistfijnttSn] i mHHisrrusfistG
mj(Hard work) mymSSSnG~ttSssa”Self-confidence) M8BsUJH(Optimism)
nj?H\3tSR(D etermination) tt/itI3Si3mfitsIHNCU3W(A high energy level) itRtns
nmum”~tutusmsiniWtMUSISIFIRCUnNnii:JUMfai/ILRS (Three factors regularly
sit on the top of most profiles of the entrepreneurial personality) 1WULRS
IRffNIftINQtnSWatinj (A high need for achievement)
fCUARISUUSIfrR (Believe strongly that they can control their own destinies)
tuitljs5s(Ut3UJmunj(tiratSistg (Take only Moderate risks) A

miLRTif{{"JHit3XG§jtt5t3iiMRtnasImnjjunutiigtgitnjwiJi{Rs ii wuijrs
UpSljuUtfigHSWjafintij (Independent types) tufUGP]QRggCU3W|R MCJimginj
IWNtSIS[MItISUCTp (Personally responsible for solving problems) RWR
tRItmtfl (For setting goals) St3WnGtmmtt*git3tSS*05fnJ8fi3{yi3t{yt3tCJItl]3S
tR (For reaching "these goals by their own efforts) A tR§jfil CUtEUfnnQfintjj
tt/imUSGCt5GREjUISUSTaj{RU[Ranic5tmS18tg (Not like being controlled by
others) A tgiSUtjIfFRSsMtCIRSti[UtjtUfj mMRHStHSMNHMUCUtGSER[yt|tl3ttjitU
msRRtsistg i tRuhsiytimtsintimcuiigw: ttiraiRRRtfrRHIG|RULCfifctnsti3
cugticu i

RfURiat3Ixc5fURIui:faHjRmwfauiiRsm9jtt5t3Him5Smiw!yistnsnjtihti i
sutu  HSMjtawHiacjRfURCin:xums8HstTimsmg1lijisttinBR?£3n3HiSRinnniGR
Sva3titls5jt[GStg (Not likely to be contented productive employees) tsIRti
finjSInH uwiusjgG9 t gjiu ugtfis si3mj|RRnsRjtdtufintIsgibitsstrintgitm
wHiBmuw”m58jwuiLRs3sfaujia5GR i ~T/unpiytuiH sacuRsamslIfitimnnu
ISHHsfiacj*njgswRitnscytiiHmatiGiRfURCinituuHRMUIjRS i ufuutnmSHRIiJ

tijmintiHmMS tuWIRLRUIRt3tGYj"HISGRGtiLUt3tI3 Si3MnGUftRIIMSTIUMXR 1 tR

«3i3



fnj(utjtutt3cutfiajnjijiusG”

(Impetus for Enterpreneurship)

tRnttmticufl}niHswjHin9jtsirifdtJiiRatna? Bntin3[mgjm3curogtinj

JujGHUt3IH[ftriw stiiimfrmwagjti ¥

tgmmww jt*wuijpatipsast*nstsiRauiujif TifdttJcuHisfTijenLS (in
supportive environments) * 91tiftJJGHISIH[MIrij 9ltitSitingtutwgjfc t{pg§j
GtfUsfiit9itwrnjnv3mnttG8St)v3 (Self-reliance) ttlimimstG (Having a go) 1
mnGtjmrluntisssati  ttSuiwuGtt*RStiJtcJitiJSSdatjinjRinsfinrMsistBlnaTu
tgwgitinnss 1 imslgaftngwitjjatgjfi tfrtmHgteKHjfigjtistisnfwtiti mi
UnSmMtnStRtHCULttSnitfltjIfnJHIHLfijHtIS (A disgrace) "1 frmsstGSjXRHIG
nsjfutnsnrnistiJHtcuwnHfnnfnutuuHnfouiLRS tsigngwHgmrij sfcnmfcmw
Gjtl 1 fSIWtfllgH'UHWI RUggSfntUtgltjIRUSHafUjGHISHnwUIfpS (Pockets of
entrepreneurial subcultures) tnfltmRHStitgstgialptgwHLftnw facmsligtais
HmtSnitjIWRUfnntUUWUYIpS (Entrepreneurial achievement) [RjtilStmwn
gnGGtsimyTGUJU39iIUHWtsi?nuGUStisug sagrpa i

~nnyifflfacutftijffmg tginyiSGytmnujiawsistsinarniHisrignmygitSssi
mriuuHfiwmpsiUMRS * fat/i{fRSfnHGH?nms8nnuiti3?unj*jmtt5ngfiGRtfi9j
wnGgjmsmnarintjj niimggnjSMigJttuwRHfnniuMtR i

MUIlIpamUGHSNtiIH3MJRJ (Role models) UJtmmSjfnH GHfltSIoGtHR
GtitpjtiG i tsitncuHntiSmuswjuintGHumtymtjimGisttjiGStij  tsistfifni
ugpn?jnScTitfi smthfiijffitmsfmthmGWUGigltns i HsthmjHmmtjcmg

fduipatpatmGfniuuSjgadR umaScifUjinfifat/upa i

4o



GnijGWtHjtttom[mtBgingmsisttfafiHmnwuiLBs ~ mgmrnwtujwuijfis
msnHSHN "SLffjtinugnasltiHRRtjiRlJtianufiajmcufritiJiugigngiRR A ttfitUMiij
MHGHmMmjtnui8urnj{ytjimjnwigitffinglQ sm sbg6 unsrnnirimLwcutjitHsl
?WRS9miinutSHH3fiacstfifijRtui:MUIifSsi{psinscunan:ijiMn«frin tennrifi
*1JItljtnfiiSjfifi3nuu?iri5Ss (Tend to be a recurring activity for certain

individuals) 1

Comparing Entrepreneurs and Traditional Managers)

mnmfus d-lo ftnautnj6iuiow8ia988jfuU3wtiiTR3 afcHmfiU T fitituumiuji
(Custodial) majinawunBsin8t89jHisfnri(yjutu *wgimwnfmtintfsngmw
ttInjHis [
tsltnwttyi3Jn9mwagiatsstps?R (udraiyt*si*Hmat3MaM88iatjijcTnfRIUMtR
(Put their personal financial security at risks) A ifISIS[RHtSIf1tiHgfrinGytl5
t[pstRnnt35s§jHROFI*LRN uutu™nti5 A" tImHf18ntli  ~Aswisfnn[utimtt3t?ij
crnfmumsstg (Financial wagers) tt/iratfignfrfritefinfiGims mimmjatiH{fn8
JULtU tUltmtjjwfltirnJUnSw (And rewards them for minimizing risks and

avoiding failures) #A

fnntttros d-lo: t(ujuiGjuwtnpaatiHR(Rupa”(yinnji

WUIRS
fniutiwgnGR8W8is  miStgjttdisismgisujjtiigjmaro anntijmn SrnwtGtugR
Primary Motivation fmitjfRHOTUtinj tittARTtinrijffl BtnnmsititJiimfR

URIUR UHIFTIG 2
RimfitnnKfnn miwutitnstmnjunntiwnujwitnnjs  RtNSTURftNWESHS\sm

Time orientation jtimntuh ti tgi 90gi t



wifiHfnn fantiimi99CUBFU(RT st3[RRnsfij fniQnuygjm”~mftcij

91U (Low) CUB (Moderate)
Risk propensity
gwjs:mms Ujjfdflil ggpltUR (Acceptance)
unStu St3Rinw (Avoidance)

$580iS$$gs5 (Strategy and the Entrepreneur)
wui[jistnuHsJRtIJISIMLM3MnJ5ts3cuHn[RU[RatuumltinGmRtujig i ir
mGtufutiurpfnns2tgirnHfumufutmtdi2 TfiritiiunTit4itijgfiTiTww8iS9 <wmucu
mnti d-cTD i
ifriwmjwnjn5mn&mfa
M MuimmJtnSGStns(Availability of resources) ".SSimJ(Inclination) JUW
wtnps R?nHtNsmtinfnMi3?m9jtiisMm2tyjfitHtij9mca 1 tsstnsitecumfimsys
WSISuGfisfitIHSIStg 1
fAtnrotStunScjgmMnStiJ wui{5striut8ujntHtii“t3ujginimnfuiar)ti8
ng§mansis ~ itfuuftmHRGIfttuwfnR  wuipst tjiRtJImRHIG Sitjujnjyttiritisfi
g8mfaxsigtns fnjwmsstsjfi wuipsusmGiuijtuiS~asifiuacutiJfnPi ~mw
inuismSn gsingst3[5fini ymciMSiMnngngfSmgui t5H]8jH3iunfrms3i[ffij
tglusyis i1 Mi/i{Batipst55a3tiHsnGIim8MRGjiMnnM ?tira{yj3itiotc T mtfi?iijffi
tiGtfiud~scj2fecLynsHntGmiGGtfia9omPiHis9fnfi5ifistnsymGi2GAt3nIN%iijim
HisSmwtRHtMfnRutgtsintirnjJMtnstnun  6ni  tgjmgl i uhi3njnrjMui{Ss
1j3wtscuuSni9fnfiStnsfnm”6in samiRitaSRjjtimn~ijimnsianiJfsitangsts

[tjtitfIfckSjfi JUWM 1

mnmcus d-m tutfiuisucrmjitijgftJiTW

hnyniptatuu mluntimfitiy win{Rs



tR&{nti[RtiG8t318H38? iRms§mwHB8s?

IRJGSIMHsmAtuntuiRssifiQStiJuw iIRssicjmnpttindsnJidhaiHG?
Htimmgisvigdjij? tG8 [GBfTIIGSGISH?
ISSTRAGtIJItItHGtuHTfriRUStIISTNB IRS|RUTTitdItUtRtnsmitit)GIHG?

fugfnnjuwsntimn8mmii?

tREMFiSIUTIHtUttinIfiSH[faU

gicutfiwinjRsijisifittSij*fnw  stilSsinimRLUsujitjsnh  fgufnfiHiGtuj
tgiBfinGSGis % ?RHgfnmuMWUIiiBsRjmHfUGstnstj3aj[RffnnGtguRnjiRjmSn;j
iIGgimtufifiyn 1 mnGr$GtsstJtHtgisttlGiuMHNfRUTRtIJuufTTjtiriGmRtijnjJsu
XMRxFiiG8Gis?ucmRins 1 winipsiipstRtGstnjnjntiuitnwtnstuinjGSGisitInjins
ms i trowntsstgifi xsitnfu*nifrmGijifduiTRSfnstRinsmjsuja GSGiauiimfR
tE3WH18MNUIS(SE3nfTHLUJUIJRSS (New venture) tnStGjt) 1 mmfSfGJtifS
IJJHTIJiStifUgSinw (Venture capital firms) mStfiHIsmnGJIfiinnW Jtflfitinifr 1v
RBRSHtMRJtjigM~HIfiuUnStS18(Promising enough) IRHIGIJRgSGISMnuStnijij
mJGis 1

GIUCTIU tSitC1CUguWGBSGSG1S(The resource obtacles) [fiftflISUtnmtnW
paui{RsmGUjUGIG8iIM88 ngmn HSfiy ttismnGStjju stitgmtijtogjmtitu
GitnGWnUHSfgmgfirifWjH (The overall strategy) %



FiC-UME 8-1 Levels of strategy

Corporate
level
Business
level
-F Strategic *; = Strategic" m Strategic
fji business.™.-; .. business”- ‘v business
unit L -C, QE«* unit2>*- *V . unit 3 &

Functional
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FIGURE 8 2 The strategic management process

2

Analyse
-V - the
environment
e |
organisation s
Current mission,
objectives and

strategies
Analyse

the
organisation's
resources

Identify
strengths
and
weaknesses

to



FIGURE 8-3 Identifying the organisation's opportunities

Organisation’
opportunities
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Anticipated growth rate
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Ta 31 E 81 Miles and Snow’s adaptive strategies

Appropriate
Strategy Types Goal(s) environment

Defer.Jers Sea biliry Stable
and efficiency

Prospectors Flexibility* Dynamic
Anal> sers Stability Moderate change
and flexibility

Reactors Not clear Any condition

Appropriate structure
and processes

Tight control, efficient
operations, low overhead

Loose structure, innovative

Tight control and flexibility,
efficient operations,
innovative

Not clear



5-5

Forces in the industry anjK sii

Threat
to new
entrants

Threat of
substitutes
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T~5 _E 8-2 Comparing entrepreneurs and traditional managers

Primary motivation

Time orientation

Acto ;n
P-'sk propensity

''mew roward failures
and misrakes

1'adinonal
managers

Promotion and other

traditional corporate rewards
such as office, staff and power

Achievement of short-term

goals

Delegation and supervision

Low

Avoidance

SO

Entrepreneurs

Independence, opportunity
to create, financial gain

Achievement of five- to
ten-year growth of busiiit
Direct involvement
Moderate

Acceptance



TABLE 8-3 The order of sere'egic questions

Typical Typical
bureaucratic manager entrepreneur
What resources do | conrrol? Where is the opporrunirv?
What structure determines our organisation’s How do I capitalise on it?
relationship to its market? What resources do | need?
How can I minimise the impact of others How do | gain control over them
on my ability to perform? What structure is best?

What opportunity is appropriate?
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HSSR573SfT3LL)S

(Foundations of Control)

{fjuiiuntui §UGI)i[iUfUiui :
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yjunjb itistifratitDargra hini9

srmtmitnBUfstjtinssuB  tfftfnssisLns&refifnn -

O-ntIfIfitfISHttiCmUTItjl (Define Control)

b-nSjfUnynJtt"? LHWStjIfnJ[RnriSTijULSTiTII:M81S(Why control is important)

m-ntU1Sin2tnjijmnSfnJ[RfinSRj (The Control Process)
A-tUbttinmngW mjfiatUtfiSSiaulsrriJIRfinSRj (The Three Types of Control)

(s-ntmRtnsnnmmmttiCUHN{fiU{RamGtRRnS?ijCIS(The Factors that Managers
can Control)
h-nanrithanntiImmjfimmfmtfl sttrunstssmfnngls"Tuwsfrinmwtfncuttjl

(Contrast the Organizational Goals and Systems Approaches to Organiza
tional Effectiveness)

nf-nsinjnsmmnsHtiTtfismTgmsfmTwmmsmwgmmsfmus (Explain the
Stra tegic Constituencies Approach to Organizational Effectiveness)

ti-nnfisificu?i[ui: wyiRSISI tSTUnSTRnriSRTuyiSTUW(gfrin (The Qualities of an
Effective ControhSystem)

<?-nsjnjriHfUSuisit3i tHfniiRtimjrissijmffitsitilfriciHsSttuiimHtJitunujuiim?

(How controls can become dysfunctional)

(What is Control?)
mj{RfinsA\]HiGnfuifitdistji t*"Stnxiimnsmjiyitycufiifiufnnmsi tBHjtnm Spstii
wnufringimsis [g”"stRnntitRutnnitgifnymn{mt3gfi tuimnt?iSttiJijmnnRjfpanHfnn

gimsis LUMStUflirmtISI7MfittiSfnnSu (The Process of Monitoring Activities to
Ensure that they are being Accomplished as Planned and of Correcting any
Significant Deviations) "1 nnJHfi{RU"i391i3HW{RfGnnHf3ttH3ttlJ{fifiriSRjgit3HW (The

Control Function) igisutftHgmnjuwsswnGCugtaromjtiiJtnsmmtismimtfiti) %



ujuujii SUGHNHiin angrH h wiiig

HnipupttHajnGStitrJitiinRipiJRtji  HgfnnmwtRnntimnnimiUiJtnsL Hu"ft/tij
(Performing Properly) njsyTItfitRtnSfimmHttl tRWRHfnnHgSttinjtfSIG  SbRIStGRIJ
ItUjmGjunJStiCUI"mMtilSmittingIStiMIitJIRCUIR (The Actual Performance with the
Desired Standard) i }uns(RRnsRj8His[uwsfnncrisiR)stri wnufnngi®gjitu~rftnstR
Utnn]mHmMGJ1t"mtt3nJS1CUNStSit3CIimIWnt5tinn5t"mWHRTIUS( In Way that Lead to the
Attainment of the Organization is Goals) 1 nJRtlh:IsStUtuniRnPRtnsn{yf5gfnn

ts{uns(fjfinsfij Bttl ISpnaim:MIWI3wmJMni5tmWttHtasrotUUnni (The Criterion that
Determines the Effectiveness of a Control System is how Well it Facilites Goal

Attainment) * [Ung[RRnSRjIdCU[MWJ RA{UnSMUtimmStRt{gs§jHR{RU{RtISIWtIG

tmnntiljuw&jius'i

( The Importance of Control)

tgisutjitRtjistGttisfnnGtuiQ] [nusiaHisjGSifdust2yjfajci58jwuGtmcuttJISHis
JUWgfnn SvIStITIBfiHISfriJTIfigiCTI SbuRSI (Directed and Motivated) RISfURItItG
mmsiusmsmsmrasiHsjntitji fdRHfpngimmS8tns{utfiRtgimHtdsmj ttntm?ncMul
ttinjHR[RuiRtiRntitRMstMatsis tnswuGuriffi ytihamms i

HiLMtatuimas mj{RRnsRjmsfiru:w8is t*mcmifi*GiuiG"jgiuismifntnRtttg
fdttIRU3tny(RU{Rv3 (The Final Link in the Functional Chain of Management) %1
RUESRtHtSRIJFRRNSRT nt3tdRtlhaw31StSiRagmfiSSI3JUfiiflljlum StiRUUItjSRIJ StiRU
tUtitGRWRHmn (The value of the Control Function Lies Predominantly in its
Relation to Planning and Delegating Activities) 1

tmtUttJl (Objectives) RtjIHCUNS{RStSRInGttjSRIJ(The foundation of Planning) 1
tRimtM " mfntFIRPRRWNUHR[RU{Rb (Specific Direction to managers) 1 RtjtS tUynSffi
ujunununtmtfl iiSmaRT "mH”figjuwHRggfumcuinHmmcu~tmsmclitij rhshisrij

Gisitsi fdRHfnnmsiitifUGItnGtsis {jtftnstmnmitgjtin



ujmijlo 3CEFHHLID Dngra h wiig
“jdsmfttiftfStfntsjiismiffftftR nHsfessisfi*i*tnBSR/AsrRds& ftxoiB Sfmft
8fiSFTKSAJ[j”(The best-laid plans of mice and men oft go awry) 1 HR[RU[?tt3tiHIS

{uwofnnGitnQ[RftSmjmHuis (To Follow up) UjBjtnm~pstfi wnHfnn smenratfifacu
tnswsfitfi (Rfmsmnni stiwntiSjtnaims ("RdtFi*tetRmnnitus uiitmEncmtfltsis
mnsM titsftin

tsintimjnmnjimwttutiwnfi*nitgnsmRgstiURCu (interpersonal Skills) rata
WittimtSnitfl HR[RU{Rt3M{pStnStiU[USSTnjnjninnt3ITindJHtiniG (It Difficult to
Delegate) 1 HtmUIfitnsmJtUtnmS8(A Major Reason) mWGfifraglGtfl Hm[fnH&fI9
stranHtimmglInunmtfsw tdfustatnuuRtmtUHNTRuiPitaggfusfaTR" i

JAMWEHUIJIRESS  HISHn{RU{fit3I tIpSttinJtRt3tRIUt3tLUt3t5HI1J}im3Sat3  \u\llJ
ttjjwfltamntiJHtUTIG (Avoid Delegating)l U?StfimtSmRUStIIfTinjnjn (Reluctance)
tsstns (UM StuHn(pu{ptitSti[ntitmtiJtnssf{yns*RrisfyHtij8insjuw9flici (Develop
an effective control system) 1 fUnS[RRnSRjtUUtSSH1GgnjsfnBtTIS (Information)
Stamigsunrita (Feedback on the performance of subordinates) ntugtifUfnJtaiJJUW
Hm(mHO9figtt3tuggcuM §Htunt5tututnstdnmmtsis ¥ mytitmuimss {uns{RRnsry§
hisjuwsrici rhisrju:m8ls ni[m:HRIiRuiRtigjfmHtiiwgHnjrra8jHMLmH9fig*i ms
ftfitmUUJtsl  Gt3tgTimUt4nHR{RU{Rt3{RftRggCUBfa[Rf (Ultimately Responsible) Gtms
tMtSRMiStIditiiHM{mH9fig8sras  yrcsHRifiuipfcnigfmjufr  sfmsmnsfnjgsucrnta

(Also Need a Feedback Mechanism) '1

:(The Control Process)
thammnsm?[fifiris?ij (The Control Process) JHHIsfltJhSthtijto St3tuimt9jfinRI
(Three Separate and Distinct Steps) R
9-mjflWwWtannjgtiftthmwmSfnitfli (Measuring Actual Performance)
b-t|UjUtGjUCUgtiWt*"mWit3tSTT1IvringiSi3Wi3ulUm (Comparing Actual Perfor-

mance Against a Standard)



ujuuja 3ofibiLitu Ofigna h wag

m-cin?tnsfmtdnitiULFia tSujsnmifnnfcnmjsisi y Miulitticuaspuyns (Taking
Managerial action to Correct Deviations or Inadequate Standards) 1

ussMriCTinintMUHRNfitjTissHmM”  ratiigfBmji  tsinAStnJijmnsmjgRrisRjm

tjISfdSfitil ftftitikKSfUgtiromJttl? KtfISIGtINGtSItJiffl (The Standards of Perfonnance

Already Exist)1 wititfKSs Rt "tmcut**ncijimtlwmfinGns?stiujm G jufiwtftinis
(These Standards are the Specific Objectives Against which Progress Can be

Measured) ‘I Mfit"IRftnStRUtSNtMSIXCirotGHStINtSfnn ]]jfistUHN[RU[Rt3t[y[niW
iGfmiwijiuiptittJiasttifitwttnwtJJI (MBO) innKSistmcmtfyisstmfi tfirntfcutfiunScu
ttSnitftffIWti(Tangible) HIGttijtitflfiG)S(Verifiable) UJitmriGAIWWIIUIS (Measurable) 1
tsintimnjixss yqujtnGjuGis #
{UMStuHRIipuLRti5sHSTRIGpmLwipuijir2JitlJitim5t?nnjtEJl (MBO) istsiswijtfi ~MTicus
tiCUt ntmmsmJtriJttitUWnGGIS tdtunnj?iU[Rai[y[niW (Standards are the Specific
Performance Indicators that Management Uses) 1 HCIKUIfiJUfijtvd fiGtiUfrifntj'l
MfirmssgftnswtijuGitatslinausaiitstnitGttismj ulimmnmtisfrm_ss [RfttiiHS

fnj[RFiriSRj

$TB>30i5EI53  r(Measuring)

tSARIUIRtHItDttSnifjl  IRtUgdWISimM”afnrtniHia (Actual  Performance)
UtimtSIS HATRAUTSifcTfifmtHHItNtfISSTnfitflS (Information) HnfTUttmSIs * dtGStitinSSG)
tsmjjransfij RmjfiMwti (Measuring) i tncmsscntStififimtucu tmtiStifiwwiKuunjTi?

tliltutfiltUtiflfijfatiH? (How we measure and what we measure?) #A

6fi6gg3S? & 5gggfes$3asn?: (How We Measure?)
iyfinjHRiyStG1t3tSnRHIS (Four Common Sources of Infonnation)
ffinnpmEJItUHRIpuinti tSyjfIWWi30JStjCUt*mwmSfnmtncjmi*m(To Measure Actual

Perfonnance) - fTIWMitHNStHEIS (Personal Observation) JtfltUfnnifinwB (Statistical



Ljunb SuSREifitDongu >+ rig
Report) (Oral Repoi-t) smtnmmijcuitjinjitiffURanHnjj (Written
Report) 1 {UfintSnfiHISSHaJ' JHISGIUItigl® (Strengths) SbGtlJimSJim (Weak- nesses)
nmsmjynumnjt*HmmsffUfingimsis (A Combination) sbtSgjHisfru
1?iatM[ti3flUfinit3nJ98Wins (The Number of Input Sources) ntiGtfrfnn[ttntifmftm3rru
gSCUpjfimfiHIStuCUHIBmntftmstilS (The Probability of Receiving Reliable Informa-
tion) 1
“mf&rtgfiSGfIfglflj” (Personal Observation) §jHISGttUIs2btfICU SbGJIfdCtfIWri
WfiHfnntjintWb (First-hand Intimate Knowledge of the Actual Activity) imcu Rtf]
NRHISttJICUHStnShTRWnmGttfim muiUKHfiutg (Information that is not Filtered
Through Others)® mJWtg?itUWtiinjHSnTIR"m5tUtIScjWSt(pSMSnwS1U (Intensive
Coverage) ntpsgitiCUgtjiCUmJiriJfiGfnty UGI3mGS8jtmHfm\5ni (Both minor and
major performance activities can be observed) StimjgEUSmWu£EUHfi[RU|t)v3cytflSui3
(Opportunities for the Manager to Read Between
the Lines) 1 mJLRULRDbttflIUKtSjGStSngjti (Management by Working-Around) HIG
mumntnSfAnSSGtmsSISI (Omissions) ygnysttifuwttltitgjbl (Facial Expressions)
UfnnflJRtfIfiMtHti (Tones of Voices) tufUUSmGmumntnst*m[tJfin*gtgj?i (may
be missed by other sourcesj "1 ytStFIHnfdCUtSItncUtuCUUJHIONtSNRHIS (Quantitative
Information) ~j’tijlJRIUSbfTinfdRIISURtms (Objectivity)
GISGlIfigntfl til{UfinfiG8H5tffftni (Inferior Information Source) 1 nfitnsfanJtjISHfinTnJ
WIitimStUtfICUtSS mQggroJbSfmntWHjb (It is Subject to Perceptual Biases) tulfflfiTU
mimniramsfa®mnmututScuraniti*mHntfiutRtiHin msniPitgjmucuusuSni % mi
fittiRtUtUMNCUNUDbtMtISHISFTIIGNI TItmnfUSt{SswinWSIU (A Good Deal of Time) 1
Gi3tpmugRIGpm{WtSStRbtRggCUIbmiPirifdPnnjgv3gfnty (Obtrusiveness) suiuSr
nGUfi{ftntmsi RiJfdtbRtynjt titJiriHNLRULFivitss (A

Sign of a Lack of Confidence) UfnjnpGfitCUSttiritjfi (A Sign ol Mistrust) A



ujutdjti 3bGitfsaLritD afignu’ h wiig
mnjufpwnnjgjtihtisnjgfiJiuitsintiftriussisinmntuuGU|jStss  GistGtmtiiHfi
{RUpiam3tRntJttinipStgadtgitW ItntDmillfiljIM?5 (Statistical Report) tuHjfIWWti
W StiCUtjimMtitammtnnimJtnn  msaumo/ifiwwtl (Measuring Device) fTIHim:
juitumjniiwfitss SstHsmfi{RHcugtinj?t3cuttSniHrifinnjgj (Computer Output) moms
tgi JCnmmjfUIt"WRmt5"RSW[fntIfi (Graphs) ufruJtUSj]{fTIH (Bar Charts) UmtUS
fnygjtl (Numerical Displays) tUTIHW ?t3roHRpUIRmMIi5[pMISqgfltDRtHNnnjgtiWtSfTII
Utncjfnjtni (For Assessing Performance) 1 tgisStjigsstUWH (Statistical Data) msffin
tnm[Wfun~fnnHnnt5cj satFisyuwgfnnnafriJu”cjngmfissasisim”tiJ (Easy to
Visualize and Effective for Showing Relationship) GfiyiSgRjsfflfiyiSfiGfnGtUhfijHn
wnyffin (Limited Information About an Activity) 1 MRH1ltsnmminntnStfi?MtlJ
flimsy (A Few Key Areas) yU3GSSGG tt/imt[SstRyStHtnsynmM81S9d'tgtgj?i (Other
Important Factors) %
tfinHitSmumfinnyistnsmyim:Jtaffiminfi*wyimtii (Oral Reports) tmfunmy
Jtu:w|wg (Conferences) mjJuts (Meeting) mJWSmgtljySFn  (One to One
Conversation) yfnJWSSimygiwn (Telephone Calls) * fTiriHUUNttftjCU (Advantages)
stifnnysmamtuticu (Disadvantages) tdcuyish”"SfiMfdamgtiCumyjirint* nTnitiJpnjafi
AniyiRyiscuntui:dGmsamjfgtgmyfu”injfen tgisuiTinRHis Mtns tifijjrifantd (Filtered)
tt/immtliti) nfiynstuRonryiuJuiw (Fast) Hsn™ §jyismjgsunriti (Feedback) stirru
UtmnimnjtnQS (Language Expression) ymnnjntflli&IfCUti (Tone of Voice) t3yjsi8J
yiSmjmcimHRStU (Meaning) % fryufiifmymemtimtSnitjl RfUlJupG (The Major
Drawbacks) ntimtuhyfmfilumsmjnmmjo/itjifijyimss Sunrammgnt~tinfiiiJSfrm-
yioOMnumJUCTTimtmtiinjntLmm91sj R (The Problem of Documenting Information for later
Reference) " fitnSfdyfifnnttifiutGfilgjl (Technological Capability) JUfihtGtifltiHgjtiflJ
gwfqgjjGbitymtinss tasHSfAsjmhlsticumfiHm ttinjHiGtmunfifiRynGis ttfiwyjwg-
fans* mmfnjM~injyifi mymitjfigRRtitSjmfifiyyti tuimjnGifijiQmjiHGijstii imnu

dGtjiGiswnwjtlinjimcynajiHfijndi %
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njgtirotftmwtiismnftnmmi&u nmGtHimtRfiwfahtnstdj tthmitmiimycijitfi
njimcunanHnjj (Written Reports) % JtrimmjntocmmtuntuiHnjJHisnjntuirtBRtuif
(Slower Yet) tiGfftIGimmiltfiwmtiJ msftUlShjRt\h:ti5,mj (More Formal) tfltimi

MttjmHtutfifu stajtnmmjcintiicuinR % siatuuustss (Formality) tiininnnu ntns

SmtuJttl StiGJIIWOrifij (Greater Comprehensiveness and Conciseness)
AmwCutRjnraninvimmmjn/itinjHiPi i tffiwntsstsitgfR  jtjitumjaiitjinjitunjnn/i

Hn?2J?2nHtSHfnUtifrinti' it TWCUdtUmJtjaTfiaMRJ StimntiftitflfiunTm (Usually Easy to
Catalogue and Reference) 1
ttfimfiRJUUUJCUtSnanfdHjB StifiCUlluS (The Varied advantages and Disadvan-
tages)tS{UrtnSUmM”ndIG fijWtiSi*yS[]JtfiS (Measurement Techniques) tSstSIntiRG
1JJtilSrifisnj tmtDtnS{RUS$tit[thm (Comprehensive Control)

LtnwIGsiMystssi

6CTSESS8f>'3f05gi59£52 (W hat We Measure?)

Stn?ijmnsmj{RhnsRjhhScimRmj*wwhnuf ” (What) tss(mtflnjthwsisEnti
(Probably More Critical) tfltin “ttffjtT(How) ISfTIfIWWtl 1 mn{2wfifdCUmMiJU

IsgtlJSW (The Selection of the Wrong Criteria) aiGSIHRS™ultjinuGSGJ StifltiwsdfU
utnnJfTU (Serious Dysfunctional Consequences) A1

nt3{RU3tin§gOJSCiritlJtjims:(To a Great Extent) Htdmtt5t3flfdwi)SaR[inRtH1tiJ
nSnith tRHtsittlwusfdjtsiRhMius shnjitinutGtaimwtJGGistustichgytms (What
people in the organization will attempt to excel at) 1

n5nnh:IsGmHmMGSSfdnUfni{RRnSRJ (Some Control Criteria) HIGmmsIHSfR
tnSFRUWISmMJtUItSmIFRULRb  (Applicable to any Management Situation) 1 tfl
affifluan SSnmwnHmniuMHfittfgim:  cuntui:
ISQltUI-U|tBG§S thijnnnnvigfiIUWStanSfi (Employee Satisfaction) yHTfflfmUIGfnJtnJ

(Turnover) StiH?RHIS (Absenteeism) HimHItiJtRffimglIfINMtitnS 1 HR[RUynmwnti
1-
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(Budgets) WnimeIsfriJgStU8W[Rme§S(Areas of Responsibility)
ttfwmsnanmmtm} i mnytihtiamtHimmjynmmwfiRti
(Keeping Costs Within Budget) ttfimtjlI58fiJHJIHjtjigtgiHtU
fanU?5(RRnSfiJtI"mftwfdt5 (A Fairly Common Control Measure) 1 msnnjyjns
J*RnSRj8|}ULtji3tItFimtUUaJTimdim (Comprehensive Control System) RJ*mtUHIS
mjggnJWIWfnnttaja®m (To Recognize the Diversity of Activities) ISWfiUfnnRti
QtIUTIHHN[RU[Rbg:iasjim L HnyRUyfitittiRtiffifiRy (Production Manager)tSIRMD"GJfi
tiwRHmmctLuyniwmjjifijwbHnulynantsafifritdtutiffifinisnaymtg (The Quantity
of Units Produced Per day) UGSSdnmt*mtjffiRniSnaHmt*nbnRinJHtIIJU (The
Units Produced Per Labor Hour) URtgyR9]*tnntncyRtiytlJt]fimtStiESRtIRI (The
Scrap Per Unit of Output) yfnmwtsmmBtedGtjWRtjratdWHfiStjSumsymHimIni
(Percent of Rejects Returned by Customers) 1 HR[RULR"HgmnJdtncUtSinasmniJlJ
ytmufdJuifitTiR) mytyuLUwyssgnnsynfinndnj*mtnsnt®ytiny (The Number of
Document Pages Types Per Day) ys~tsysumTdnjumstgitgRmRngtiisnbymtyit)
(The Number of Others Processed Per Hour) Utnnj*CintjiyGjytSyjStnjijmJ
tfyjlgjfynSISI (The Average Time Required to Process Service Calls) 1 HR[RU
[RMIRStijij*c TRrnmtyuyjiwmjfifyfg~sisi Sct*fnRjtytsgdjindtumutynGis (Percent
of Market Captured) ymytfiyyjy tSyulfiuClJlJnomJCUnsym 9 (Average Dollar Value
Per Sale) yySSHRStiStdfUyRgSingStimJt31JfanumRt3'lJ05fi*yiPi  (Number of
Customer visits Per Salesperson) t njgtimwnumjmnijwnymnmjtnjyQjQSS nmn
SviflfdWtiniSfnyUJyinplGCUrify (Difficult to Measure in Quantifiable Terms) 1
amtfuci/j HRLRuyiRJdyicuyinyismjnjCTRtin tpstTInamjfiwfytifugtinjfnja‘'inufij
HR[fiTiNthj,Ry (a Research Chemist) y[RUdyMnjiyifitjiRmjBfyMbtwyswjyin tdw
tURRywsjiOTTIS!fidtUHR8dS (A Person Who Sells Life Insurance) 1 titSfynyffin
twnRgii*"HMmytmtinRmyfitgithtdfiRGtdQ5yisaSRfiJi:ju _ljthimvthdnszinr'nan'iuyR

fIWfyfltns (But Most Activities Can be Broken Down Into Objective Segments
9
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That Allow for Measurement) 1

UHgirinummQJulmRSiSunjwiiJS itjimu”uuRmmfrinHIfriRgistsisgjtglthwhthi
friRifpsutimsfnjvnj  shwnufnnwstRmGUJgini§jt\2tjRasmGjifijtiTiw  sbHiGfiw
WiitpS (In Tangible and Measurable Terms) 1 tSlintUttJwnjgtiwtilfinnmamJttU (A
Performance Indicator) tdnjWUGITISUSMGnjunUGISmUCUNSMulHItUIfrin (Cannot
be Stated in Quantifiable Terms) Hn(RU[pt3[Rf?fghdn StitpJLINMJIGISmJIMHgtmMHR
(Subjective Measures) 1 t*"mjnRIGISmJtjIHRtSIHRUISIuSnnjIRHSgfUgnritlJ (Signifi-
cant Limitations) RUtglGISmnSS (Better Than Having No
Standard At All) It/iwHStHtnStiHS”nsrnJfRrinSfij (The Control Function) 1 (UMS
tutjiwRHfnntt3tuw8is  mntrsfms*HismjcuwnfjtimjhfdM fitmsnaiswncin"RULms
tgjm (Inadequate) i nttmiutetcs Hn(RU(R™N;RhLS5LWWfunn”®:1sGmtsmififafdawg-
titumJvFIJfnunujUHRESIHR  (Subjective Performance Criteria) % tflfrunfimfimR
(Analysis) UmnGtfGGfiWnGGR tEJItI3ltimwnjniU]:I1s8tIJHRtSIH?i(Subjective Criteria)

TRjggfl3fJinisfmR3S81R8ia9SSm (The Limitations of the Data) 41

5573y(j5565755 (Comparing):

fiurist{yjmGju (The, Comparing Step) nniiRnmmsmjttyjytujfiticugticutjifi
twmsmjmnmmjuij StiWtiul (The Degree of Variation Between Actual Performance
and the Standard) ‘I mJtfUMUUMGSStSint3njgtjRSmjUlJ[RhmnhtMSI3tnRH1SGtms[fiU
MRHfnnentiHfth mfwtminmss mjRCihRnmmdcumGggcumritns mftucmwsisutifi (it
is Critical to Determine the Acceptable Range of Variation) 1 FdGStffITItffnfcl9<£-9” A
mnW XHjtitSwttUMnmmas (Deviations in Excess of this Range) StifTIUJtfTU
twwS8tIGStdRj(R*ggnjs”"mJtijnGRfIEAPINHRLRU{Rti i islfitianjnnmniujuiGju (Com-
parison Stage) HnpU\Ra?Rv3XRGIUH1iytini*mfdMXraSI* SttOMtt}1XSmU|UIUNiI (Size

and Direction of the Variation) 1 HIS afllflwwi umtdWtGtmmtRmtunRSRtSsrnS

tRGJIW A
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cAgnpuifit3”*ncununuM U jHtJisgmmw Lii"SM St?fuxui]gi6  miris  Cowley
Wines New Zealand Ifinn Mike Gfc{nmtnmmTI[Ifi{Utnt3 tSinjtinCUM{jlt/ig9tS?8
sum 9 x~cunnJimrimjnjfiuJRtitsnsatsit* mnjuGwnRsnH Rwmi (Brand Name)
JUTd[fiBd JUfnnG)"-9 ugiCjnWititfl (Standard) StimnJStSmnjfitiltftmMfc (Actual

Sales Figures) (fifitfurntn 9omw) MnmsRjjtfi 4

jysnn 9<8A9 ~}S85J«SsftfS?£raaaa5e55fi©$318iE£A}5a5
(Defining an Acceptable Range of Variaction)

mfiSMUtimtifUH1G99fUCIS

Acceptable Upper Limit. msitamitipiututiJtujntissni
egesti WRMa
TifiGiuLtAmE3 jHiGanrrﬁRcis Acceptable Range of Variation

Acceptable Lower Limit

T T+ T+2 T+3 T+4 T+5

tmnnn Mike Tnmtmunmjfufitinutritsnntfimg? mitURSjHiamRSwuststiitiHttJfu
tnnntnsxffifiQMnfluta uts tmssuissmtfi msfnnfu”Hjt3utLSswsnwmuy(No Signifi-
cant Deviations) ? tgis5tfiw6tinJ9tgltSminjRtiIMIU (Overall Performance) U1S
CUnHfi:HttUTimtjfI5Smtfim(Quite Favourable) Rginfdnjl (Brands) tj1t{SsH1GRjf8JHIS
mitnumjHniinHNTRUTfititdntununss i msGSStsmnwmifaromiSitnsmjfriuHiJHa/i
ISIS H1[f3tumt3cutfirm Mike nQtjlIHIsmUIfUUJpSMfRWmu (On what Mike believes
to be Significant) 1

tRUjmnmsmjnuTuewsis uSsuturitdnjuannMikeHsnnRgiuisus stimjtrmltns
rnnRfyu? (Flow much variation should Mike allow before he takes corrective
action?) 1

10
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fni3G)«™-G) nj9dtutsmjnjn~nutn?8nntjljuwin«l/jis Cowley Wines New Zealand

9(3G«&5)
eg £?7»6«Qg8 6sSft3(|s)

Wynn Connawarra Ertale Riiine Riesling 1075 913 (162)
Wynn Connawarra Ertale Hermitage 630 634 4
waft Blass Rhine Riesling 800 912 112
Wynn Connawarra Estate Cabernet 620 622 2
Wynn Connawarra Estate Chardonnay 540 672 132
Yalumba signature Dry Rool 160 140 (20)
Waft Blass Tramniner Rieling 225 220 (5)
Tollana Camber net Sauvignon Bin??? 80 65 (15)
Tollana Chardonnay 170 286 116

GSStfiwwju 4300 4464 164

RinCUtHjmsItWGTinMnTItjItJGS (The deviation on several brands) tJIStnt

RGRG tuimnfitjlISstnniGUISmjmfi Gfi9R ntfintWfijtgjm (not worthy of special
attention) * nvESISBIS Wyn Coonawarra Estate Hermitage, Wynn Coonawarra Estate
Cobernet Sauvignon nig Woff Blass Traminer RiestlingJRRtiSHSJIpiUWAMSinnwmi
Yulumba, Svl Tolla tBIStBSmUHtUItjSswSfifijSIU (Significant) tulUtS? tSShmilsStU
fufUttIHR Mike jjaftG * HIRfOnTlI Wynn Coonawarra Estate Rhine Ristling tflSnjntgnifiv)
mR9g%9iufrimmcmtflttfcmcirm Mike tnsniuiR i wfnnfnjiuuss mfurumnamitufi
GRSPiuiri "1 Mike tMtiinfiHtuiinrftituafitHitsjgiutjitiMfitfitss 1 Rtimcimss Mike tns
Montana Sti Nobilo 1

Wynns Coonawarra tjltinjRtjCUS1GR5tuR5h5fiu~IQtj1t3tfitS1S fISv3tGMUS
mw”?viutafiurifigncutsmnuBwmmnfignHtiftmtiffifimRv3LwnG9 1 lyMstumitnmss
XSmiICURefillWynns Coonawarra HStHStjIfni ulRGStfint3UtlJSa3:8 (A Temporary Slump)

tsistnnn  Mike s"{RfTmRUsmmmnp9tjtsiiRHtl)sgRga{fiJi  tuimtStHirnfasG
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(miMnsn)JUM [fliinsmRgiu % mjmnjHS[RugfrimicungnssHit5mSRtHitUHisluR
(Troublesome) uGtFIfIRERtHSTtjUIfijttriR  (Overstatement) tSIFWmit[U{ynjCUTIHtU A
afffWfd/i - mISmHSRNHLtU{Tim3n5tWHIfL Tollama Chardonnay  tSStj1[nSfT)JEl/i5s
GBmMRv3JUTCICUHtm8(a one-month aberration) ytjimnn3t9jmsgtjJlifanU[fiTIH1R

tss i a&iBUflri fUMftStiwn{fiHtnsL«i (Cowley wine)

(Overvariance) SRunUJO3HSjpUW1t3ul (Undervariance) fi59?R91H91JcijHISRIJIIRGR

9N RIUFijHFI[RU[RD)L

(Taking Managerial Action):
fitjTisgmtrifiimstomLfnmisStndijmi{RRriSRjRmjtri*OTSpnngn[fiULRa (Mana-
gerial Action) % HfitnufRtigitioptiJ HiGtGmnj2wnwtslntimniTiHtSLmfiOWfiyfTin
9ICTIR (Three Courses of Actions) tR8SHIGtGHI1i3Hfd (They can do nothing) IR
mGtRRJfnjgtinjtiimwRtSRIJttR (They Can Correct the Actual Performance) URIR
HIGIWntHnJWtitilims~ffilcj (They Can Revise the Standard)l URtCUfillJtfISRif

nSjrtfGtjltyWG (Fairly Self-Explanatory)tSIRtiStiHSmRJtfl ISIS

Gnt3t3nsRjtHtu§jtnsiPRGRNwWRHfnnnj[ytROGmLRIitij 1

7TVB?S51 j Sft5gS5ft5£1S569gGe$57?13913  (Correct Actual Performance)

LUWStULURmsmnLUfUCU (The Source of Variation) m~fUStiniRIftfindCEGIR
{UWSTfnn(Deficient Performance)HR[RUJRLtISt3[RftnRjGISRIinRmf 1 atriWTflfl tS?GIS

RIJIRRJIf (Corrective Action) tSsmGJUUmMNjS*"R1I5"WyjmgfiJILWIGSIwyS mjjugri

Jons URyIGUNFISUtUTIMSISI RIInjUGtgjtilnijytRgtSRIJRIT yRUglfdyRWRfisw (Changes

in Strategy, Structure, Compensation Practices or Training Program, the Redesign
ofjobs or the Replacement of Personnel) 1

HR{RU[Rti 1dCUjy*"GtWGRWUGGRRRRIJGIR"GISRinRRj*Sn5gtiP5tfIRtwmSRIJUIS

tS2] TiffFGIWGRfijJUGGRytingjRRtjl JRBGIRMGISNUIRRJMRIHStRH{3 (Immediate or Basic
1Z



Corrective Action) ymGISIMHHCUjhStSRmmnnS A1triSmURmMTffT]H9 (Immediate
Corrective Action) Hmnnm fSItm tIJHISCU StinjfTtriltJISAGnSvJtSHHtlInriG (At Once
and Gets Performance Back on Track) 1 tUtRtGfnJtRRIfRIUHCUuUIS (Basic Corrective
Action) tsfifnmnns mRMItfi “fw nf” GistfinjgtfW GifiGs u/imtGfnnnjm j*tms
“thiifffstfjtoflnr  tt/imumuynRt5iRfnjt ustgitSmnpiRjfyfintt3nymtmmHismjGiR
GS UCmHjmsis (To Correct the Source of Deviation) * fIHStHStjlif]fc5sEH?ntgjtD
MnuHRipuiptintifnncuntuiRtinjtsi t«nHistnwtinnpupnsRamjGiR?OTamnnw f
muututlistsnmmnnsttija®JG atfiajmriJHPiti'imjputiiStSw9sfitrism5tfiR jffnu9
dGtjifnj*“ngRif|fitn” (Put out Fires) % uisHnipuiptiSinaiuM gfnnintiiRImwnHnj
UnmsmntUtHjti (Analyses Deviations) tlimtSitnnjtdW mnj[RH[G~H1SHG |UttintjS
(When the Benefits Justify) mtUMXnWtfnnt2”~ t5rnHRRjft*"HSx{StlJSIfnn
OJtHjtluwW Snw SJU Jfltlwatfl stirosdwtjimwmsmmil (To Permanently Correct
Significant Variances Between Standard and Actual Performance) %
tuttinumucua&iwjfin juftiyiHinsifiri Cowley wines iUftiimgwsFtoujjgjiSm
tsistnnn Mike m G Gifiltnsmnnm fm HHtu”isfimm nnstsitffinjncutHjaHIgGis (Basic
Corrective Action or the Negative Variance) nafnitURIMIHIR Wynns Coonawarra
Estate Rhine Riestling vtfITIR Mike mGm SafigJUtitlU tttiptum rijignH (Promotion
Efforts) UtSstsJRIwnURIItijntjpffitSIs (Increase the Advertisement Budget)
URiIRuammijugpSniislintuHm finmntiGiRtitBR *ltnsmnutuxnnR Mike Gimch sh
nttttiRtCUfriJfim fitUJUW tnTIR Mike n{u5 gfnntS?GISmJSHtIJ9 (the action he takes

will depend on his assessment of each action’s potential effectiveness) %1

6fegebggdg?6saesg3 : (Revise the Standard)
x3ltnwgsfnnhjtHjtitsisRHiIGunnitiSHRnwtiuiti3tunHisnjRnn:gi3u6iHtiJWTnriRiitui

tthRIfnnntJIJUMfIJnGHISRJRSnWmR lgimrm (It is possible that the

variance was a result of an unrealistic standard that is, the goal may be too high or

'13
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too low) i ntimartetgs tRgjftnujn5n9RSfintnjMfljJi ustusmnSngnthmdjcugtfcum|j
tnngjtu (Not the Performance)l islntiapiwff¥nuwtt5ti HRyfujRaftifinjngiHiGtns
RjfmjntifnJmHtiW1tiSI (to rise the standard)tSfTIICUR[fillHin Tollana Chordonney ttSyj
IgmRmsisamJStIJHQNJGRIMItSS (to reflect its increasing popularity) 1 tfitihftuu
tsstnnHistgj™t*mncjtnnalfamngji  tsiinnjtunjHRNncuRNRRj™RicmjJltsnjgtinjiuw
3S (adjust their performance goals upwardjtHItUmStngfdtSInftHgjvHnCinSluffigjl
tss {UMSTUIRfatiGtnstRinjtulpjtriiuftns (Season Goal) frimnnytSySyti i unritticmg
tH1ffiH1sluRtflti(the more troublesome problem) Rmnwfit*fcImSfM &tfltInmGsQ'UJ
ljiamRttInJtnsnnnRninniHa (the revising of a performance standard down-ward) 1
{uwsmsttinSR  ynginnninumyisfugdnjmj?ijmfiGstih~gitintfncuTdittlfutriSRtuiFi
tSIS frm8tURUtjltiHtn(The Natural Response) RmntiJmjgctnRRUJfiJtSfnnnjtHjtitgl
tNimjgfinnnulfgttUWi3Lntgllni (to shift the blame for the variance to the standard) 1
amamui sfifjmdfuggmn.sgiu’\nrjmnStnMnniym tnb5thpnnnuifdtcu"5ManI§”iji
SfafClIfi (the grade cut-off points as too high) 1 tifflnmjggCUWinitflCUgtiroiSfnJWfip
TUfdtnntnSIfinitnjni(Inadequate)  SMUJfitRatfiHSHItith ~ wtifrgimmsnHISnjRfimMH
ftnnwutfcmgjtij (Unreasonable) i titsmtss mRtfiJ8iatuRtint3njunSmRt3miwnQttis
fnituRui{tJint8iIUM8S(Monthly Quota) HiygiufnmnStiJJU fasstgistitdsfnnunjnHis
njRtUI:{WUSLtIfTIinR (Unrealistic Quota) 1 RUHR HItjdIRmmSCUMASItmsSMt/IMtnR
tt3wis8jHisrriJtjiRsn8Rtinjnupint3njtRftRfiujRtHRiyMStJitsis  msmytitnnbmsfitji
tsitnnjtdfusttinSn uHRLRULRtinutncjtnsRiHwiitJitsis

nuiwtglfnjwtitfus‘isma i pjwsujHmtjJtfi wtoyisnjnan:LwutHtumjriRHR(RfJRji
HfUulS[S88JtjlUfinU (Hold Your Ground) 1 CISjCuflumUMHR HSHItit*niuCU Sttiri

2n UHfi[nu[pShitj'i tsitnfUHSIRRHRfaiyHtJismGgjiytMn”aEJcucijgdcufnialj u/ituusiuHn
tn tnsmJGitnoRtimnfiRjf  tGmhbnmgjmmibjytsismmitiirTijnn  (take the necessary

corrective action to turn that expectation into reality) 1 JUfnn9£-10 tjltWtSRWttJUtS

2ttuijpnj[nnnsfij i MttEJilJgjstGninmtijitJ] mstthwfinnmcmtfl (Objectives) [Rftns
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WRnnmsintitntm Sttisfrmsi: tfnnntflgimsis [RfwstipjmingistimjtRRnsRj (They

are tangential to the control) %

jump  9<£-b :dtPmimnsmf[RRosR]
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mn{ujutGjusfclGis

mntjR[RU[RI3 (The process is essentially a continuous flow between measuring,
comparing and managerial action) 1 HIjTItiKgltitffUSdfURhuCUTfifTinfUjUfGjU ItTIS

SSstGsitiHw twfiwistfi ytRmfcustinjtsmnfrnmmjtiu (Depen -
ding on the results of the comparing stage management’s course of action are to do

nothing, revise the standard or correct the performance) 1

. (Types of Control)

HmRUTRtiIHIGHSffimnfifinsm islustnnndcuwRHfnnnmTfitoSGim8H msi
tntu?i3funnt3??i3uuijmjfanHfTin umsitnfutuCUfdRUfnn{RJtnsumut grtfigife trnltji
mJ{R?inSf1JttfiaJjni3Sntjl1HS(Feed Forward Control) {Ui-nSSb tTJTItjimjjjnRnSfijGtms
U8 (Concurrent Control) Stt{UIfiotitit[fnUJ wmiGSUHTIti (Feedback

Control) '1
[Bn” 9701  556"M6$SFT355ga"5s]

. (Feed Forward Control)

lytfiQlsmJIgRNSRjIAWIRSUJHBWGRULtIR (The most desirable type of control)
RMJIRGNSRjt tBJnhSfitJIHsfenjUai"HSGims  UCTIIttICUtfiRRtjIShtRRtnSI*a  (Prevent
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Anticipated Problems) i tPiti/dttimi[RRnsEijtt*minagnt*iusntpmsfit®*mj[nRnsfij tticutc
tgjhHStncinSmMGWRymni“mwh (In advance of actual activity) i
mJ[RRN3RJIIUMNItSSHiafURNJI:i*mJIRJiIZBOWXSHmfi!i (Future-Directed) 1 a&I-
wirnl Hn{putpm”[nuujsm8nlgjiH*"mwmwHtfmcS (asta) mBtirougfinuigH
I9JRmH It nnjiuwnTwtSRiumfamM {jiHuisyHa (Boing) tfi (asta) tjistmumn
tgRHmMmiv3GtSnGfLiSJIgngtl (a major component supply contract) 1 fnJtifUURCUN
tfIHS (Ahead of Time) 7~8SR mm~JmHimH1Sfnnt3?itiri® (Potential Delays)
ycisptncu 1 Hiycmmimss mjjnRnsRj*mjfiiagni*HSRtMTiJGiRJtnsfnjtgRLRujpti
ttSAUMNHSMNIJUCMRRLtfISXQJti (the key to feed forward controls therefore, is taking
managerial action before a problem occurs) 1
mnRRNsRTtJJiujjntigriijiHStssgscufnjstiSHt5fi5Sri - tffimfmjfmsrmRtjntiJHnfRu
ptimjmrocmtjlHStfttjlitinptnns UCmmstStanniffltH ( to prevent problems rather than
having to cure them later) 1 msmJ{RRnSRjtS8RjftHimaiS nRtfISIRByjfStigiSUJIR
mmn (Timely and Accurate Information) fecmftnJtifsrijtnR StitMtilRfilS 11 myam

tuimssHRpULRagftmLU”wt jnnimsfyjmgttmHtijRtiRuimuiytRgnngjR tsmjym

IF* 1

. (Concurrent Control)

gt5?titistRHiGmtunastujuwfi RijyjRnsRjthmsHsmRRt i GtnrottinfMRHfnnnm
HOinntilRfitluilfnd (While an Activity is in Progress) ®1/SitntI5M3tUN"RHSFRMJ*R?1MNISR]
thnoritironniaiRmnnimstfiJ HRIiRuiRtiHitjtRRifucmimsHSinraijJrofijTimTsli*wsn
IHItIJHISmJUtifgXfpSinfi (Management can conect problems before they become too
costly) ™1 {SthygitmtitmR WinjtjIhtRUfiR (The Best-Known Form) tSiRRfflJfRRnSfiJ
GimsygRmjJRRriSRjttFimyinj (Direct Supervision) * t*tnnntinSHRgIUIRttfiSR]
tHWti"tIJ"rttWWRananHRtLrnH§figJUW§S gtCTSHRgiUpiRHITjimiHtUGtCTISHSSf
wRHfnnjuMattmBRIiiliaiiRRj~wuaniuns™*nRHis™ti 4 yjfisiut\2nitjjiwijiHisfnnt5R

E AT
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afll8srit3Jfli3filngmn (Activity) SUfrmgtnRUjjamnRRIf (Collective Response) JUWHH
Ipupvimuim RmimRaflftSStnsmRRCRIjUtIR (The Delay is Minimal) 1 iRH1t3njum(RtiJ
mJ8iatdmfjmurcm9W (Technical Equipment) S"mumCUfTIJ{RRriSRjGtmsH8 ¥ amw f-
af\  nnj9iRimpauijRiRftn3iRuniwnHIStE3njstigriitHitiJHRtp(piMRnjgiafmn5tijRij
tHSHFIUSIS  (UMBtUHL3RtIIMgti  (Error)[UTratmRRi9jti 1 (UMStUHRARUMWSFRIIUmI
ttftUSfd (The Wrong Command)IWRNj9IRHIGIRRNSRIGA5H8tS2  SbuBtWGMJUCTN

IUMHR{fIH*aHIRtgmitnUHRtjIS6t5tE3Jt3] UJIIRHUIStFISW? %

. (Feedback Control)

Lum9lct3njHis{utfiiyujfnnutiR RfTij{RRnsRjtt3cunti?tintffimjgsunTii31 pnijRRNSR]
tss inmgjtitpwwnHfnrn Jinmmjn%Rns?y”guinjin Mike tnsipipiMRtimjfitURtH
mJtURdJtfintSIs fitfl a*Wff*"HmismJ|RRnSRjt*mmJRSUmia (A Feedback Control) A

RftffttJR8G (The Major Drawback) 13mJ{RRfISRIRIH[mfigiSS RtjltSItnnJtSCUHR
(RUIRa9SronRH1SnRIJgsUNntHS8 ffliSGSIfi (The Damage) HIStRRHISjmsItT/itin fTLYRR
nsRj{utR9tssgdURIit9lsarnnjMfriMRuu3fenjtnjm~tit3i  “spiffS*tns"Q fttSasgtrtR
tteeittfiiIMniflfifl  iwwlItim” ¥ mswnuwnHmntjitrcs mjigsucTfi"sstjiTutROtRHtIiRR
ttiWwmsaamGHUItnMIjISntiRIIRRNSRJ  (Feedback is only viable type of control
available) 'l tuteRIRRWRItUtjl RIJgsUCTTIRtSSINSRIUIMHIRN] (Two Advantages) ICUMCIT
gRnaRjtEfitmnfcgRtfiHa stimuRRnNsRjGtmsHS i

89- mJgsurmv3WStinj8JHRIRUASTNRH1Siynutulti3HRStIJ (Meaningful In-
formation)® WRgLULtiliytiRtiRingtdSRII (Planning Effort) rotHRH18{UM8fnnUCUTn
[ywstumjgsunrimgis Gv3CUUMininfr)nnjtHjaRGRG(Little Variance) JftbWtitfIStiCUS
tirotfrmwmuwmttnnais lasRfrmygRiattfroumjritjii mntntiamitnaM U GtiigtglGtRinj
tul (Generally on Target) 1 {UM8UJtn8fiincmHjfciM (if the deviation is great) HR

LRUIRMHIiGtfSjuiwnRHnssimss taltwuGtitfitittia?TiJ§ urimtGtHimttjsmnsismstfi

Hi3[ywsfnntfn5HS i
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8ta- mAnnnsRjT mmsgsumirHitj*nnnwsffnjfijnigRGgsianSR i hswj
idjtitRbtRRbiutidi mgstRfauGnjgdfumjMJuiswuam ? RijyaRnsRjttfimRTgsunfibtji

iGtdnjdcusfaRH'isgims'is i

7T336f)"3CTHBSN'igCT(n~rg”™ | (The Focus of Control)

IRHF1{RU[RtI{RRNSRIH?  RG[U”LuaDam jIS*Rjtf5nRgit3HfijtRt3IRt"1RttU
IwmtUTIHmtslfamgitiftii (at one of five areas) R~ USWj(People).tflim?R(Finances).
RGLURURfDJ(Operations). RRH1S (Information) ynigdnjfriJ*JIjIQtgiJUWTtIIUS (The

performance of the overall organisation) 1

723}$f33gi6fl15354fo3™ | (People)
HRLRUiptiwui5ifnnjtSitEJiujrnnGn8miRiujm:HSMjE3igigjR A tSujtmmtiins
xgIMutstmfutdJisuMHtifnn Hnyiupa®fmistintJitimwHmunHSfig i m[wcmuimss
tfimJM8iISHRyIU[RMRftrimtmmtnsd'i smri2Rnn”~Rt8rnjtiindcutRiRMRIG i higji
tntuStjIRRJIR (the most explicit way) hjnUtHnmHRLRUJRtitGRIJRIStnSRttJimfiTlimj
[RRRSRjdIfU(by direct supervision) StiRIfIttfRtUICUGUQdCUR'IJITI) (by Performance
Appraisals) 1 tt*mcmJtCtlytlJulSISRIJtIIInymtgtgiHtlJtg (On a Day-to-Day Basis)
HR[RU[RI3[RRnsRjtt5rnji3inuwstuii2R ti/imtRRjfunTitsitnfuidPitRRHistgjal tum |
(The Supervisor) RIHgRtSti tdRjfISRIMJIbnIStQIISR(Who spots an employee) tdHJ
nnRtSTnjyidOJLUd'IsSsGItnQ (Taking an Unnecessary Risk) RtimiUmTAtiHIWS
ttJIWHitjGarougicynJSjRyiRfnamjmnmfnjnG ttjim[puSrtsttiriSRtsisnHtGjitTim[RU
[R? (The Correct Way)RbtnCbHSIRR 1
HR[RU[Rv3"QjRtyrifnlv3"|nUWStQr,SRniSR1IHHtGj'ICnmtUUdffriJ (in a more
formal way) tuimfltURtU RIHyjnSt*"RCUIRtISmgdnjfnJv315 (by means of systematic
performance appraisals) 1 njgdfUmJ?JRAMnnjRSbStgirJUWStQJIBR  (RitHSIRfIttf

Rty 4 UJwstucugdRjfnjbnnsisHiscuminilgHis HitinutilUMSuinBRHitssaigJw

S



fljniUtSHtgjfittfimJyJIS (Reward) gGtftmimSstpmnijnj (Pay increase) 1 LUMSUJfljg

dcufmtnnsisMmslgiuijUaMatJi utfifAstiisttiriSfi

itilWltimdjLmfigiSmJCmHjmsis (depending on the nature of the deviation) %1
tiGtuRjuginjtisfimufnn  9d--d  Hnipu(ptiHisgunin/itjiitpsisiRt3tt3i2ig[gR

nSfijfCUftttiRUtjJUFijSTtiriSR (a great many behavioural control devices at its disposal) 1

is1jjtimjH3fR8iI"mMt3HnijraiRtiiRaimiuipiM6nMtMJtRgfitiHM ttinjtnsnnjisima

92-6 iSMGtmtitimutSstnasfninriRitnRiatSnjiiiattinBR stiwnGcugtinjfnrautnstnH

mJG\3mS (in actual practice, managers use almost all of the options described to

increase the likelihood that employees will perform as desired) %

ttWTHI9<#-&:  aSItfUPtfl tSmjyifinSfiJffiuriUti (Behavioural Control Devices)

mrtfgftmftj: (Selection) filUIfiwfnnj (Values) JTITIUjmtin

(Attitudes)Sx3UntUfifUfjnn: (Personality) JUfdHRSIbtRIS

Hn[yu[fib a

mwtmf: (Goals) (Specific Goals)sisi

tmnntfigititms[fiimtigw stimmasntinRD StuffitiriutimfiisttinBfi i

mmfpggaffu: (Job Design) iGtSmnijUGHSmifltiggfnngrijgnjltld (To a Large

degree) nCinfinfnJfiG?tiCU$ftG tnjjlstsmitni(The Pace of the Work) HSfOJtdCUStan-

8mGmlip[wtuginga{nGg:v3fafiHfnniuunntutuicutj'tgtgjR i

mnamn: (Orientation) rjamricinsianjaxtmSnSgfnciJiR*jGjiMrimujiufiiungs tticu

ggtumntns (Acceptable) sfctfjunutinniss tuCUHsmGggfumntns i

mfffififiSfiftilfln  (Direct Supervision) ffiHISIftnnuwugnj (The Physical Presence)

ttiCUfnsmtintitfltHfm (Supervisor) tjifdRHfnntt3njRIbISWmtIJIUt)  Xt?itUHSCrpn8Jin

tIScjtLJimmuldtPfdnmtiriUtjt*njimRunRntmfUttli (For rapid Detection of Deviant

Behavour) 1

rmPflji:fifIX11flj:(TraininR)  UjUGnHI5uMSUngiWIrgffnut3CUStim{t3j3SttinBEI9jUJfU

SttnmmJtnntiCUtRGStnS (Employees desired work Practices) Il
£0
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mftflfitfliR:  (Mentoring) sadfmntitutm gtittjitus-
tanSnHISGtUnwrnnfnjtnJ (Senior Employees) (Junior
Employees) 8§JUISutin “fidIPyiftSIitffifilS& 8§ fd fcJ[R ms ” (The Ropes to
skip and the ropes to know) %

gfflfiu:  (Formalization) USUCTTIgffnJ (Formal Rules) t?rmjSttintntU fTIInnCITISinfnj-
RGO9CUSfiJ[Fii(Job Description) SbUQUCTTItj'isi9jfi (Other Regulations) StiRMfiClfi}
mitnnuCUggCUtUfitjIS(Acceptable Practices) 1
flIfffiSggMgtSMfiUflu:  (Performance Appraisals) 1hujlBfiSb{ymsmnsfmtinu9?itilG
tmtUHfiutgtucutiunitai ssHS”niscumucuntuirlsStu (Criteria)tuCmftHCutftsfsmjfimenH i
TronfflfijHJUfffijftnffB:  (Organisational Rewards) JAStuJRtjin~tufuBjni(Reinforcers)
stiitunSnon”jHismoriutitticurGtinis santriR”~tnnjsfhimutjtuaj®*uschitns %
fPTGPPtPftJIPS: (Organisational Culture) (Stories) RJ81tirism?
(Rituals) St3rnJHS"RSJUWHR|fiU{fiv3ljIS8fijttj]Jv3"(Top-Management Practices) fUIGU

(Proper Behaviour)

: (Finances)

imnjfiSRGUtIUtjR (The Primary Purpose) mWIRUUsBscjgJtiHWRmnwtlJfltinj
GUUini (to earn a profit) 1 t3qua8IMWi5t*S3MnWR3mSSHR{BUJRt3Stipt3tptitgmi
[RRnSRJSItitIlImifi  (Financial Controls) 1 a&UJUfIfl  HfilRUptimBtMtiJfitSroitiltlJ
fnjn/iuniiGnJin5tUtn{RHIMI2g"RnSRjmiCtUTItIJtWM3ti (For Excessive Expenses) 1
Hn[pUbh"H19RtIPS1tffi*"WIStU9taC)IJIImAtj1t{ps (Several Financial Ratio Tests)
(Sufficient Cash is Available) RtimJPtUnm

tdtuyjsus (to pay on going expenses) tBtgtnmiTiunijnjisSnjififiniBHStpginM sans
mtUffIUSTIBSGJ (too large and burdensome) StnSyjtnSItfl JSnjMHjfisitigpUJRna
tR|5ShRmnigiliyipW|Ufimuimg3lafU (assets are being productively used)2 fnitfli

gimssRfri aeiuuan tli xXRms?*RnsRjttinuismfRtRfwstRiLULCTMnujutun ttSyjmri
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UStUmiGtl/nm (To Reduce Costs) It?itDSt3mn{U]pWGSG1St?limfRmHI5*"LmwJUtjR
(the best use of financial resources) 1 PnUfTHriRffiJjJ*RnSRjt*"ntflICTI*"RUStySffnstn
t(U{CTfij mHnt[iULRDbItSinmgnafltiS (Private Sector) thamng < Hn[RUIRi3tsin?
AUStdWHSmMACUGINPCTITISiynStmth)™  (Objectives) tfnps ttTmtmOJttfjytljdfdS'lS
utiRntiGtairiutfrinj®ulgiatsis R[uwgfnn (Efficiency)mwfirius i

FIIJ[RRriSRItIINiN (Financial Controls) uGtfl MHfT1tjlISURMNunjnjj8HISTIT1J:
fdSIS (an important tool for controlling costs) t2Hj{RRNSRJItUtUmMJGtUTiaJtSIRtiUSnngj
fiTtinujs stisfnntnnuwjuifiuinj i

tf5mt*gunjcuiwnufnn8ttismj (Budget as a Planning Tool) "1 uGtdCUttShGISnfi
wmcuuSnumsR IRHiGt{y{pwtSmwnusiamnGtdSfrij gitimjgfinsfij (Both Planning
and Control) % iflmRgniSjHnipUIfiasfMtit*gltiUJHInJ] (Quantitative Standards) tdCU
IRHIGHUfNIWWnUfIfijQ FTingjJGIWGSGIS  (to measure and compare resource
consumption) tdimtGmjtLujutGjutgist3wbith8ibitnHinpts§ t tSiujtGffiJGafiJuaininfnn
fmHjti (Deviation) JfIitiwtitfl Si3mulU{GIWt"mwaS5,GSG1StSIs (Actual Consumption)
finismtGtgitfigunjnPfdriU[RRnSRj (Control Devices) %1

mnti 97-1Q tJjunUt"WtrNUSNCULGREIIIMIR (the most popular financial ratio)
toiIRsStMHGwSRuUtjRntimnAipiMmHfifusaim % t*mtGmidn~tGninJGitufnjtin
iIfimfmMUMfIIIS (UmfdHRCUj (The Balance Sheet)) StiltHtUmiflfiGIUinj (Income
Statement) tRtGmnjujutGjumnjsnjdGtt/itiJGiRgnfiidifnRjm uticmtsf? (Ratio) i tt2tii5
fnnffindcundnjtGngititss tilgumnfi
wnu”RnsRjttintitSHjnsRjttfitHcutji  tS~ustsistfistywsfnny”RtimnpipM Lgnj

WHijfi (Assets)UfliltU (Debt)fiTinnRnPnjfflJ:tdjt3f) (Inventories) StiH9t3igtgjfi A

22-
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emfisbase ZFt565fFRatio)

tRwnsRjntimmtpj[gnj tifufemjGUjs

wujnsjts itfifinufniri Current Ratio

Liquidity Test

tifmtimtfiw
Acid Test

tnwnsnjtHmuskiUfu  geyfemsunnfu stiggj

(RHAS

WHIR
Leverage Test
Kirtnr™\QIINdni{Giri
RwriSRjtyfuwyRmn 40 WUIRREWR
utammi stimQdfinsfnimn
Operations Test Inventory Asset
(gryfyyjRWjusti
rugdcmsmjnjR

Total Asset Turnover

tRwnsRjtuQgtjinQt{uini ipdfensni stimstUR

Profitability Profit-Margin-on Sales

mgdtu samjlsumri
Return-on-Investment

[gnjwujRugajs

nnjfnfeojntuuGUjs

[gnjrvjyjftugujsdn
gshiRiJfdR
ntbfniGnmtyuGUjs
Current Liabilities
uruicunjiu

pgnjwyjRWJU

|wntitnprnystnn&uij
fnj[pRSt5suyU

mtutifnipniPiwiu

njgdmtsmsmR

{gnjwyjRRtiwR

tugticmsmifUR

ignjwyjRWiu

[PRyuisnitnmutins

ulJdiu

mitURfuiu
ptnRfenncm{imitij
tmyytjnsuy

ISHWURWIU

2,3
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gfiTffinfenWltn.fR  fefITSFISIVWASTITSR  (Popular Financial Ratios)

rnj[RpinsR]tytunjgfnnRt3miu
tnmfnjyti/ntuntiim:? "1

(to meet short-term obligations)
mijRfinsfijrywfugrnnntami
ynmmmestRyjififfnmtimriGifitijR
gsnuyni i

dmfenfnstfigw TRytJistnsugn
MStRGS 4
nwrumyru  tRjpRGUINNIMRGs
tuunm  ysinfb™MiyinsysjnGuij
MijTTIR h

tPSe nmStR2 WHIHIP [Hiw
[GhjRryjBnBaynmstrtns|uwg
mn
rin Ju[piw Jgnjwyjrmstrrqg
tByjnjUGRIRtSMIfUR ~ RHRIRU
|RtitjUrw]gn]fdyjR ttfiuJuwg
mn i
rnmRtmmt\unin\p nmannifetu

|uun:rnsndcyRdfuymGSS i

fimrunn Juwgmms|9 njwyjr

RpinTuirjR|piRmnnr t
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sj$55?75S3j7T33 *i- (Operation)

AMfiStiJiuM AusHtiinaidntfhtignjsnjimtwwHRninmfaftTiustsis  ntimjtirijR
H8SSCJSbIMfIRHtnStmatntJtnitJsainS{UMSfnn (Effectively and Efficiently) %
mgni9MtSTnil|jnn3RJIItUTIGIunURmM«SS (Operation Control Techniques) (jnftnstfi
njuci9jt3tulUjfitnmHiji  tHSinxijmjmd~mfd*us"ms[ULnRisinistnmtcun)sf3HIiSLU
WSInnUfUTI (How effectively and efficiently an organisation’s transformation
processes are working) 1

iTighgimj[RfirisfytSfiG[uBuRfrij (Operations Control) {RutfnrmffimjuntHtu
WRUFTICItjrijfifiu (Monitoring Productions Activities)tuUJtnmtmmWRHfnns:Ii3S1S
tnagistncurtcui (On Schedule) mjfrafitnfiwyfifnnntimigm *2ujticu§jmsujtncui

st3tianmn  |RH[Rftsm5'mndngfitifiR*"mygiuut3nfriHtdfumgt8tgiuis (assessing
purchasing’s ability to provide the proper quantity and quality of supplies needed at
the lowest cost possible) mjtmtHromuifTimstiwfiticij ytwfinHiuftiwitJStStytnsiSj

tnS[RH]TfRnHfd”ulluQjtnSRtiriRgRdIHS (monitoring the quality of the organisation’s
products or services to ensure that they meet prestablished standards) SRmJtnS'lclJ
HISfnntigigunJdtin  sm{”auimniSUIRt5ti (making sure that equipment is well

maintained) A1

gjnjjjg : (Information)

HR{RU{Ragiagjim{RfmjtnniGsfnnHis iBHjmnmmjtiinu&iss 1 nRHistufums
ramUKHSLRHLtjf (Inaccurate) HIQUTUOQLW (Incomplete) tpsunfinnn (excessive)
UmRtih™ (Deluged Information) ) . 1

HiiMtutuiRtss  tfitntjiQtR[R ujubluns{Ru~TinfiHiSHmtdgbtiwgssmjHH[RfRf3m-

HianwuLfi5utgidcuuswjtdfU{R”pnjnfiyistsis  tuiffit§tihtinjn8jsistncmfnii (it s
necessary to develop a management information system that provides the right data

in the right amount to the right person at the right time) 1
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RmuKRitutimsOTtom{mtiJ] mGRIgjiRtimjfRU[RbnRUis(The technology for
managing information) uismjtiiwyitihhgia "1 aeiuuan  Rifun9tfmysHR[RU{Ri39iti
gjimt*nvifyiuSG” natdnttusltlIn®isdmfigssm (Centralised Data-Processing Depart -
ment) t3ujutnn]tMGR[RfmndfinRyiSJUMS8S (to service information needs) 1 yjMStU

HRARuyntiftfiussUHSIs  GatnsnRUisfUbnfa ifitsmjcutiunuitijtumGfinjHRfriHRusnfitmSw
JWmmiafinHfigiUfRx5tdntiwRgsSm (Data-Processing Manager) i fUWSrijWCtintinj HR
[RUfRtitsis mGgQniRxnistafninjRgnmsttJiutwnHnnnjgiRaitiJiHtiiwrnt/iusiUHfi i wrutitss
HfipupttHiSRnjgnsI"tuRJUMtR ¥ nRiRHitsfimumrawtiifijtsrnjtufignss tsiinnmmRtns
tuitttumimufunsRHIGRnNjgj tuHjtuRtHMNRmsisminjRujndincuGdtffnajudR  ttfumufciGR
tgimHRUs i nRtnstdtunys jnG99wmRHRtjSjpMtnsttfitxjtiuintui|psigtsi5  Rgjftss
tRmGJRhtnstRR43jm:tnrausissigiRymnig1

IwmmiiriJHtIJGSsmwHRTriUTRatnsdifijud strtnsRiJd'irmgiHstgfR  uhti&iutfiME|jGtji
{ynsjRUIRtinRHis (Management Information Systems) giGstdn utyRIgjiRntitRUtvjR
SIfiuUM89 (New Options) WnUHRfRUfRaRmfUNSytHtdfUnOTUINSHRRInjnHS (at an un
precedented pace)? ~SRinuGUjStSfu'nS[RU[Rv3nRtriS (To day’s state-of-the-art
system) HiGsamuixgltiitQahJuyMMHOJRajtiJitnnjn loigimtfn

(Organisation Performance)

RIJfimRtHtrowgtjragiQItSR'Uttl) (Overall Performance) U[yW9fnn (Effec -
tiveness)mMWIUS{RfljIStmJJItIJtSjv3giRnfiStimRHQJulSHtI3GSS (by a number of con-
stituencies) * tfiminmuitij HRiRuipaiRatninuHiiHn/itffiwgdcuRiittinuMRJius Rms
HR[RU[Rbigi®ss HStHStMijiHtRymRmdnjfimmmffiyjwgfnnjufijrinus™gjtid inngni
(Customers) StiHR8dS (Clients) "HRIGRIflsSmtSipJMg/nn (Make Effectiveness
judgments) tslinnjttInjtmjSMHMtsJRRamngjnSjRHt "HtiiLRHUisiiniHtij ydinmyRU
1 HRHITIRgItfTIRUIS (Security Analysts) Hd suiJIR. HRAjRIfi

tucumswmsnty StiHRdRdti) (Potential investors, potential lenders, and suppliers),
(jintMM XticuMUQBRRtifninsjuntufUi/igiS) R[y~8mj*tyRtyn[ywsfTintssiuj (to

make effectiveness evaluations) 1 "SiRi35ulSnit\3 RinGUduRWUGGRdI tfitfiwttfgl
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ggcutftftnmsH  uiRMatimfewmnustmSfn  Rt*mjnnnR§jCTSGjifiSn[uwgfnmssaa
(Effectiveness Determinations) 1 WHjtRSIOnSR UHfimtiGnngfTU mSmiflUJmH
GtmsjuMgfnniufijftTiustSJtulJ = tsltnnjtticuHMGmiMumififr [nut[njfc3 yuSifacfru
(Job Offer) "QjHnnwcuTin?usciniHmtjifnjn?i GHnntmnfmfinmyjwg-
fnn (Undoubtedly Consider effectiveness factors) A
yngsmsitifcmss  RtftmjfnLgmmsHmticutfi
gneinsR]  uSyntimn uutSswgtiwgtgitsmunjiuwftnus i Rtns?tnsmiHS?HSHis?fi
Htutuutgjm RtimjfltliimHniyM9flinJUMTfiJIU3 (Organisation’s Overall Effective-
ness) *gstitumjbnj (Productivity) {U«gfTW (Efficiency) jjulHIGCUn) (Profit) WIUGH
(Morale) RCUKTIntiffifidCU (Quality of Output) fTKIIftinlfi (Flexibility) tMIffICI
(Stability) StiHffiyiSJUWfiHm (Employee Absenteeism) Pdg?RCUnnn:lsgU5 tuCUFTIH
MjnR«1S9gmntijlI{TIUtmtiM8iaiglinJLUMSmcigigiJtIMfiJluaHtD (Undoubtedly have
an important bearing on an organisation’s overall effectiveness) 1 nytSHUISCURM:
IsgmtUTIHtUNtiGUIMHLSS (Synonymous) StimfiJfliMgfnciXSJtlJ 1 Lu
MafnnjuwRTiusHiiJjnGfuiimHtnstjJitussifrmimutiJfittGtnmassifnjtjiHtutJisgitim

(By any of three basic approaches) 1

. (Organisational Goals Approach)
smmjsmutffitmwt~Mjufdhrius  «5magtiiji{y5gfnnrow”~usHffi [nftnsfitu

RHstHSHtGjitnmtgjtiJ(An
organisation’s effectiveness is appraised in terms of the accomplishment of ends

rather means) 1 tmWRHttiCUfflfitjlfndtnS GGUIIGGbI*"mmudG (It is the bottom line
that counts) X CUnCUirlsStU (Criteria)JUMSSirnJI?nn3XtfI§H1SJUIj1j5tXIfTimss IHHISFTI)
JRtinJGtniini§jniSIjIHRUJHI (Maximing Profits) miUX{tljSSfi|jfitiHISLUWSfTin (Edu-
cating Students Efficiently). ffinG8Ja5[Rft5SGtU (Bringing the Ennemy to Surrender)
fnJCmsRgjltnnittdls (Winning the Basketball Game) StimJrJlJWSfnnJUWHntjSclj

tnSuGtuUlrn (Restoring Patients to Good Health) * tultUCUIJUUMHRSiUtI fnJUtSfi
Zb



ljuUjU 9t3ub[fibIIUY OfianH H WU9
yimtutrijGg~rwtnsnnnmmtiiai
SIS (Organisations are deliberately created to achieve one or more specified goals)
SmmJSWUImemtfiuUWW'IUSISs H1SSm9tljgnnmturiw (Makes a great deal of sense) 1
tStmi3tLUuimflil.didlgffni’,(Official Goal) UumtUSdftjlifiTndi3,’?(Actual Goal)?
tmmnjntfimttfijuwsitun? (Whose Goals?) tmecrntfltsis ifiwnuimrtntijf mtu:
tcmitftt? (Short-Term or Long-Term?) ttAt1JtinRtfINUSMS1H1StPncut tlhm|SstS18§
(Multiple Goals) MR|*mgnfnpidifiHigfrintgitt5ifTinjtulg:iatsnsfriHnujunjri?(how
should these goals ranked in importance) unjigi*tSSHSMUSdlum’'ltdrtJySH'1QnsmJ
tj]SSHStnStgjtU (Not insurmontable) X1 pjMaiUHny?UIRtiinsS3S:i5tiiyniJHH3IjIHIII
St3fnciWffiwlC71 (to confront the complexities inherent) ~utUHIStSIrtbSSimJStUH
tmontfiMiustss  nntRHit5ggwin3sJnfitfi9xr3njHit5iLUfriJtnsuht3faHiHj(Reasonably
Valid information) i2HjfimmHn(yMgfnnmMwiustss i nmsfisRHfiHiaggman
tututjistcumagjtitji wnuLUW SfrinJUM MiiJsJiinsunpmfinstjix(Ss tfitfttimjfionmH'im
t\3nj (there is more to organisational effecti

veness than identifying and measuring specific ends) *1tSI"HCUtufUHRJf1U]j1v3tglf1FnJ

tnjMSHIWmMnOJImgaiUMftnuS (Likely to overlook the long-term health of the
organisation) 1 fiuwymtQjfiRSmmJSmHLUNS (An alternative is the system

approach) 1

sSgiyfMsISaS~fiSflg @ (Systems Approach)
ynugnmsyuns (Systems Framework) UlSricinfISItfl hJIUShtfISRURCUHtUtdCU

msjtjfslttfiujsfGStns tuiujiygfifitiutnfljmsmgti tu'djmSfitnscugticu (The organi -
sation as an entity that acquires inputs, engage in transformation process and

generates outputs) * JIMUtftyffIStigWjslwWtSfynS (Consistent with the systems

perspective) tRHngstuimtnsd'i mjlsSmuu”usiunHffi NJim§t9jtifnyrnjliujmHri



Ujuujti 3oub[nuivioj Dnanu h wiig
WHRfnnmfiiftTiusnt3friJ9gcutnssfGStris utyaafcaGiagititas IUiOTnfusdfti uiitinRji

tmmtnssftwjfnn StiRQIJffin (an organisation should be judged on its ability to
acquire inputs, process these inputs, channel the outputs and maintain stability and
balance) 1 WgtiCU (Outputs) RIjUtnCUtdItStitimtli (Ends)laRIJtGIHIffitnSGSGIS (Acq-

uisition of inputs) S mjmybtmm~niSTLUWgfnn (Processing Efficiencies) fitfl
HtGjitntu (Means) lyuSstuctfiusytii st3Hismnwnsntijm:tncui®ftjiustsis(gftRifiji
8JtqgSSTffnnbnmW]rU8StgimymJglwyj SbiyiSfd8HinjfTin(Ilt Must Remain Adaptive
and Healthy) 1 ammJSmH(UnStSinayjM9fiin~USIgimSRJITIimGJIGIUJ (Means) Sti
tmcemdlymyriw (Ends)?tinjHiGtisR|nnjtnstt3imnRipin£3tcumjjfiins (Survival) juw
ftPUS 1 njfiCUINSGUItuCU ennsbfn StiSSIRTSOJUmMNnS (The Relevant Criteria in the
System Approach) JHULS tgRtSgtijmtiCUmutnS (Market Share) tWJfnmsytnnCtlfICU
(Stability of Earning) HfKH181UWSLttiri2fi atimpnCliJmGfnj (Employee Absentee-
ism and Turnover Rate) mjtnStSjbSTmIGnmmm5fTHyirif[tfl? SfcRIJHRFSIIS (Growth
in Research and Development Expenditures) RJRtsgsiWittiRtiHiIRICISISI (Level of
Inter-Unit Conflicts) RJRtSRinnnjGRIUfiisiUTIBR (Degree of Employee Satisfac-
tion) SbfnnGlJiftinriflitaRingmgtijntdRtt (Clarity of Internal Communication) *A
RIRRfiJRimtsl SSImJSWHTUNStSS MtiRG8tc5R?n?tiCUH13ftriJ:W813t2H|M8fnntlJjmI3I3
StiRinwnSIUWTftJIUS (Long Term Health and Survival) mSHSWSISfdnUJW:
tntUSIGjm (Not be Critical in the Short Term) 1 gsiUim/i RLJtinjnffitnSR1J[fmfyjl?
3v3HRAMS RtjIRinpSttinRfiSnumR5HSIRR 1 HRLRUyRbH1timRytnRQairitI5Rti8tIitUTI
urn itfimu3iuntsisfnHARUISSTINRGmjini uusmmjsiRuii i RutsdcuusmtutswRy

fnnsimss StJUatUafWHRRIMGJUM” UaRtiySISmiynmURtgjR (Will Reduce the
Organization’s Viability in Later Years).
RCIfIfiSHIRGIG\3 (The Major Advantage) JUfuSSIffUSOjti(UnSRtjl frdSGUttIRUCU

Rij[RU[RtixtJitSjtwtiJRCi5gtimRtism:incuRiU9 tdnjiSunuj8inuLGLiLrriBtj5fijriutniu
HSIRR (From Looking for Immediate Results at the Expense of Future Successes) 1
RniiwujRytytgjRjuwsmRiJstiiyyjnstss RmntinruiwroHsfR  (Applicability) nti
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ujuuja sijiitijnijitfiiu onana h wiig
mcu:tgw:iucutmcu”tuistunan:9fusnrimtnn (Vague) uSstmmtRfiwwtitns (Or

Defy Measurement) 1 HRIJRU{OtiW1lUSMItnitUi: SSItfUfUl IRtixmipipifatjiimRnnu

STIMHRmnntimJIGtmffitnSSfmjmSstftm (Ability to Acquire Budget Increases)
tjINMfIfIfawtiSTLUWSTTin (As a Measure of Effectiveness) imromfifiSMCURtin:
IsSSmttjnCU9titU\SJItIJtUnan:?s2mijRGStnS (Thev Substitute an Input Criterion For

an Output Criterion) %

I(Strategic Constituencies Approach)

smmigmtwmoTtiiji wiusumtunjyiSTUMSfnn RtftHfiuinniaitMGnTfiifrmuM
ytijtfis ntimtinmfi3tc3wRjftmminsmi?ntgjuMHgjuis wnumnwnsusigligjmufti
M1US (An Effective Organization Satisfies the Demands of those Constituencies in
its Environment From Whom it Requires Support for its Continued Existence) A
ttStiwriammnss t mJstiJUHgjuistjimgfirijfd i

fnRtT G SutimsHsnngiftjttnjnji: ntnjn/nniuwgfnnntismtStmyiTjritinujtnsHfi
tj3utSRR1t315stntnt5tnUHIJHN/inmmStfi5Snfi«t4ICU8S (The Level of Personal Service)
luwHfrijSgitHas y yiH[Rfinj y I tmtnyy ? ni[msfnn«na
JUMHsnngjSstHsntitdmgltwmnnniBR uHStncjSgiwmRtfafiRHtiinigajuMHNfiB vy
mnntjSRIUM{RRniMnw| (Visiting Rights) htimJHRWJWggRHTitfS stf?5nptnnjHfi
fiStsistgjtu i Hn{RU{jimgtncu (Administrators) gRH|nngjMiGimn:Gtinumntuiuti
tyjti& ps (Considerable Effort) tBA?GGmcbngnGGuCljyRWit3W81?iG1fUlti StiwUinSlulfj
tHitiiGiamsffiLSutuHsncigjfjiGiinntgi®sis i unSm (Failure) ytimjggcutnssfrmffi
ygrisitunuis ytfIMttWSIfiGItU RnfiTftHIStircUsmnjHItjHIS (To have Adverse Effects)
tffitffmJUWHsnngjfiJiG'iJiui: A jywgfTinjufdHsnngjtifitisini Rtismwtiha
simajurnitfi tRH|nngjtaisyisgaiRgsacyt*Hmsayswjn38iS9tslyiwaw8iRGitusiti
jutuiyig ? HntputRtiJuGinjHanngjtintiaydyRsfi*nnjrufjtmglttumjijinjtihtiM fiH
tmtuyiSGjiUHSHmtftmsgifinicu itJwatiutSsGsayitjinwigmatRtyjaSjgnifnjGimhu
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JI3WSfnnri[riVUISCintjS (Taking Out Private Insurance) A nfimgJWStUHfnngjOfitjS
HisHfUuisfisuJHnnLnsJunj uwujjwghlcjitis Hn]tiU[pi\M\sissautSRSj,gsiRgsagutji
Htufaunwtis saycusSsisitcJfUjnGsmGH”nmmtjiTninunjusnngT i nmyntymsfigR
tilritfiruwwiuj tiCUtMJIFIHWNmmnUMtISnngj (The Hotel Service of the Hospitals)

tuCUynWIfi52gnHfi6S  (Facilities  For
Visiting Relatives) % nmfi9lfclS:tjIHgjglS (Constituencies) tSnjfiOnfinmilMnS
m faulnnsjtmtjs *

S"mJStSIHHgjulSIjltljgwlIMISS  mGHSfRtnSISinajnHtIiISHISINH  (Business
Firms) 8t5Sunj*HS”nt3HsnngjamjSuigs®j i gsiuuflri [RHinsHtuttituyisfiinj
Itiyi31ltifmG{pIR (A very Strong Cash Position) HStgImJI"mtnt5SImItnUKIJHII/i
tninjRtin:?Sgm{UMO9fnn (Effectiveness Criteria) ?tiniGSimn[U[pfthgjffl 1 utsgutfl
iti TRytPstdcuHfinntiSnsitss TRfuigJtnnwnnmwriiingiSGsslQOonTisticini idrastiTfij’
t3tUttintUIRtSI{RHIMSIt3H3 tintlJHnsa(RJtSmnSMtinjwu™UGS1fnj (The Consortium
of Banks) “njRnpms[R~Atnsgnjunmt&mnjjumg”Inisfp"5RPnms[tnnnmss (To
Restructure  This  Indebtedness)  nips[RHU)SMWHRNH1t5MtitnsgiStntURCUIR
(Deadline) i ntifmsmiiimuutss tftmjSsyiGfatijmtgjm
sfitiimrorofitui*sBUj ttJtuGSimnTyrafaRtimjfiwwtiTuwgfnmsfiriusjuwHfi 1mn§
timniS8HIit53t3tiimjRnHmintJtiromjiMnsiuMftjiusHfi i tii§s”ustticuyis{UM8fnn
TR MnsntuiRtFi *Miu3?8njwsjRtiSnisJHij|£fis8w3isijijfiiUtTigs dGtiiHRStis gfnntfu
idtBDJ ftBUStnimfR HfilfriRffIRtFIS (Security Analysts) WUISn ntUfiJ ..'inn ttlitU
umu mGHMuHytinmHtjjtfistsistnmSR i

GntSaRRwmnjnmjwsRRas*mjsmyy”~Asriimgruijfij 4 ssirnnssM Sfitii
£MusumtRt3tG{UfiiSyy8gfusamigiugijmRnpu sbnnn[uriR|uttian{Ryit4ja9tdnjyis
HR[UttintjSBW”Rn (Is Faced With Frequent and Competing Demands From a
Variety of Interest Groups) A fuUUtUIfitjl JliyHRjuitjBIljS8fi19?fHSStnSfiT13: W81StitWR1
(Unequal Importance) 1 [yMgfnnfitftWHfifnn (Ability) SUWMIUSHtIFTIIRIUIRIHIUI
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lijuUj'a siiuajRmuitu onany h wiig
raninugjulSttinjfarSUtifi UtjimgpJljM (Critical or Strategic Constituencies) JUW
ss Hjimunni? TiHmfmjsisi*cuHMS9iaims nHPitc5f\jius ¥ trowmss ssnrrmss
WSTitft Hfi{?iU[pv3SIS1 XRtitRW8?WtilnnshfntUlulHtDGSS (A Number of Goals) \UUL
ttnoniJliuCutnax~fauMtun
Gsmsmsi faromtntimmsmiJMnsroMW'ius %
tsisuijissifnjsmuHtiTtfistiimgfinTwtss ~ HiasajG/tiamsJitijnHaiHatjimujitu
(MFUMNUHN{RU[Rti91t3HMt2SG1SiJiri8f TIimH83rif Tin8Stgm 1 fnjRGtUttljfiHgjglS
t*mgfiiiiwgj*GnmfiiisSGgtinmSfiCTRSUHS nisniiiw1 itfitmuintfi ifiunmftsgismi
gimtifit353iujuiwtsis HiufUMSisudRMnu”~usmturiHjfuSni mcSstHstinrutg wnu
xtlxss 1 MH??RHtiTiJisfitiulujifnw  jnGfiRfOfnniuSnj  stiwsfitfitnstwsmnmuiaj
msiiRyisminj*n5amnutitgnima]tfiGJjit5H*"sudiiDSFinjru”(Strategic)saHtij"is
“snhffeditngftnj”j  ”(Almost Strategic) I t*"m5sRRumnjnmjn5tnmsiTijnG minn
Mfntmmwtujni slsutnniRsIJmnuwHA*"sirtiJgfmjfdtss  Hiufrifnjsnmmipnmnnm
uhulG (Big Dividends) 1 XtdImXJJtBtGSSHM5S(LURWG]DSIiItUGTIII[fO  jjaU(pv3giv}
gpmtRmnusmfringjiwfiriw tticumGtHitmfiHSiHtn uimHimusmtuGStiJtinj{RHHtiJ
t*"njHN TIGMWIRMGtGMHIMGSsI8jimuCunG{yfiu§fnnufi3fjjius i IlyMSiuHRipupiti
gitigjituStitfi  tRmim{gj«wsjniTitSrointnBJ3njM8RinmMftliustsis  nmfisntjtfifijf
tU”rimsmnjSwnWAfnCUN (Its Preference Ordering of Goals) tByjfisumitingsin
gaaglWynSHaniG 6IHUJ8tiHglglStfltljgRIJWJIUMS8S (To Rellect the Changing

Power Relationships with its Strategic Constituencies) A

(Qualities of an Effective Control System)
IPA8IS~snj8HisiyM Sfnn ftfitiifiyisficinwBjfiSHHUjsss i hriEfusistsRan

MHjSmtiiasiLuiywiglmHcmafTiinn  msttSajnG StsjimsHtiigigitsi  curuinifaHjSsia

tyngtss stnimm (yns*?insnjms\RHisyj5gfrin i



ujuiiu 3UUUTRDIUY Qnana h mug
9-myEym’ (Accuracy):

[UMSRNSTYHM A m[UUtUS?nSHISN{RH[Rf (Inaccurate Information) HIGUtiTigu
gjHfipup”spimsustnstnnlGismnLIQjjjfifitnn yutupfutHiwHn{RU|Tiat§ujRutgi
UrmHmtutUntnStn?itSjt3 1 LUNSJRfinsnjtufllynsnSH1S[FiH[nf (An Accurate Control
System) tfiLunstdnjRnHimgRSR (Reliable) ntjpisLunsissdffintnssfgssm tjfm]j

(Valid Data) 1

b - InfISISBWKkrtlfl (Timeliness):

rnjlyRns?ij*bHfdng”~jHnyiupbmngygndindri5frinfutHjmstnnjtffiri(Variation
in  Time) tBHjttijfdfibomJUsmnJtinbGSGJdfUtUgtiEIImJIb'inUfdHibnin  (To Prevent
Serious Infringement on a Unit’s Performance) 1 nnHIStutUyutWJUtifiHIS tnjRGRt]j
tunM rawsmfiuifiyncu i mjfamiinfuss TunsTnnnsnU'Buisjuc5gfnni?iftiR)nRuis

tHirngiStnCm~JI (Timely Information) 1

CO- fgAXfou (Economy):
pnggRnsnjtUTIHMgtoSmHfdUJUjtBASbI*njijmJ (Economically Reasonable
to Operate) 1 LUNSRfinSfijniPmtfltl) JPI*"RUCmMNrifnnLRUgrtsijfULULERLtIS (Benefits)
tdpjggmnis tyujuinjutglsbrnignirim (Costs) tdcmnnyis i
gnu HnTb'YTRbTbrnmfijsfulyiangiuutjmsmnfibnsbpStiiGiNii wnuutSfitmtutns
PjgtitUtunjRnPfignJGtj1t[fi5g (To Minimize Costs, Management Should Try to Impose

the Least Amount of Control that is Necessary to Produce the Desired Results) A

(s-oltIW Itfri  (Flexibility):
mj[RRnsfy8yis{yw.gfnn [nfuisn'jRnp:Jwnln[nfj[jris t3y]Jw[Htitgimym]
giwyj ygmwecyldnjyisHtorriajdtu i Hisemusmifitjnniw tdtutiuyagssufjunmwSyis
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tyjmngiti tenjntntjiGimmHiSfnnjwnln i wujtmssiwysiufnsG RmftHiuimamj

TAfinSRT IutUHIGWTHUASIMHFTI]IWUNSINCUAtiri SfcCURSIUIUSIfeS 41

A - TIfIkifIngfljulS  (Understandability):

TunstsmnRRnsRutJfuysmGtmmtRmcutnsisisnHismHtgjm ¥ jriTMtinuiRtss
tSIUWISS  tRIRIMJIG1tM5tStyfiScdgURJINJI(RRNSRjtufI5StSUU4R  t*mLUriS[RRnSRJtt]fU
HisfnnfdRfJicjRctjia ¥ (unstRRnaRjitSwriwRmnimtsUtiiKimHiSRinfdi*fUHSGItjiG y

tStmtustanSRISfumJun/i8RGR itjlaj*fi:wtirGtmmsttinSnHstHAngimsTunstsis 1

b-fITRfIN:T85Ifftti<yfifgi.wnftJfftifl T (Reasonable Criteria):

wat"XSmjyRRnSRj[RnnHISfhnwyiUIRfiJHt!CU (Reasonable)
(Attainable) 1 (UWStUMLitiISSISSWiriR  UHSWHU/IRMHACU ~ WfclJfttms?nSRIJS1RSini
tgjmgjm | ttiumuifjth  sttiriSRtMnRgi*HfaHsgayuytiJjutjistmmtRmcijt*gsms
WURFHCI (Incompetent) tfitirifigyUfTIStil HR8imt5ffIH9injpS«1RSSIs suiriBfigimsis
JIG{Uv3tJW3E  tyumntAsyfiTimMIJHSRRri[PIHMtt5GH  yIStifRimjJtUSMCJIU ~ (May
Resort to Unethical or Illegal Shortcuts) 1 HiywtlJUJimSS yinS[RRnSRj(R"RtjlfnJ
Hsiyswatfi tdcutSimmstmnBRSRgnsmnSHjwuGtmmnisgugticuRijaiJcyLUtwj ulditn

ustnRUtifru tbrngnSfj yfisnumttJtnsR'iIJSRGr; (Deception) 1

nf-RUfe&fentd1IffIffgfidl|fiJ (Strategic Placement)

HnyRULRti8smb[RfinsRjiWwH9g:itiHfij "mtRRHistgj'tiisinaMiusHmtgjm *
WujtRHRjRUjbti?sis HiGxfdsgussmuiuj RHRyjmntjS (Benefits) tticutnsHRHSH'IG
unmRnmn~H[Rf'Esfnjticima3 (Costs) tgjun my3amn?uss HRyiuyitimMaRgstnjRiJ
IRRNnsRjtsisxgixwRRisitiQjiaj ?tjn5Hisn5RNnN:tijSHlijWij~nismstiwRiSi3inuMMius 1
MJ[RRNSRjRILRUUlIPULtgiiffifdRHfnnyURURTTI)  Sv3ynRmUimun3nj81SUdfi  (Critical

Activities, Operations and Events) tsIRtiWIijS *1 UjtttSs tfISSQjtj'l Hn[nij[nv3gii3gptlJ
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(gfi*RIW9R?sy?uCuinsnincijtHji3nMS”" mtjstnnnuisisja ynmjfuiHjti[ntimSt3
OM?uCUSt3S1IH1tIJHASfrinHSNtIJt|pSUtjfi (The Greatest Harm) 1 TSIntiSTOFitfiSyty
fticumyncuny SUo.o000 yttymts tt/itnmHtMfitLuiiTim $£0 nbiytms mreiunffiuuw
£% ntiRXHnwfiHmscuniiJdi:ywtjydifut3itimnRSi® 1so% n~"GCimmteafntyjnjidj i
tfiytitmuimss tt5ti[RfUtS?ILUNS[R?INSRIwnumJGnnimiSnnjPiH (Controls for Labor)
St3fTinUt3tt5Rt3nJIISHtIS9 (A Critical Dollar Allocation)  HjrSOKHimuSHItft fH)

GlimtmCUtMfltlunjitfj (Postage Expenses) HStHStjIt"MCUyjIHIimgtSjStSISISjtl) 1

d - ftJIQRSStt5fURNQtfiJAf (Emphasis on the Exception)

ttfiturniRtfi  HnyRuyfibignaHwnmGLRRnsfijtmnnjfaRyfnngi*HPijtsis  hr{ru
pt3[Rft*"Rgunin/itSmJt5finSfijtiiqgftnjfisJUW3S(Slralegic Control Devices) SSIfttSti
tuntucugunjiuitsis  HititStHimgstiinSggn*mRtgixtBM fnnffijnmuCuntfaM  (Call
Attention Only to Exceptions) 'l yinS[minS?i]juUnjnTiniamnSs01Sitil
StiHSJfiiriMUIlfi - *mfiJlInSuiStSfnnfUIHj nfij~triigjm  (Not Overwhelmed by
Information on Variations From Standard) ¢ afflOMAfl LUMStmCUmininsmJ[fiU{fiti
dfUHCIiniG*mmgintffiRtgjaLtlimSSttinBfi (Annual Rises Up) IT) SIQOO nt3HtI381
HSHRfrUtntmuwygnj (Individual Expenses) (HU $tfOO StIfnJElimmtSuSS (Capital
Expenditures)  [S-HSgoootsis tnwimstwmnjatRulHinntrownrrijRn/imss  tutu
giyginmmFismjtynj[nynHnyiuyit3gifitnjmsBtgjfi 1 ynjisjnynsyj (Check Point)
ts&mmtgitflfnj[5finsfij (Control) tensnnJimtiStSWgHIUTIti (Authority Constraints)
ttjitinGtmtyginSfiSigifitty  ttyfdtiynmjgfinsnjtgj"msjmjgurnmGym (From

Reviewing Routine Expenditures) UtwW GluyiSnysymulty 1

(Multiple Criteria):

cst

‘%fwgmBRj’\To Look Good) ’\le>5nnh:I§F/]3rnsidtiun’\uyrnwnymj[nofisnj I yuwstu
*34



HRIRU{RI3t5mJI5SRnSf1It"tUtI5|pMIOTSmMHRHmMH (A Single Measure) titStflJENfi
Gttuini{ytriHgfnn (Unit Profit) tntuisismj{ut3tjummmt5n5i\5qittin5 srnttmim
tgitCUMINNJIRtFtCytSWIItfttSS  1?tnsmn{pS{UtfiS?ii3njgtjn5mJtriJ (Multiple Measures
of Perfomance) St3fnRUSmrrmglIR8tSMRIStICUISs 1 CUfitUL:Is5tmt5s{mfig (Multiple
Criteria) tflISbgnrulgHISnJtihb (A Dual Positive Effect) A tffUIHUIRtfl ItnsmJ
t{Ss[UtfigtSS ntnHAtIRtimnRIiSt{ULNIW (Manipulated) tFltimn*tnsmnfiUtiJtfStSIS
fiHitmntitinimiLUtitfuti iGtihaarntmmiSajiiSniwinUQjusi tcuwritss xtJituxt/iRTt
njgdnjmjaiJHsaimstifimmHt*mMtitnsmHHtcjitntiitnHUJHStsiJ (From a Single
indicator)  wnnji*sgmtjpsimfigtss tftHimtRnmmHnjgdnjrnitnjinaiutM itjiti

(More Accurate Assessments of Performance) A1

90-1*01 Sfillkinff (Corrective Action)

TunsTRRnsRTttitUHNnsTuwgfnn HStHStRisinGtinjyutnmtjnuniSnitsitnnjtacu
HiSfnncuxHftisitinwtitJiutn/Tmg mstssntimtiitisnrp tRTfiitnmmspniH tSHttfiRIf
fnnraiHjtitms i frunmss mstwentii [unsfRN?iSnjSuns{uwgfnn
nucrn (Point Out the Problem) smqjinGJlfiinStnms[fmm (Specify the Solution) 1

tfiffifumu  tmgtmmwuistnsttJitiJfiriifTijmSfisfifnfUfnjnmnnsi  “pfiJBHJ-wiANnBi:”

(If-Then Guidelines) 1 SSIUUflri“fInSaHf” GnntU (Revenues) WSmitimGSHUMnN tf%

“umrsm:” tRmLFHQJ_fmfiusmpananimn_t3UJHinricjlg?nid5 g

99 - 9filflfISSASFIFiTmMUSNU{nn 3Snj (The I)\sfunctional Side of Controls)

tonn Larrv Boff tnsQiMntgimsirosiMfiTTjasftji*iramsiuMijja ttSyjtmm
tnStniFdI*"sumSGtmsymrdWmmuWRntiHISUCTnntnRuRulSH (Trouble Breathing) %1

Hil;sggcu L;Lsnur,rtmsjtjtugM Ubi?sumstsis tnsGCunmtncuQCTtSigtjiijnRfitiiHmtnjifi Boff
u 1

ntpstQjinustjissitnmHfistinm”mnnygjwn m uinRtns[tnmgiw]||tsisdi Himtsl

gtiusmtin ttnmSsmiisanmtfimgjm ¥ wjptsrisisitRggu”tjitwtiRRS]j
3sT



ijotijij aijb» | niHinm Dnanu h Mo
sajimigimsHmutuHisucm tSujiHiwmRmGnonfi iSt*mtuiusisrysmg (A True
Emergency) 1 XOlin Larry nsgG[pUU||ISIstLlI H10jJUfij?n?inH1GStiritljtnStg  U/im
Hymj]isis§jumsjtimsw]aisusiSHnmstis?n£i yjstsisfiusiGUjRmgfjmtft mri8s
mQumsjtfmsfm~uisig fmymtfimRtasstxBiryginn”? Larry i “[mtunus
tAsfanonyfrinssnisntijmTnnjQ”~mgjGHn ttuin Larry ngnrmgjwn rJimiuTIlJtims
mnw nmsyimmfj?n?iras®umm”~ncutjistgiumH|nngjnmm:tnfU2~fntiJHn i
icirm Larry hjJgi rrunsjmncmss tJiumiwsisutin
fi'iniUftig' UlImfi 4
HniRUtpt3mSiniSImnttt5IIItIWRJIjmS8GHmMICims  General Motors  3SIS{Jiti
Flint 3gHCUJ3yiS. 5 L rn tnsni*ti{UHUIRRnaRJfijaitiHm (A Secret Control Box)
ntimltlliciiaJHtljiUfiirtdfnd  (Supervisor) 32 HjUISHnUTTjfiimjnnnSnj IStH[nU[fiL
3cursmath)3fitiftjyi?itiffififry 1 3[fidtigUfi3HMS'IS HSmi nIHI[jj Hfi [nu piLiSIS ‘sntsmsu
ttujjsftjtfintiffiRHutns msfmnmsis tLimfncui”tihaysnnffinufdsji fecutnstsstfimcusi
tulOj[nyuis General Motors StiftJUlSnnym JtitUS United Auto Workers "1 3&3CIQJ
itjcutnuntiiwtnsntnfjmss HnyRuyivigimsis rnsnsjcutLi rrasSmifimiti mriruiRtns
I Rtfinuiw nms HisrnjmunitinicuHfintimjftjuGtfncu”"CstSRfiHisis figfijtwmem
itjimyistRfnjRt*"aLUHUftjtiiGTSstg ?uWtNiHtGjntnuj?RHtiiIRRntimiftsuGtmcijtt31 ¥
tiGtufutnsnnnsitrfimHRTRUTRtiRafijnritss nsimmuSufj gm  3t3fusunmtLi
%&BQfUEfr&fjfﬁj*]'nfytuthjl)6Wr):tS URSTRivnfcQ ! (I don’t care vou do it-just do it) 1
tnHfitns*"GmjnRft5?ncuHSft3] tSnjtGmnsinaH HnnftjggcumnjGfuujsnaftyirifulgjicutiJ
mftjHfi itdnjimfiaG"SsfiimfiGRgficJifinumiJUftisfSifiutg ? nnmmumtmgltjiusfty
tSujGim~ mujinsmnmjnmHiRuugumigiaHftj JinRj3cutwt5iHCut\Snirnjn?imcTis
ySIuCUtjl H8v3133Uft38S fiUllSfdjfi HS3HSULtitftm3nJTn?iufUnfiimSISiSjUj
ssitman girtssumeTUHiItDracntji t?iif)uHistnaHui?iigiijis1inn3t3ci5fnj
jlannsfijnmsaurun:jfjfin (inflexible) y3Sany aufuihSits mj[n rnsrjcunsninan:wy
aulfiticlt (Unreasonable) 't HSftjjGlluUms 3QjtH5PnIB HIRT§iSi]ijJljfumliiss (People

3G



ju i hiiitZ i Qii;:na fi hjiig
Lose Sight of the Organization's Over all Goals) 1 UIW8rbStHSrAUStLIHN[hij| TIt3fT)J
[RfinSRjtg tfmtgfjmymmfimj[RfinSn” (Instead of the Organiza-
tion Running the Controls, Sometimes the Controls Run the Organizations) 1 tuim
UflIRial [ynS{RRnSRjrntitRHISGnIlij8S8imms (Imperfections) UmiSISI StimRHIS
RAUBBIS murijnsnrim™UhmjifRRNSRj (To Look Good Exclusively in Terms of
Control Devices) i nigtimtucuggfrasntiulugtss iimnHsmufiinhjnismHdjnstints
tmttftulJUAIj&TIUS (1 he Result is dysfunctional in Terms of the Organization’s
Goals) i tfitQm~mnysfitnjiimnss (Dysfunctionality) umsjmdimlrnsfriiysinm
twmfitimjLIfdWtifUgtimmsmi (Incomplete Measures of Performance) 1 [UWStU
[unsjRRnsRjtsis nmnrdtRtgitmtfjyiumscugtifij tOuamii> of Output) tnrotsis
HSfiyStiHStHtntjtljRINIRIN (Quality) igjUJ 1 PiunliSsiiT [tiftirjiijJuRS(RfinSRJItSIs
fifjwtltRWriyfnn (Activities) lulluSsRRricUStjCU (Results) mPJiSls HSWjStiGClInm
tnmtffmxuw8snjitiJiHiHimtfit.S.n)irunitii tynamsn.niniTfanho in (io Look Good on
the Activity Measures) 1

tuiyttjjrisfiamswutmwnHn{RU{Rti ttfimfinrmspuns”finsnjisis yswjHismmni
ffitmutafitHRinjunjititRym | RtisRgnrotininRinstsrijnssssyjcustaCutRntiHtijJtiKtnnj
tSMMRRfISRJItRyUUIIs (To Influence the Information System’s Data Output During
a Given Period of Control) 1 timnmJUtnmmJinHHimtnSQjnRLtnRu GstinSRHIIs
tRtiusmjiiM fgiatsis  tStytStHitntHnjfisitituTitgitiSnitai  tfinnautnrnrninidtnscu i
RWRItiGISUvlIimdl RIItRtiUSfitiSSSMTRRriSRj (The Manipulation of Control Data)
HStHStjItfIRRmutUtHfUgjtiyayifmSIStgjm (Not a Readom Phenomenon) 1 fl
Hiywmtcyemjlfosisisfunyffin (Importance of Acti\il>) I tSinliftriuSmolIRICllutU
W81S9 IRMRIGImtijRNNSMiyRISIRtSRnjgWJtilSimUjijnt'lj Ht[fUUjilVi:ivDS SitintjRtRti
m[RfHwgitmrnsnv3mnunin iSyjunmiRiStuisi hjigimyiriisnTiiuuru”s-iirvssi tsi
infUIWCUHRYjttinfjShJ81S (Rewars are at Slake) IiRjISiSls iiSmjSinnS: Simumg

3/\



lijutija atluHHLUTU Dngna h «ii9
sssm t2HJtHItI3tilSfnnttUGtGI(Tend to Manipulate Data to Appear in a Favourable
Light) asitfufin UtSwmrostfimMa (Distorting Actual Figures) WitififiSnUjim;jtlJ
XUimnjUUtTIfiRfdmti  ttiCUUgininunSm (Emphasising Successes and Suppressing
Evidence of Failure) 1 HjiatntjnntanUIMtSWinRigjtilSS (Random Errors) tfISHF)
AnjtnntiRjnmdCUmnumbfiJaiStms Hsusmtuaniiunsinfinsflj (When the Distribu-
tion of Rewards is Unaffected) "1 mJWSulSJUfchtSti SAynS[n?inSnjAjnHISHSHI
(Both an up Side and a Down Side) 1 miSRSISHStnSUtSmmmmsmniWJtimsiflfc!
LUnsinnnsnj (Failure to Design Flexibility Into a Control System) HImJ-titHItIJHIS
UHTIGSG] (More Severe) tildurnitufU(UnS[RRnSfijtS1smijurJtns tsixsfri
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W ug stre&jnakiiyj: cngnu haat'g

£X
Cn

§§.‘§f3 %;555%%5@ $30©S SWS%H 5 @5 0
(Managers and Management)
vy
B5C THSHBHE2LFI6&ISF*SIKSS e

O-trbigfiin3&yqi}liign(ptr[Ra  ftafffHf)rTU (Operatives) 1
b-nCLTIHBUTBIFH IDF(filjffiB 1
01-&fmfljtiHINNJi: 3fiJfill Jlbp«gmnBapWgdEU(Effectiveness and Efficiency) 1
&- fi8BRELOKI RIfR(fit TTfiRfjftTitl(Tiffhe Role Performed by Managers) 1
S-trga(nmtls &JImffiaftinffinnrofiTF{REr{fia{dnfffls ftjIBSIIf (Successful-
Managers) 8afffi[ptr[HBSI8[tKtfgflIfl (Effective Managers) 1
b-nsjftnal {Bff3rnfftffijgn[BtflpaSilSCIfBfln:gt8f (Generic) SUflanm T
Nf-BSBfIS81(giHfrifiaWw31S9(Managerial Skills) 1

d-nsjflynBIflf{8frifSBJI»$IfnflBtilpa (The Value of Studying Management)



wWUG 9t3Gti[nbtifiuj: onann h turfs

HRtpu{pt3tJ3tumgttiiR8tu HStystiGOmgitiHWfsisTg*i HnpuiRtimtjmsjnm
n~dumcjorn i utjUTStssMMn HNTRumttHitit"TwmHSMgtRuiwgritiHwttJj i tfiti
tsstsjn HR{RU{RtiHstHs2RMtRcmSJInHGOytfUTI5t9 utanmamiipuiHtimtinHi3ffiH
HGtriQ  gfnmjmtfifitnro usnnsi wiiHai ftjinrmfa JtPRticuHtifnnteruHStys
tufjiin:{uuifui uGtfi wummn (Cooperatives) tfiu-iyi ttStirnGmininfim nntimnni
mirJipu{RtimMtRtslgiututgMt3fijiRnjtnjimt5Stitan

ntifinmas itStisatcuimgnSjtiJCUutiHnHRpuiRti stifnjymyiti itfitmgtu vy
tintitunGtunw tnmSHtStnwomgfititss : tRSitimgs timmfiuTfitd? tfimimumti tfin?

st3HRipuiRt3(gftgH3s? HmttiiRHtnsttSt3[nfQtiJTimtntutBAwnjiHnmj{Ruifit3?

621858"g2$"$W*3fAIS’®”™ (Who are managers?)

!;|mumi'!'fifcjtnglmraalltinHtifnnaim 1 HSsattSajncntuiPinistritRSjtuTisstjiHfi
{Ruptiims *miMSiaBjfanpnSjBjiMnHjjatiJtamnjtsi Hgfnn (Organization) *

HgfnnRtjimmjUGHSMJtjItURNJi:{yns (Systematic Arrangement) tSHIMUG
tfnnJUnntitjIRfinfiHtUGSS (Some Specific Purpose) * UUTI?SIICUtU UfiTinCU?gjICUm
rawnn mjiHtifanHtu 1 gmntiimJintnnj  TCifluniTRMftliMm  rauGmfnj anz
WiatfjtTUtiIfiSSrRtiMUIRHaJUriHn  WAIfiIHStRjfmTWHTfmrij  myngjl  (Cricket)
ntiututfistjitSynwgtRtjiH fnnttij 1 fmusgititsstfiHtifnnnmsftyiscufiM rmu
ana:

09-RAMUSSHmMIOHIStIMCUUanbGJIfiifITIW (a Distinct Purpose) 2 tmCUUQJIt
tS8 gjfMttImenitjimflitmfUtdJl ytmmstmecuttjl (a Goal or a Set of Goals) A1

8b -Miussym” HiswyiMfnmglttfitiiHSMj i

801- HafTinM3HMnjUGJg31MH3H18CURCUIL:tjILUN8(A Systematic Structure)
tSigniuiRaaRLHRmtinutiwinSRJUMga i ggunmfi tiGtftmjmSfilstij stiugum$S

ttija*) (Role and Relations) mjntIPRWinSnHmMGSSgjtGtflttrimimSim (Boss)



ujuo 3333Ant3iLlicu QgRH h ariig

jnusi*dnjwsHamG (Authority)[pu{Rt3faHiSnut9uninfit?i yMnwitfiugnnJimHn
Hsmj t3Hj9jWHIiBn2t3HNnQmrit3tutR|RftG samsjGmwHstjifun[ui:[unsum (a
Systematic Structure) A

HfiTRumtitGfnnsinviHtifnnsisi ~ msustHsmupntGmnsintiHfnnfastfitji
Hn{{iU{fii3tEnsssjti) i tBHjfjj&itutMW uStifnBluaiGnMHiBnHamnTOnitJiciiiutng
ti: {unugm (Operative) st3Hn[fiU[fii3 i [uBuBfimtiiHSMjtutusGmitTiJ umnni
frunGStfimt*cu nSmmsfniRGtSroswrfifttBmmiiHnu'igtg'i HntfimtInmtiHS
JtimSiSImHintitiTnmHtiitims  HNGHStUIHUtJijufaHmsifnHtfnt)  McDonald’s
Qljnnafiunj[quijn/iituuugvviusgm’\Hniirmde[psimHmitirinjtthiJistiJSnJotJ fagtfitfi
mBuBfiJ ¥ dmtsfIMHRTRUTRtRtjiHmmigficiinHmniuwHfia’'Eg 1 wutnrmsintyu
§9-9 I Hn[GU[fiv3nmGGismjnGdi[uBuBfiJHti5GSStt3] ggiuiinrmmHm]j
(Supervisor) tgnfdtnJiwtgtnsinujtinmGHnsgsnj8W[GMUGURTfiJ ntiminsfijuju
GfdtnJIfdltitriSiriUJtXFor-Processing  Insurance  Clairns)mSHtSmnHfU8W [n/ffi
wnHfnnjuwHTSuuHBBUtjStjtgtg|ti tsInaitiriMtnJiwitjidifiifiujtidtttai ¥ tgistjitina
tunmtJitii smusmmwttStifdSFiiji Hn[piUL”*yini5"HisHPitLfnH8fig(Subordinates) i

tiJUS (First-Line, Middle or Top) %A

mjntLnGS8jtjinariritfi sKun8&tfiHfiiRuptitalGtiHtimnHai SstustfifrucuGin
tgjtu A xgistfttifiticunmtfim Hn”itucutri Hnpu”tiHist Mtipswn”~stglmuHsmiiJiti

1 HnyfiUyfititiJHS (First-Line Managers) tjIGHrmmtflitjUHmJ (Supervisor) %
tsifitimtiG[ntinjfigsni  HnyfiUimitiJHS  cygingfnuudm  tGmGttFitfiHhnmHS
(Foreperson) " nttyiHHgntunHfTUtImSS tfIStJJttl{guSn (Coach) ®1 g?npupti
JJIRHGJH HIGHISHSmtUItigGtjuyGIS (Head) ttifi ygipnttlJHmfosimnti (Project-
Leader) SimHtifnn (Unit Chief) Hnifiu{J?fcHtUira (District Manager) {n9UJW

(Dean) tUfITIWSI[fiw (Bishop) yyjGnstGn (Division Manager) tfluly 1



ujuG atJotFYstucfitu: QnNgRH h rjiTg

5U9-9 manana/nri

(Organizational Levels)

tsinnncu uBfiRntutSHtifncmtu HnrRumamtsyiSHgRtaiiatjiHSTUtns (Vice-
President) {UGIS (President) HGFTIJUR (Chancellor) Sltun[PiU[f1t3 (Managing-
Director) giUIlfifuBufj (Chief Operating Officer) SltlintnBmJ9tSi (Chief
Executive Officer, CEO) upmaftHpryintiK1J (Chairman of the Board) tflttSu 1
tsiRti[RutngtjCURgscjHnN HitsiHtnsHsmtinti
mrtnjmHCUfrMtfrUJutSmg'kSs: (UtnSttiRtiCURNH (Production Foreperson) JUGIS
tfS (Shift Foreperson) HRLRUjtihfriQjIfnR (Scheduling Manager) BstUfniHfltnB

mnnt3t5{R (Assistant Plant Superintendent) HfltjIRfTinntitjfR (Plant Superinten-



uug atiGiuntLig: OngrH h mug
Dent) HflIRUIRtimaiilR (Plant Manager) Sltun{uBuBJ[fiJn (District Operations-
Manager)HfijtiU|fit3tjSnnHRUS81i3tnfi ~ (Eastern Regional Manufacturing
Manager) Si3HS{UtnStjtUfinU (Vice-President of Manufacturing) A tSintiwlfin
8GUtU HIGHISUSVTJuGtfl SltlinuSJ (Department
Head) SltlinfiTIfin (Principal) BsmmiHnGIfimjnGmiuttCU (Assistant Superinten-
dent for Administratives Affairs) StiHfitnRmJHtijHfITICU (District Superintendent)

tjitSn

(What is Management ? and What do Managers Do?)
dGtfiHgfnns-imttiJ  Hfi[RU{Rt3uisnjniui:Jutjitps 1  tgisuHsmonmuwtfi

pnj*nuMtRmscuntui:jytjitiG St*musRfitji nn
yiuymttms ijnHmngivauggtuMuui msiujftyi mo.ooo tinjiJfittHmsntslfjintu
Igjituui Monash ?t3cm5fU8MigftnjyRwntfsiR y CEO Hisiujffijj 9. nnsdcim
Nt3HLIINSITIIHUIS Telstra tdCUSGLUSWfiffilJUWICUHtifnnHM - HISSttinBfiGSStjia
nim000 am stiiRipnSnnwijnfisitnaQti tm3 naymmtsistgjtiit tairjatgmas
tt5tistinnfiRsmustiimjLRuy?it3 unjnHStiiiffiHStajHiam jpupti (Classical
Functions of Management) HOfiaigiUNgninupti
(Managerial Roles) S™ntTHnjnHnnjgfnnHSfRgtgitStmnJGSRyiU”™ (Universal

Applicability of Managerial Concepts) 1

SG555S£GE5G87f355/5$55f58  (Defining Management)

mnjtfirniLmjyms  wtt*tgidcufitnJijmjmnmfdRyfnnLunmtJitijyuSgfnnenu

jUKHfititg 1



ujtro A3 (ne;tiim anagH h mtg

fitiuijfnnss  (The Process) RtUTI?8JH8tnj (Funtions) UWnUfnnwmS9
( Primary Activities ) tSWGrojHHSfmultnHR{RU(t?t3 "1 HStTUSItHas tmUTItfimJUjU
Gttiamj frutriRmti miSnsi stimi[RRnsRj i

(UFUSFCU (Efficiency) Rtfltgn8W81SUtIItSmJ[?IUL"N 1 fIWUtftta5Smfi9Sti
ifuacaGiatipunM (inputs) stisstifu (Outputs) i tuMstuttStiggwtnaggtjnjfnatR
tlps tcMtnemjGainatiuLtJiwtasHiaatiitji - ttStitnauiBatufigting ¥ tMtajtitmssttfr
{uwatuttnUfnGggnjtnagatiPuStunj ttJimt{U(tnwGstnsmstRRG lasnuiaatiittfi tti
ramnSsrufisticu 1t "mfmjHNTRUTRttRMSMiNHtJGStnanuTtnrj  ttifunfuffauj
titstjittnn - uswj mmnai8-nntRiIRfSRRiHNmMniSipMiunmtJim(UMgmnafG30Ta
gititss 1 aig8mi{HUIfit3mfinSaWfnimRU8tIIGtimfflGaina9jBGUtIR (Minimising
Resource Costs) 1

gnatRHiaiuMgtinjHagiaiRuijTiaig ¥ mjpunmnnss"miutntriwnu
fnntitittiJ (Effectiveness)titiJtlJ 1 ISitnnJHR
pumwnGtintuttJIH{ifnrnmMtR  jmtisunwtfURUisppffigfnn i titusufigtiru
mnnaatiHtGjitnuj (Means) GtnnniuMgmnmnnaaagMitJltitatifritD ( ends ) |
(Mmucu ms 9 -to) 1

JUS 9 -to : milRU[f1t3tMtiIJU{Ufijgtind 3ti{ufigfnCXManagement Seek Efficiency and
Effectiveness )

HtGJItntU (Means) SJtfiumjTntU (ENDS)
{Uft5StFCU(Efficiency) (UWSfnn(Effectiveness)
(Goals) mi
Sfimueia  A-m-me- > fFVBImjutdgh] M
Low waste High Attainment v
tmru
tel

Resource Usage 6 Goal Attainment



UjUG 3t3Giffil3tultl; OngRU H GIUS

tywgticu s™MiuwgfnnHisgsinsstitgfJdcjtsiyn % ggiuijtimftmjtiimywcusti
ggmt/siuffigmnfuwsmimtiHSiHtnHnfUfagtiw'i  (nutns Seiko HHjtinjRmgjm
ttingjtittna sauiscuntifi:giugim LuwsmpjHtSstss usRRRJtinjGnmmnnri*nnjnH
saustnsi HtiflinufitwfinHrminjiinrHtiJQaaTRfiRfiuj TUunntfitiJRTUHtifnngitnms
yisrpwgpfrin§ia mstnsmfistinjgicuiRiftns tmromRutnniRiramuMiRtns msna
uommumtuiasw 1 JSIG:RIITRYUTRLtiSaTRfFRRRjtRHNmjuinnifaRHRinutjin«g
(Tuwgfnn) msRTR{RRRJtitiitii anjmiutnwiMRHmngititss §THiSTuwgticuutir i

IRHAMNNYMmMGHISTuwgfnn tuiajtuitjiRiSTUMgtitutnautg? riutfimti rntfim
tgmjtfiiswtnstifiaty ¥ Hi3.wiRrolgjiwmHtuGSSHi3pMOotiwtifit38r)43Ri3fiinliimj
ggcuswjR8jQCuujs i RiHjm:niniu[pwjiujuwfjptiJRRnjgjijifistiJgimijSG9 Sana
ttiRtintiMtgitffiimmJIWRJiNifTItgia HR[RuMsmRGOjnmwnuHmMswjRHIR5
tirinNjps I maai3fmRwlgjirijm 3:iRri:R3itfitiJHRRafigR sawiusgcumjggcu
{mniit*ujfmJIH3tn3HUiISRgRMM3s9jtn3tRHIRf ¥ mHnnyjwgtiroswgingatfi
ntwwtftymyuwgfnnsw 1 nxitumiiRuiRtiSsty iRaiRunmnjHRntnatuwgtjrotia
samsLuwgfnntia gunijiWHRiUMgmmilWMirainaRiH/JtilifnnRiajyMgijro ' Xxsi
{utgwnjnm”~mtgisut®iytgfaHymcu uitgjw New Zealand tiffins y waul uafnn
saHRyRutRafRftRtygitS*MnGtnsgiayjwgfTingiaLuwgtjtu uStgggwtnaujiRfiuj

RanRmwiRCTinxignHttiwtQsiRHismJLunRymaasiatgja”tsitwciRHSIiJimss'i

5|88151$5ff355«555|5¢  (Management Functions)

ISItUHWRTfRjfrss HngWJIUIfiHtjStjIRtnnayin ttlips Henri Fayol Uiswnw3tjl
Hnyrnyuagnanw mncjusaniyRUiIRauss : nmRtgttismi trmma unji wjuwijtu
saysunsup tsImRRCUTiwgwffyjgi*CrOwiLcmtsiJjnjsiPitsl ucla tyuHsamg
ttfsmi tnurna yycuunH (Staffing) Susn safuunsujtg”~iyusan tBujtiwmwjftnl

MRjiHnmj{RutRti  tuWGSslgogiwRt*"GtinagfugnjimmsucmHgiaHWHnyjtrisug



tijuo at3b[ntittlitH: anagH h mtj9

issi iwjfsfilwnjimp ( iHsiaifdjfifilisstia ) talifiusGbpatojtissI*mHStrinsmj
[erap”sssti  tsisuHStmgiatss ~igtsitnfujaH” sIpHGssyBeiHraSismtlira
tGTtjSfni tnrirnti Bnsi sa[RRnsnj i cMsiHromg g-cm ‘| imtistrarnim~mfinira

tjlioHSinjgiutsstnsH Ss?

tsistnstuj  t*mfmjHgfnnuufas*gj*tuHjfanGimfuuQ/ia (Purpose) ymssstsis
jnAssjtupwntjiHnntuiRifnnjutuitiisis stiHtQjiuimfantifanGtmnjunjittimn mi
puL”Sysfajuin®msuiti ¥ ystrmSttfsfnj (Planning) iputJtuiufnjRiuiRimnjtsJi
JUfaHAnnHmM mmtSfim9fm[WStgl (Overall Strategy) wnUMnm?ncmtflgitH8S
SMIJUGULISItISIS[RHLtIjSTTI) (a Comprehensive Hierarchy of Plans) tuHjtG
Myit/mUIRH (Integrate) BfcfifruWfll (Coordinate) MRHFTKHEijfcS 4
HR{pupaRgfggW3M{RfJtifnJTJjircit3mMHaHgfrintdJ (Organization-
Structure) ¥ ttStitinlmnasdiHsmjtJiRmti (Organising) i finmjmtummnjiRHnN
fmnmtftUTfrftt; HmdfUTSifmnmfmRtsgititss nufuttinj TRfufuGffURtjrfititss tinny
sjamrfij’nmmjtuitgisjtuTi atitwGRMntstifi JnftStsittintun i
{RUHgRIingit3HMMgtRyiayaM} tt?iray8fnnUWmJ[pU[Rt3 (Management’s-
Job)ngjrtiinafi8tiMraMjnjyaRgmtiHMtS81 ts8mTitsiy8I3ii3nsi(Leading) % taitncu
HRtpuipafifnigRGRgmLfTiy*fig tn/iaiMfiHfnniuMHRdtg t[2wuwun”m[yi[wty
ffifigatdfuyiaLUMgfnnutiR mtAsifmuisaiMRamiifTiIHMyiSn vyisstytfi nmnnnti

{u"RRtiHsauBnmttjim i

jyg 9.cn: Hstnnamnnupti
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6jSSSTH snsene Sfissi Tgsnsfi}
niuiRIMfuItdi nnNNMimi lansisiajcp {RReRVRH miVVES0
uiSnmgwifw  tenjjfiJutnni SRGRRJTIR  mn iSHjtnsiy ttnjitil
atatjjuGHiSmi - nujuHsIRfi  rrmnssbitfi--  WRHIMSHX3GHM siislin / luwHttmn
R® iShjwiu tnistiHhuinni  {Mirasmx« VWUCRHESTI GRISRYIR A

wjelWRHjnn miini i

HSttutstituntiJ tecuH n”utRtitEfmnni S[fi?insfij(Controiling) ¥ nmturiiEncu
ttfiljrfrnaRtuifi  {tismiigftnanjuG mjnjufijcmMHSinftnapa atotmtiintnauM
urmsuturitu  Sv3jmsnGRHSW|8j8i5mjHiGisilfiyisGnriG8sGisis 4 tSujGisigjL?m
ngmifitnxiifnngiatjiatuitStiGtitna fTutni{fiu[?ifc fiuUNIS~Mfijm ufriswgdcum /j
JUWHgmn (Organization Performance) 1 [IRglJtIUjUtGjunjglinjmJttlJljimMti
tjlHtIIStitmtI5ttf[tC3CUtjISnanfi81tit3H 1 jufiaxu IUHiamittinranjcfi (Significant-
Deviations) nmHtmfimalti  naraiuftiHRipuipti  iiigfmiRifiHtifnnSjiBimH
tttftjfinn StniiimJrianjmHtJIS (Monitoring) t{UjUIGjU (Comparing) BtHflfilftBS
(Correcting) RItStIGIiStinUIuClj sawttiltSIiEUHSaii(fiRnSfij 1

(utjilumnin8wfitwJtalGfiri(wn3j[utslfnHH8innss Rtfinmtim”jyisfTicitijifj
nnfj satnti3(wnn ms tfifit*usnnlJim8~HinfHrinBrnnEInJHtiLtiULHainftgcitiitiifia
tj? HalRjGcjiiMnajnitgltnHHSttma: tnatuniuittmaiMtu namitgmwnrijttitijtii
JRHFi(fiu (fiauiSHS iTiiHE s? nmmtjitfsmj trmma uRsisa|Rttnsnji ms tRHfi[rm-

pagiaHtoriRtjngytGitHstJ? HsainuHuuaiuwttain Fayol nnCTSHnnmiHtariu(ua
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[ytijRHtuHnHnipupanumssiri talRtinmmHgfnntamgjm * fipatfitfiRiJufcnni
nmiMttimtiRmHugniMiG8juM«iR tsinagfapuiRHUOTtiutam: i
SOSSIS&t&FfMgISSIIS© (Management Roles)

taitsaSMffJJJ 8i tnrin Henry Mintzber tjIStGFTIIWRIISUIRGRHtlI
HnHjgjytnnJGSSCcmm™tnwutnnjfTiJtrii*! tns[usnmgl! sti
mjmfuttSnit*mJtiriytiiGSs HnRiJttiJUMHR{RUtRtn gsitman timtg!stigfjjs:§H'is
ngnai ttjcmsltntma'is tuniuSnitti HRipuiRti*HRR?iRi{URUt*mmigduninti tutu
?fnRnRHisttJitiiiumRiu?tiJti - atitfiwRiimtuna HSStitgRiJwntiSmms tnnn
Mintzberg tnsjRttSnitti HRipuiRtiraMUInR pgjRRtifaRHRIntt|jti9 mstuuug
atiHismKtnnjs tfiGSStjpS'i yistncufipcamw MnuRiiRRRjjunm”~tURiigsunria
(Reflective  Thinker)  ntpsHR{RUJR"tiU[UgsStiRin81S"1UtjISG  (Constant-
Interruptions) 1 QaamRRn*wtsMRHRinjuMHRIiRuiRagiatssiytnmsIHstSMri?
sigtgjm ¥ msutSHntnjminsRj8MfitritsstciriR Mintzberg tnagfuaftptinjtittsR

pngytu (a Categorisation Scheme) MnURtinRNRmM91J3nJHR{RUIRtiglfUtn"

tITIR  Mintzberg tnswftfistl HRIRtJtRtithnnjRmKaa903M9RI ms
msgsings~jfiamoflrgia (Ten Different But Highly Interrelated Roles) *| CTIRItl
RSigtSRULRUIR” (Management Roles) MItfltglJIRjmRg"RnRRHtlJCaatafritDIUts
JUWHR[RU{Rt3 (Specific Categories of Managerial Behaviour) | uGUISUjTinitjS
tsintimntt 9 -9 Rsiggiti~otss HiGtutittsRtfiTRH ticmsltss r gmgmnnsstigmri
gSt3HSJUREU(Interpersonal Relationships)R3igmRng3*"RUUmMsNRHIS (Transfer!

of Information) S*"RmgmnfISS"mJWtIGGR (Decision Making) %1

2jj$5 385658605575  (Interpersonal Roles)



ujuo aiaoti[ritnuicij: Dngna h njfjg

HRTRUTRfcTRAwNCTimMraRB tufljtflISGIn*nSmJStiSHmMU (Ceremoniol and
Symbolic in Nature) i tsltnnjpguiMrmRwlojiwtiJJURW Mmijp tsinSuniurrij
wnnuHsmunacfn siwfdilgnrijmuajTnHgfdisiTnHuis HROTnssRntiutnniRSig
thigRRIUTIti (a Figurehead Role) 1 Hn[mj[fibgitiHfij MgIRHISRmgtjIHRSRm
(Leader) % fimgtss JHtfismttSwmwuMsualJTicu SjcTignSn atitfiRgnnnHifrmssttin
Sr 1 RmSQUfJtI{JJHHSMt1tU (Interpersonal Grouping ) R RSiggSifigsb (Liaison
Role )i tcirm M intzberg uisnnfisiwnufnntsstji tjimigmRsatiijiHmiURnsititpl
(Contacting External Sources ) ttirogWnRmStiwHRLRUIRtI 1 (tmngitKSS JHH1S
urcuyujutaitud®usmwHnpu” stimmsinti y t{nIHMTKn HRjRUtRtugRnjR
tt3cuggtunRHisnHfiTfIUTRbuRffifitslnbTnuuisuissti]tji tfiagsingstiRittimj (inter-
nal Liaison Relationship) A tslinnJHRIRUIRtifgRnjRtGRCMajltilHtDHISIgtnniggnJ
Ua}RthCUnStgtijRIHJOJ: fdUIhHSscygtipj (Marketing Trade Association) HIS

Stutsl HNLRUyYRDbtSISHISgTingsbfUHSmJSIbtyrl (Outside Laison Relationship) %1

(Information Roles)

HRtfiuiRtigiaHWRtiRiIHRCiniHaj StjiHnggcu stiyuycunRuisnHyfnci sbwius
t{RIHgRiniUM381 RSigtss[RJutncymHJtu:fnjmsgfajmfu  sbmjnmnjitfiytuHri
t3tgtgjRtSiy§juv3HnmjgnwyjybGnFbganfuSRJuwfiriOTjantjS iRHiaRjuRRiuteti
IUT138tSTIIRftIJUQLt]8R1I8UGtUSt3RIItIIIUQtasingjR 1 twin  Mintzberg WTIR
mgtsstfi RmgnsRjmHtJis (The Monitor Role) ignLRULRtiniR*utncynmgtjiunyini
CIRHIS (Disseminator Role) 1 ISItntURnniaSjHtimcitSISItiURlI ~ Hn[RUyttJ

HUtnniRSigMIHfimmnjdatuJ ( Spokeperson Role ) %1



mnti 9-9 : RmgpaiptiffiHinrm Mintzberg

rsi9 nnfisi
___Role Discription . .
HILERR)
interpersonal
HRRtuna tuusshriu uismRNINGmMnfnmn/itiJfiGGHf
Figurehead  g)porgiatifGIIU SHWEU 1
HrErS gStUSM[RftNjRORGR ~ sbtfiwtfi]sHM[mH
Leader §fis99CUBW[RF GtmsuRPjRRH  unpsun/nnjsd
funiitijnGmnnsutgtsjR ¥
WHSTIJ IRJIIUOMi9SIRIStIIHAIHRB1t3tUTI - SdtjIHR
Laison IOUUIBNSRIVWHSE[fns sanRHISijti9
HRULS

informational
twtijR shggfunRHisntwwitdjb9 uirhis39)

nsRjffiluis AHjHRfSRijmnjBhwRfusjmHhRIin sd m-

monitor tinRifaidtutmGtGit*uhiuajifufuHn’ ttfiRfn-
iHontsnRtnstcjmj sdsim[Rl HnHti/nn*i

tSjndptunRtrissgfUGIsnHRSItatLRi unHRtunH

HRGNAtUNRHIS  ofig tglwuiSRHRfAN - rminsssnR oruisss

Disseminator i onesbRiiuRLwiaj stfiii

git3gjiunuwHRt(UfisntuHRtn3Hgmn t

sawHiuijft/iRu

HRsimRj tyntjjimfiR9istgIHR3IiM[Ri  HmtismnRinj-
Spokeperson  qmnGimfugtituiuwHttRin icut mmrng  tfi
HRtiRtswHngfLjpuiRH luwHdfnrn
RMNGR
Decisional
twdiRRdHdfnn  sdHtijtfis3}mHdfnn  tSuliR
WtfIfRS tUCIFB fnWShtiGtSH RtnhtRtljH'  tSHjsiuRSf

Entrepreneur  mijtdfjyj

ianSRItUTURIMjUGRtNntJUOJGSS

ulug atiGtifnaiuioj: tingrjH h rmig

WRHRInfjsiss
Identifiable Activities

HRRUMI3RURIN  ttimsfi  tdnjmR
nssdHRt[fny9fig,

sgruni2R tGRiJini*Rsigtsi
MnuRiitnisim[RI tGWRUMN
tdnjmRnsstiHR3im[RI ¥

msSn/idttijd? shiGitDRiirVi

iRpgsiRgsdMinjss t

wugty”jndfitu rryis

giwnumsnRGis i

nfuGTUgtgi  fifunRyisdcuun/nm
CIRAS#A

ujuGmgfjiflwsdERsSIRG[p”™ [RR

tSimgjtftni tELjUJUGRHIG 31
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Hrtfigiridivigueufi -~ 99w8W[fifmm:ltnsmnnmf  tsltncuHdfnn  ujuGQjgfin[w sbnsfijnGtutj tdrc
Disturbance

handler [utuiHus sdguwRwsiso ustnsjndgRthusi  mnnssbGnnGtu sd?umgjtftni i

ggnjsw|Piftut3tGfiGStnsjuwHdfnn  tmjftjifig ujuGmnftinfi  twwmmsmimG
HmuitfGnGSGis  gitiHfii  ig UHSHRtwWGNWtJGGRWsis® iuw wnnfnn tdfumnnssamiuju Gtftm

Resource Hdfrm SbRMRRHIGMj i JUMWHMUTIH
Allocator
§f191

HiGin  9Q[UBWTTiftGHNR[UNdHIfTIMSIRGGIGL  GrjJHRANGGIGHttUGRGWSN

Negotiator \ysjs9 tfiumwuitScn

{UfICI : Henry Mintzber, Mintzber’s Managerial Roles from The Nature of Managerial
Work (New York: Harper & Row, 1973), pp. 93-93. Copyrights ¢ 1973 by Henry

Mintzberg. Reprinted by permission of HarperCollins Publishers, Inc.
(Decisional Roles)

tstinfnwuta?! tnrm Mintzberg tstiwutiimfis'isus tijCutslfftmmmSwnwSuw
tjuftls (The Making of Choices) 1 mjSIHtfIftJtJIffiS (Entrepreneur)
gtstSensfi sbyutHwrecumnacj tticushtntijHtusdcufnttiiimwHbmnss
[tnwn”atjicuthu | nasiHtjIHmthsLfinajgUWR (Disturbance Handlers) HnjfiUJfia
tjiHntn*"tnsmnRhif tBtyictiiRutglit3UCTntt3cu5sjftG{utHCusntjiHS,i mjsiHtjiHn
tUxJIGRGStnS (Resource Allocator) HR(tiUpt3|Rjgg[U8fa(Rf mmsmJUItitGnGSGIS
HSfdj fiitril: Shtfilt TIfR '1 HR[RU[Ri3(RfUtnniRSIgijIHRGIG1 (Negotiator) tSixntUtH

nfrmji tBgjggcutjisdmiuttiritifSMntjHafrinJtfjsstiitu i

fnJS18558Ga50855 (An Evaluation)
HismififijitnadisHti3GSS ASfiRR[ujanfi3n[umntS{ytngtGjt5t)tsnsigcnH|gS
I[Ufjtnrm  Mintzberg tsimHHamnttijyt samHRyfmdjatnslsaHamngititss-i

fiwfntitfigtgmLgRsmdcutfi HnymitEia tgistslgdHafnntyirigam yqgan(Hfitmi
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mtJirn  UTnfTiRSIQmunnTmuicufni igistfttirUJiunmtfitiJ fnjmnGngfftfin tticunn
putpatituigilfunsigtli}ti9 irnRglfijyngltriHF1[HR\tISISIRt) (Hierarchical Level) *
stinm8jGRmgt*"HR”ndptiihSHis Hnfiturib HfiGJtn HRtSwHaRii stiHR-sfimRj
yisfmnwsisfsltfinsw (Higher Level) tftmalgiRgun tfmtg-ftni ymgtfiHriSns)
msemJ:famSWnUHNUIU[pl3”ntf[mU (Lower Level) dltiMnUHRIRU{pagin3M %1
t?mmggibJ90 tticrasynnmjfditififrimfyti HnnutniiRuptitas tpjnmuti
RtniH Sttingttiafm trmmti Snsi sbjjnfinsfij faroyianiRtinryntinu? ctStu 5 \qi
GHiiggym gM]8:UjRRiyH3ttmS8 (The Functional Approach) iSltfiUttini
fijraJnitji tiiHtGjitnmSHiaiuiiinijatititi tSujtynj*HnHsmnuwHnpupa % ustnj
frigisjy (The Classical Functions) tiwafttifmyygjiMnnM atitfIRtUinMnulUUttSR
fanymnnums ttiroHRyniptiKrfHSffi sbutyrngfa tusira
tgfmncj tSyjfiyymmcemtfmwHtifnn ¥
ytuiygnj tgisu torn Mintzberg HItigfUljltpitatUtitGRRmg (Classification
Scheme) yiatuRtuirmatfiriftjii afcWRroamtfiuj ymggitnss
tsiImGMisMjnjirHtijgsgiayBtiistun RaigRiyipfifrnnR Mintzberg tfuipa wy{wu
tfiytyysttuym umjpai RinuttttiRGatns mrftiRymtsmngttismj nuytfiRSigtfi
Mtnipaitin nsignsjug”giau RtjitgmsHSttuSnafii naigtitgtgjR mmjpsHIG
umojtjiymygtrijym yt{ps RtitfrnmyHstiugitiya maSatyagitiHMMgtRHicumnj
thytyjritnstsistg i ytuiysfam {gftnanajwtintiGjiM tnyim:Mngfnnipsuyrt3Bis sti
ndtiLJIRU{M»t3MgftTIG JUW”tinn - Mintzberg (By Mintzberg’s Intermixing
Management Activities And Pure Management Work) %1
HmfiUTfibigitiHfdfgmi®jymGSS ttJroSaaiawRtinttfiRinRUTRtiMgMUi (Not
Purely Managerial) 1 miBntHQjy JHtnHJIJfatCLnn Mintzberg tnSGtUTItmnCUQSIR-
gaatjiymftiitrucuitis yuHtpwTtnn urpinHnfnnGpfjfiJifats15fmTfdfdtaRIUfatQrifi

n/im tits nutnmtfmdJjtfi ystysrfiufiGmjttinjHmfimfititg GimGrn~ntjitdn8w8is
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HtutsfTiitimuMHfifRUTRtTSistg i tssfitimftmnJuticuwfiHfncigs  Samstiumcrngl
RtitTmammjiiuMTnnn Mintzberg is nmsTRfuisumtutgfim i

iRmnurosrtnratss msstutfi [yifiSRSismHLSwtajifi Mintzberg jrtfHw
wntuffinu? HSIHStIGSIS 1 tcum Mintzberg tnsticumjtunjuas (New Insight) An
RCfniiatUHNTRUTRtITnfutnm i cnmuHiiHti/i?t3njfliit3iuMRiRina9gw  RAWRiti
unnnnfinj:w8is  ttJtudcufanuncinRnRSigtsmjTRUTRt 1 trvwstiGtttondecstin%tu
uaujtsifinRumu mj{RU[RV3LjiH8IgiS idajnntiifilfEjjs i rruLWifiJjiJsitnnjHSIRR
tIItmMGRI»IUjmGjU  SI3tGMinininnnHRmgRIHI?8IUMInnR  Mintzberg tjIHtUSV3

nsttijsitiys st3usn[5nmjtijnjubijufatt3t3?tjytgjfi HnmitnnuMHRIRuiRti i

eS»«gl»Jp9Jp«C6S"e55J1J51Sgin« 19?2ft*36EttSS6E?££eSS
sa$$GESP568? (Are Effective Managers also Sucessful Managers)

tann Fred Luthans stiwmmlImemcinn iHfmrnnranTSinsiA&ntsmj tticu
HF1{RU{Rti IGNSWjStlwffiSWtyfiUSG (From a Some What Different Perspective) 1
nniRituRtiiMoguji : tRHnfRULR”unjtgjtimnhl3GiujtPfdut4R isIfjtiHtifnnBti) i2
wnHfnnttom gti«i3RintiiRRiIJIDRGRIRIJIRGGRI s*HnyRuyR~ dmtSmjbnjtnscyudR
y? ttStitntimssmmjBfitsi HfifRULRtiiticuHisyjwgutiR jjtsmjttmuMtR ntfmniticu
(RfRtHtimiuuatn~stfimRtfij i ms t3st/nR8Gtji6siHSHtt3njtnatnRigjtitm8tg %

tarm Luthans sfcwmrrinufmcirin tnstGRiJMnpHnHRLRUIRtitiiti (teom in
HfarotRjmiSnjtm:  RtsigRipuiRtigitits:  Gajfugjnsawnyfnnyiuyitiysanti
(Managerial activities) 1

9-milRU{RtiRIHIUUynnn (Traditional Management) mnGfWGRMIJGGR 18

itesmj stiymnsfij i

b-miynyStugingti (Comunication) : giwyjnRms*GUfn stinsRjFnsttij

LRtIMWIH (Processing Paper Work) %
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m-mJtpULRttGStnSHSMJ (Human Resource Management) “jnjSnGR tfIR

Istu t"s*fintugsifa URcSnnu (Staffing) s” uojisugjjicu ¥

&-mnijUGUIUTUT)fndttll (Networking) 9Sin9Si3fiSgH (Socialising) finiCUTI

1JJtisttimntU (Politicking) StttGHSJfiU (Interacting with Outsiders) tflUtU

Hn81tIt[fTi A1

"tj'IRHGjy"(The Average Manager) ttiftftfitnSIGmJWnj) GCl/ntH

tnnnfnniuMgs mIQMRJtu fjtiMfiHmniputprfuuurmn iptwtiisiRgti
laofnmtH nt3WFiHfNNIPIULRI3GStnsHSWj ujuGutupnimjtrin
tifitiammfrim tfnncimntutfnn saRG{Ut3t{ui3?”cuHnpupi3tiijt39 GomtuxcueanH-
fnngiaystss yismnfyyjwafiti*nHintgiyin4 t2yj§jGjifii gstnsufrtmslinmug
9 -6 HRipu{Rt3tt3fUHIsttiiR8tiJ ( RfiPRNt3smtnj” 9t itis:Rt3HgfnnmwtR) Hismi
mnGRsn”fiswtunmsitaiimfiinHnTejUTRbtdfUHisTufigfnn ( RiuiRnastumintin sti
RtiflfnmscugtjCummiJstifnnnniGfi  starrututjiGmuMHmrmH~fisiufiitR) i rru
ufUGUiuTinifrutfi) jylfrmgisGudR mmsuftfiSmjuwHmmirati  Gttmnafanyfnn
TRUTeU3GSCTSuswilm JulfpRgiSRGRGULIR 4 fitimnmyHRTfiUTfifcyiSTUwgfnn  mi
TtnTMtijgiRgtiiHImwgiaGijitiwfiwtijiRfiramMtR  timmfuGuturinimmij jylfnngis
RGUtitn

miwnptss msHfnjajcu2tt8mspinj:w8is tnjGttiflsStimfihtSti Hnncmifenj
HR[RU{RmMSt t"HGJHHR{FiU(fiaG[untiJLuyi[uitjitoo tgi mommtiristnnnfnmufii
sstnjwRyfnngitiystss tmnjSmlt«u{Ktimytuuyjm m?LGijjytygifigti. rmipupti
Gstnsnsfdj. atiminjuBuiurinirnitiii i tgistfitintinmmtJitD Hnputmrftinjyns
ttjiRStu usgnjmjmnGRgn/Rtgitffiwfiyfnngiatss uGgistiHRjrujrvhis yjwgfnn
tsjun mynmgl nntRtiiIRGngn”mwnRtitnjngitiifijai rnmmss [ysnasti miwsfi

tiipjfRfiniM  (The  Historical Assumption) 1jIfnnSjtiiilS:  (Promotion)
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mdmsITtucugtjnjmiau (Performance) tt/iuju~cjtinajwninHnfmjrwsiststymni
WtiH SbStttfltntl) (Social And Polictical Skills) "Hj§jmsCUnSH8tTUni3Htimn A

jus 9-d : mnuatGntncutfnjitjiHGjuwnuwRHfnn juwgR[RU[Rti tetumsttjiRStu

Hn[RU[Ri3ginuGjH Hn{RU{Rt3HisttjiRSm  Hn{nuL ms{uwgfnci

tJJfin : ttiHRIH Fred Luthans, Richard M. Hodgetts Sb Stuart A. Rosenkrantz,
arnitnHNHN[RUIRtinR{jj)f1J3 (Real Managers) (Cambridge, Mass: Ballinger

Pubishing, 1998)1

6Sj515eHK5«gfigbg©©3are§SWfc651«a586a?(Is the Manager’s Job Universal?)
ttStitjiatmtusiatSHiGHmuiaj HnmiHSfnatjiftjinnjsfmiiRupiti (Universal
Application of Management) 1 ItStitnsnHinjiIHnmJIpulRti ttJIUJinfigRtjlflHia
tunnji:gtgi (Generic)tmcuR Hnipuipti RtfignipuiRti SatfnslgnmmtfitD iriru-
jRtil LUMSmMfgRU[RV3 t"H8I*jgi3ClInCli:gtglriRLtnnutHS (A Generic Discipline)
titGStfifiGmJtiGjnHSS  1tinnRgjftjUin) ttfltUBSRfitjl HR[RURI3fS"IS tjJUISIAGIfULJS
8W ytjiHSjnj~ingju isIRtiujHtSa u3ipRtiiiJgiBt3iniislntifiji3JnHG9 ugjrgrgrig
yyisgmbtsiSydney y wtitmms? iQndjtinaRjxSwajtnaQjiMnnMuag Hnunrigtgi

(Generic Issue) 1
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?5J|555 (Organization Level)
myitis:mfiiHnLfiUjpi3tsintiH Mrin F ms mjMt*njHsmjmnmmnsi*fiujtimsti
(A Reservation Section) tsljnyfns Air New Zealand HSHISmffliImJuGmtUsug
Stimmmdnj CEO tsi Air New Zealand tGHSmmRHnunLAM"MHRStIJtSfnciSfd
mjfi*mjtnmfigitinnsTmi fanswm rutur stimimntmgntfin Ssfusygttmg]tn
(The Differences are offthe Degree and Emphasis, not of Function) 1
msrnimntISmHStriJ (In Functional Terms) tSImondftJHnjmjfptimSiilS:
mstfigfmsifitiHtifon mmmjmntjsmjmstmTGS stimjmjrnnnsfigtFimtrifijmsm
m n Gtuimss nnlimSjtTScjujitiijimMtitsiRti m8 9-&M SsBmti tslcutfiun/mg gn
TRuyrtitigitiJfMwismgtiiHRwnGGfn nmmhnniysttmmtisfnj tnRffita Snsi sm?m
nsRji ms mmantncuifcm?dfumcammtcuH3friJSHtiJ9 Hstgjtigimgjtin tftatss-
TgjR GOTIstSHSttl) (The Content of the Managerial Functions) JUMHR{?ro{iti
?gjgjgutgimyitis:mfiJHfi{Piujpa i ggiinnVi msmjrnjmnnssti
mJUjUQHgfnngiaUQJ (Designing the Overall Oganization)
gimgriHIn]  tArngltrarnnijUGHsmiyfirogiRs sti{nupriifr)] (The Jobs of
Individuals and Work Groups) %1

mg mnuutGmntutfnmgimHHStnj BnmuitisrtsintiHtifrin
(Distribution of Time Per Function By Organization Level)

Hnpu{pt3gifi2yt3 HnpufnbiginnnjTitu HnBnmgimtB

[Ufin : ufl[fatin T.A Mohaney, T.H. Jerdee and S.J Carroll, The job(s) of
management' Industrial Relations, voL4.no . 2 (1965), p. 103.
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(Organizational Type)

tRHn{RuiRtitt3cut58jmlariwmnsuid  yuafncuojfintnjtui: 1IGmjdGmstmn
IffuiptitalntiifJHiSsjnSfTRH? wjHjimgjR tRmj*JHnLRUiptitsin*Hgfncijnnu sa
HtiffinSaRRRU uGmttiJ ytS (Profit and-non-Profit Organizations)? GtStG
Gtmswtimmtannss Snmustuitij i

tfiSua immmmijmtntjHmnss (Myths) t&mmitmHntnopijtalfjtiHtiffin
ftTltninn: (Public Organizations) A

U>8 9 : miMWGGmsIRfcHtimnftntruiui: fatinGstffijfisfnnsttuiGim (A
Political ~ Priorities)  GtnnROnpmJMnGGRtalfJtiHgfnnHISffIHIni  (Bussiness
Organization) Hiscuntui:wHmindtu (Rational) stiHagifigtistitQasiantntm”ui
(a Political) i fmn?i rumiiggr tsintiHtimngitiHfij wstfiggfUfignfunmjnGiJtUTi
fafiSttintntlJ (By Political Considerations) 1

sljtie b : HRMIGGRRIUmMu: (Public Decision Makers) RGWJSiglatiBRjfi
JUGIfU (Administrative Procedures) lunjfifHiIHCUIGIRU{Fv3 (Managerial Authority)
St3wtUufnnufdt?i (Autonomy) 1tJtUINumJtitDfntglsafaHfllilIUMtRSItitgRGKRG A
rmrm : iIMrRTRUHRTRUTRtiartaHw mnjuSmtti inarijRsn/IRTHRTRUtiiinutgitwsmB
ftfo{RU(RIHU&jnRtR  (Significant Contraints Have been Placed on Their
Managerial Discretion) A1

mt& m : iI"mjwtnRStiggwtnsnjgijtusMnsttinSRunHsinjftjiGiiiinriunM
t{m:tUNUjtGJUNHMMGRIR8iaGIRGMMIR nRIRinsnJRWi:|[fUJIGHM (Lazy) iglfi
fotgltnjfdSfd8(More Security Oriented) StinwfggfUtnStffingfiGR(Less Motivated) 1
fninRGiaRMRitiurmRtji  RjfmjGtmsmntuRgRGRnGismnsMRiGfitg jfitisttinBfi
unHSttuftiuninn: stisitiriBfisitiGJfiG.i

usGfitf] tmGfnnsiHgfnn|ytfigtumsistg RiramuMHRtRuiRti wacuRnniiH

(There are Comonalities) tfUJGS 1 HfipuymgitiHW igltGIMGRMWGGR RIUIRIRUU-
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ttfl  (Set Objective) mamSSIMHSHafnn”jthlUnm: (Create Workable
Organization Structure ) f[SfIUfi3 saEmffifi9TORStun2fi UjtISHafnn§jH1S
CURtin:ytStItJIU - tuHJHfifnRHaiTtO  (Secure Legitimacy for Their Organization’s
Existence) sanjUGRGfii{g ttiRStUPCTtmtiRa (Develop Internal Political Support)
tStft HSfRRH?G 1
munfi nHISGQIIGSfdmRJInRfiJfrinjgs™J (Some Note Worthy Differences) 1
GCUICSfUyiufijS'ISUtjfi - HC?inTIfIfatft3nISt4CUPNJari) (Mesuring Performance) A
mj y USIRpnGCIfinj (The Bottons Line) HH
yjSgfnCimWHgfnnmSffiH (Business Organization) 1 GtCUIn TSintiHtiffinuSJfi
nulmtjiJH msfnifiwtfrfuutsstgi "ysfnjfiwtrcugtj*mj~rnuwhricijinjs fjnufj
gninttinuiStiifu yHgfncmswjGU t58jHnsmjDJtnnsitiamfa ~ HnynjyimsintiHti
mngimss trgtgiSsyumjUH8samjfirincujtigtjpj fjnufiwtftinjgticumj®nuhra
TSIStg (The Market Test for Performance) A1
twgnwfuismfaitSti BtgisuHisfnnsfamnm jfiamjyRuyits"Hyfnnjnmj sti
HtifTingitinifmfigtss msfuyiui:tiGmt{pstjian]nan:8wm *
HtifnngianninfigTSs yisnjntui:[wtujvim turatiMf*HnRmgiuwHnNiRuipa tfinn

tSmiMnnSR nm:r)mRtjiHm5!tismi tnntnti Snsi samfinsni 4

( Organization Level)
tSmjumuMHRTRumatsinaHiamnms  swrmfcfnrnG mg? mjtimmgmfjnm
tsstnscuutin  *mrmgTfiiHNjMitJiIJUMHRTRUTRRtsIRtiTRHtnsHISfRHRts*)  satin?
fnuGtuiGtsstgisarnjnfnnnjufattSansaun HNRSigjuwHNTRUTLItS i ms til
uiiuttS~MRfuitistiiHstiitSHyfTinyg (Small Business) sttfimgttitufiutncmslfifci

fafcHrofiilUJti tiIErSI
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finyismjarifnnmntimjnniiRsmHNHiSfnHQifiRG (Small Business) i ip s
uiswnanilsGmsw”mHnmjntuiRiti ""mf i tiiggiuiinii tdicsssttiriBfi mjcunyutnsn
ULsnjMHjS (Total Assets) i nhgwttiltss ttShwsnturltsim2j/ny8irrg nniwui{mw

ttituHiISHiwt]nritjjSt3[uBufifnj tuUjjnmn”cut[ysttiB2fiRG "mHmn (Any
Independent Owned And Operated, Profit Seeking Enterprise That has Fewer
Than Twenty Employees) A1

mBffmsnnnG (Small Business) HitsHIsgt/IGO (Little in Size) tits flUIS
PigntUtirihG (Large Inpact) tISwtiHIUM{tSti 4 HItjfRHSIRmi
qtittinantis Histmnnntii&IfrimtmsHiSfnH  ystusnwnygihHw  tslyngw
HThTIffi 1 m3GtamUWinTtnfiS81RRGttjfit]ntjS tdtUtnSGSSETFTIU dCjO.000 USGHCU
nnttfitiviifnmsiTmgwHT ftJiwGss  riteril.ooo  tfiwuiTmwsififitsi  wtmmwgimss
IputJtuiuJMUigMjiumH dGtiutinrijfinuj shfiiwititiutiH fitifumihitdnjHswjLutritin
til 1Q.Snrisstn yytitii tfgmmmtsnfmtinnjRH ntilwtnustHsnwnHtmtis (Non-
Agricultural Private Sector) XUimiUtUItUtiIIHhmSRfTJaijSfTIRt|pS XSIHgjtiQM]jR]
tyntutss 7 tffifdntsstgjh tnsmtuismjtiijtiitps tsInhJfiSfnygiRRG i jfifcsn 9 £g£-
£0 sh <SHZ>dD GSSHISFRHSIRG GistnmssGss mmmtu tsimwiffi tuimtiifugticii
JH tBSHhfnnGOtiltlpS (RitGfnnsnJGSIWHS UfrtUUgH9tJIIJUW3S8JISIfIG (Through
Major Restructuring Processes With Down-Sizing) 1 tSIRhJtU:tnflJututUtS'lsJfl3-
fnHSIRRG ttistnstgjtiGSS c>.mmmuj i

pi9lfis*MnnnaiQtm:tJ8R : tSfniauifniiptijnSTRHSIRRts SMnmrtJiJiRuipti
mSfnysiRG ytintitim? fTinmififijiHtu ttiwtyrnnyujutGjujfihHiSfnHSIRRG sh
8IRG ufrnifynSnitsi fmj:w8istSRSigtBStURaF:8wmtijih8ititi douhinitistsinmu
g G)-S RmgSfa8fl3UtiRHRIpU{RttHISjRH81fiRIjRtiIHRSfiniRJ (The Small Business

Manager’s Most Important Role is That of Spokeperson) 1
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mSffiysifiGG  Giuntmntutfcuiunatps  Mnuutncjmi*nuwm{URnin8ititifrIHR
(Outwardly Directing Things) tiGtfimitiUtfiHUJHfiStjS UjuGmJiJinJUCTtffi tfIHtU
Gsiemn y mMtim8fnM89 aafijnjSjHismjgifiiyn tjcrngficj usnSfjsismwHn
[putpatsinaHgfnnG9 Sggnjmnnnmnitifns (Directed internally) tgistgimmj
WUGGG  thitnHyfnncuri82[Gggn5GSGisH3s  yjiffiyjftnsggnjGSsyms? i ttintimy
fTIMfyUSS nmSIUWMinipa (The Intrepreneurial Role) tmtU

HISfiy satGltjamJWnHfnnwnutnnJHWgdCUmitllJ (Performance Improvement)
ysfd"siSGtmsHNLGULG Mt ntiyjyuiSG tg'i

jug 9-¢) fiRj:w8istSGmgjuwHnN[?iU{?ia tsintiLyyuissififiG s rigg
(Importance of Managerial Role in Small and Large Firms)

nmgttiroHRLRUipiantiujHtijagincuinni

RroffUH{RU{RLitsInaiRHU)saifimjnme3
Hnmnij HMUGRGSINS
WUIRS wyami
nn/nti hafij
Hfiufis| HmGi:|ftnraguMR
HiGIn
HfitjjntipmnnHia wui[fia

{UXL : uR[fi5"n Joseph G.P. Palolillo, The manager's self-assessments of

managerial roles: Small vs. large firms, America Journal of Small Business,
January-March, 1984, pp. 61-62.
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tlumGjutdiHnipu[pmsiHgfnnG HnNLRU”mSfnHSIifiRGinsfuntin: tiGtfi
gmSmisiBl (a Generalist) tfSatfiin mittmuMifi JHumrcmtglttiimwnufnnrow
H |[tjis2wtsfiriBfnHG” stiMRHfnniutnid ititumncmtiimHSjnjtijysi tfititsstgjfi
jgsiwhs stiJiujugdmi (Formality) “wu”mntunaxi:mj*nuwHR[RU[R”"s1nt3
HofrwG? imiigtSt*"nHISFTinfmHmiaiRtILFIHUjSgIRRtj (To Give Way to Informality
in Small Firms) ¥ frmgttiamj nwffptiJtsitjiscinuijijptnx~fciJ 1 mmjUGHgfnnn
Mfyipwim 3tiHiajt53iMHatjSaigtin GttiFnamj[RRnsRjtsinamS*nH8i?iIRG nti
itimgltttImJfiytifitflICU (On Direct Observation)t{pS”natdnt9itffilynsnSRJ?nH
tiISUmmtrimanvgJV\/i{pWini (On  Sophisticated Computerised Monitoring
System) A1

tjISyv3t9jR tiGISIfitini§fiHtifiinu51 (With Organizational Level) ttUfcuSnitjl
GthIGSWm RWmslIntinjHR (Degree) StimjmnGR9fitiin (Emphasis)BStHsfims1frt3
ygtfij (Function) tgjan Rt3malntiHtiflirmt59 uwm
wnHfnngGAjntditipa msnujumnnjm jttij atiwmaiiRxsintuiJnn (The Proportion
of Time) ttifmRGnjnmtnihJnyfnnsyms yisfunrui:8wm i

(Cross-National Transferability)

ucmTRUTRtitSwinaciJRftnrgislQtitTmtDUdR  gingtistiGtuiGfuCutfi tmtntumitt
tsmjpuiptitnanjgmmiyiwMtnagtimRiytgMmg i tywstti tmtuRStypu”™His
funrni:gtsigibLfijt3 (Generic) tsis fimsHSiRmstfifirmw ysmnnsstifnnswinttin
way auintsitu y fujGHtgjan fnBHmJwnjituWtSfnnLujmqJunujujuujRULRtituCu
tRsStuHGFUQR ifitiyjtgwsisi t*gtgiHSGispnL9t3njfiPncufnmstmcuR3RifiU[RI3t tiJ
(The Universality of Management Concepts) X yfitiCUtnCintUti ttUv3[RISFRHIG
stuitudi  tmtURSRfnmps jliGHSfRtnsGtmsyjtgwHLWicS aftcmwgjii  Mtmti
Hithin momtii GynfinHtitRW stiymgwynjGSLUtjiGutfimjtnjifigitiffiGtitgtgjen
ttSv3Sv3[RAGMNRWITUt?ntURS?igii3BHWLSS  yiWStUttGAGM"HSImmtURSRQIbtSS isi
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n™wisfnn[utGWHicifi 5s y ymgwdtgtgjFi tdcumtinmfiufjdng sttinuitiiwgH
yfujGuyngwgibtsis uisfnnpwtynmibgiti nLmgwymjiSmntuj gdjinflj (Free-
Market Democraties) i tgis*ufitinxnmtfitu tftymstinnnmSfnytdgumsmu'is
cunnjirfiimcutgjtitsis (The Increasingly Globalised World of Business)

ttSbwTHtti fnnswtuntruss stijnumtnmslntiHmuuSstss i

£sin:5bjsejjsistjawsseS gasssgsnm Ihjse
(Critical Managerial Skills Related To Managerial Competence)
digs tSfisiniHgS fatUHRpUIptligfHIS? term Daniel Katz tjlfmtfmtnJJBfi-

Agjitsfmnculgjicum Michigan wgtgmjnsfijHnfimmM8iS9iuMHNIRU[Rt3 uJcutr
[RfmnB2utnniniJttiJiunuiiditiiitjinStiJiaintJifsntnnajuMtR % fmfimmcmufii
tnrntnsGbtuu”ini§jttSnitji  tSsimgititss HictufctGfitfrofutfig y ttin (in Three
Categories) uGfttSIISS :
&timnungmgftj (Technical Skills) : wufifnnmnmfmftg yfanyfrindic
tultlt gTRHUGSS
ASsiniHSiygfU (Interpersonal Skills) : WHRfnntSmJtlHTWSCyijlHtIJHSFi5j
dtgtgjR

Afisinigfdjs: (Conceptual Skills) : MHfifnmSnmSni "jumnG9”
(The a bility to See the “Big picture”)
t3iQ9jHRIpuifltit3iaiuMgmn nmRigfHiaflmnjgimas i yumg atimtfinntfm

tfdi3ts5sinisyaj9 (The Actual Type and Amount Requires) ttInJIfi{fjffnn|UfUnj
tsimHipmgHgffin (The Type of Organization) attR{SRtsrnitiii{fiu{ptirnfins
SHOJ9 (The Particular Managemant Levels Being Dealt With)

tistsimm g g)-nl tasfwitn

jug 9-n1: 6sinjiRU{pt3 stinyumsmjLPiuytti
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Hn[RU{fib
gimffi
tf fi[RU{RI3

gIRHGJU

finnwmsiutumssmngsamisfimm

JUfifl : uRffiJ®n Daniel Katz, Skills of an effective administrator, Harvard
Business Review, vol. 52, Sept-Oct 1974, pp. 99-102.

(Technical Skills)
gRIRU{RattinjHisijSinimGntgfa RHiswHRfnntunj sm[5[pfaquniniinuju
gTHtimj stimGmgwithti? tSufutnmnunGtdRjmRnjtjS i ntimnJitfimQat3sifTuss
gingt3St3HniRU]tit3gnfitmu tfintWwW nt3H8mSnutgntgfi5 (Technical Occupations)
tiGfrimunsmj stileynHtftttiy A tsitncuHn{RU{RI3tgjtiitis:fristR8w naRmgpuiRh

hTU:W81StS”SinimGmgfa (Managerial Performance) [fif

(Interpersonal Skills)
fimmgingtitjiHmHSW] (People Skills) ytfmmHSJURCu Rnmia*jwHRmMn
tgmitjiutiJ stitutuHnHRdtg amcumBH;jBnsi)
tSiyuungngR sti[mj[Rtigsifin gsinigititss HishRj:fa8nsGtmsgn[RU[Ri3tsi[eiu
HjtfiugitiHw i Hnpu[Rti[n* mnjStiHnmMmnujmmi®inj8S  rmwsR
(Assumption and Beliefs) JUASSHICU LnHgit3SJUQINSh (Sensitive) HWCTTKUIM
(Perception) RJ*mi StiUtIflti (Motivations)mWHmMkfTIH8figmW3S 1~ mjf081S Sti

tSminRwmnjtji friwn”0”"HS gmmgn”sstnftfitriRgritjitji gsinigs (Soft Skill) i

ns



tijuo 3bGt3nt3ttitu: DnanH h fuiig

ucujsiss fisimsituss ~sitjtdnjtnHgwjitnnHcisMH  ttimSsiniSfisi  stspuipa
(Industry Task Force on Leadership and Management Skills) 99CUEITinkft HIShTIi:
fd8isutifitslnamJtrijpu{Rvi ttJtuinattRBratsiiutSMHifmw ntfmalggitinmntijiR
giaufumjfinjlffiajngi*~dcitss G*"CUUAqi§jt\5niPinillUuRG”(Major Shortcomings)
tditjps mjthamyHR{RU[mttfttjS" RtitjSic3(tf(f3msiR9ti  tfiRgRGR
URSI {URRRH St3t5Jin 1

(Conceptual Skills)

tjSinjgfdjS: H19tpmmtjIWHRfnnmISWRUCTNn (A Mental Ability) tStfjwm-
MjnjticumtintjS stiWwRHRIingitigjitmuftmtiRin tmnnfimmSnmScjHtifiingiaHro
(gGSftlIStlIrnnntCUggHIRtjtfi Helicopter Perspective) X1 fimnitSS UtiCUgR'InjHR
[RU[RISiriSgWjS:t*{UnsgCUgnritl] (Systems View)tuflJHISStUtjl fIHRRimHCUttSni
nujmdfuu8bnnt|]bP)mfdHgRin ntittfRfTttgfinitgluR stinujmanjfTugifiiynsittiR
Htu mRUsmnjdnjtgRttijbi*tgjRIUfdHgfrini tSsinigimss riattiRafitisiRtgit* fijHR-
fnnURPJ (Individual’s Capacity) RtiffljIfTIR SiflsgtDUCTNCTI-RnStljJti*) (To Analyse
and Diagnose Issues of Concern) 1L HR{ptiptiCUtJIIUSM9 {R?R1R3si£7ig«]S:tSS t[GS
tfttintou{RU[Rtiritgtgj?n urmtfnj RHR{RU[Rt3cudiu8w tfttQtustgfmtttfmfinaati
RSRHJUAMS (Distract ldeas) QtnFRtIHR|RU[RI3gIR91ulcj tFIGURI GIUTItUtnnjgGS
tLIHWStIRHMR 1tICUtHCULttSnitnS (Observable Objects) StifitamRIJ A

digs HRIpiiptltpUCUt"UglfigitiHM (R?iriSfdHRfnn3S9 (Some Competence)
jnatimmmtuhan tginfttintitunmtfiw wu:M8iS'Eafimnigiatss Hiti?{U{UfUHi{Mtmol
MHRLHR[RU[R"NsHtWO i fiaujutgRigwHiaftiuiMSia mmstfifigm fisirngfojs:ms
hJIJ:WB81SRIStR81t3tSIR1J[RU|RV3CUUIUgIRHGJIH  Stitfimfif 1 GtMRtimniHSJURGuIn]

ILISFiTJ:W81Stal RUCUMNUMRItIHW 1
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(The Value the Marketplace Puts on Managers)

Hn[pu[pt3ty Hitjt§8ptuamtmjimwms F c?njinHn{pu{Rtii8jiujini mm§
dtuntsn fansnutss USt*"CUgfmhGtiriCUtthmHnnjUGIUNStUjfRjl (Remuneration-
System) fanuHgmntg i HRipuiptiHiagimjggnJipimstpaijitaLuBuSnn sn_n:?"u
Htuntj stimjggnj8W [RfmwHnNpu[fit3 Inctgja ipimsiuMiRmnaiglmHtaisttin

tfltifsstsltgjfi HISHgmcitilTIGS fiJ82Rdnjnmmuj?fyjmiatLGS(Extremely Lucrative

IUMStUHnNtnsSaHnipmujfRJJ  tt3wattin2R|JJHtI)SRCIintStIJJGY titstfl Price
Waterhouse Sti Arthur Andersen tnsggtU HHStitnSui3Hnmja/iRJ§jmUHLIHNjiHtI]
(An Interesting Fact) 1 HnfimnjRMtSUIJuCUUtifimMIIJHinsgitilSS filHIRtnatWWwn
nltf.ooo tiginng ntiHtusrn timtgfIniGCiNWTUGIsjiJumitSmScutnsRmgTRUTRLitjiasw
Ini (Senior Managing Partners) 9IQCFO00EtaJ11CtTl« nfimRjriJisstSjR
mcsm”~wn nldo. oootioju tgjRtttn minmtinsLRHtJjagtatas dni[tjimujfsyiStuHn
thitptiJUMtfi tipatjiauRWRHStHSfiiHniRUiptt swmtjpSutgsRtAjAfdunrinnwij:
WBI3 ttjCutngnijtinjfimni[?iU[?it3tun5SHis[uwgfnnum i tummmss tnstnRHistgja
tsinfuiHtjiSHamstujsitaxssujiuJims finjntjinRinataifjtiHtimnmmopstgjmiJi i
fiain{RULfii3Cy RtjlLgciJfaHIRuniHIR (A Scarce Commodity) UJimtUjffijlfitftJttIwW
RWIiRttut*njHtiRinaiaignitiaHRpiutRta i

rajftyiMnumitiiiiRUIRti  gsurm”nnti5nt3dngL5 atimfmnuM Stjpi  (The
Market Forces of Supply and Demand) 1 nnPj?iin[FiU[Fiv3 (Management Super
Stars) RuQtfinnwmnHRnNNjfiu ntSwtungjiHiSnttii (R*mutiimHgiRg"jGstfimcusi
8jggtUtnnutUTIG (Bonuses) fiUffISffU (Interest Free-Loan) fimmaiStffingmSR

(Performance-Incentive Packages) StifigWSJIGISI (Quaranteed Contracts) tjltuH 1
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(Why Study Management?)

so3Rtifutditfadd : wnumjMfjpHripTiiiRUtpti tpsitStagiaHM]jTiinauniitiiifiin
cuHnujupu®Hgfnn ¥ utirh? ntpsmtitgHgmHdiHmMHtimngitttsis thnjtincu
JotsifjaSImucattSai tSfidgisticugnmg tsitnfUHRNGCunmutny™titritimftiunhR
mn tsintitgnfdt[gisusistsu|nnsjHtutsiZ? mHnmsmnyJtiyni ytg tsltncumsyn
romwiHimftris isIntirnitifunfifis tmnmumjyti/istiymHmfms? mnnstiutg tsltncu
HngjwntgiwJLnHthsmmfaQJMHtii cssutto ttximRtuntimMgjHtSaipuHRHnmw
usMsmwnumnG&cimtfiHUJ? nhsiuthnnuting tRHfifimjitfisucin mg tsltnnmn
HianfiaisHnigHi|{RMtit!Jfti3 sh ftgptnstgiwtimnwia itftratnra”*finumatjnnj
tjiHtiunmGtmsnunop t~tugnatRtnaggwiRHtmpmiisjaisHjntcms xgtjigumcui
mncymitfu stfmmjuts&fiftjif Mnu&rimmiMtitiGfi y Hnattintntuigftjiatmtng
{umaiji  nistyuytnwy”*nguRHfgnumntristmfi y mommwnutygsifnj tBy]
tuttintjadicu83*i gitmemss thggmuofi Hnunjiidtuumthmmjyiuph5aty ¥ Hymn
tdfuyiuyihtnsfy manjUGCUngRtiyRUICJimaRnNR (a Loyal Constituency) StimS'
mfffiGnacyfinnwtftcutfro ¥ HtimntenjmumtiSsnisnj  nSnimsmJtrmGsHCUtfis
niiStfs itJtuLtiiRGCUINjtitUGs i thitutsHtrifi ~RJuwHgftimtSnjfpuiptiHaniatu nfin
tynyffimnHmintn ysisyinstitgitss Hymn, tfotfl Myer Emporium, the Bond
Corporation, Quintex, the State Bank of Victoria Stt State Bank of South
Australia RthfmSfnymsmjwfifmw8itiamri!) i ms mjymjyfimsjimtnstpjHyfnn
gnmssticmcu i famtitssmsTnuuisymGss  nHiaffitfistgfmgrui  umRfttnJuinH
mntjifitgitmm ¥

Sanfiniffi © wnumJdwnjiHnmjyiuyiti Ktnynn  laltncmticuHtsmftjiricu
Igjicutu stammSHHSJunuwHmMmMSs HRShthnnymiyitim yy~“mymyun wnunn
tdcumsttjsmjLunuHsmBntjin*ysmtuitiyiULRb mjmnj~HnStcuijfnjyiuyih mSfi

tnstjiym  wnunfiPht3sini[yuyit3mw8st ms ysy”~wsfitfi ymijmiJcuwfyiHnrnj
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(pu[pa Hn~AnjuGttjsmjtnumSnn*man”[RU[?imgjmi HRjnisamjjuQldsmjgtgs
ihs nip:fit*mJImiMnuni5n tanjannntimmi iBHjwntitRinntfltai: yfaRiinma:
ystustnssmth msgmngsajrumstgjtij I gutnth Hm5rrmBuj2muS?ri itfitijBags
tti nntiigmnsintiHtifnnHtu HnaiGthHn(pu(pa sti/ui5mj8jHR{Ruiptiain i mi
finpanmiipuipti aiisSjaRmniStitintitjpsanmiiuinRmMiGiuntijan sanujutS'
mnsinaHafnnidtuuismcuudn tgisuHnt{2wuwtiJfiUSHIBciHmMtlitiJG& i Gonmsi
(path Hnustn"GHisu[uia(pmaj*iHn(pu(pa tBujggwHujiatafijHismtiinfnj-
aij(pu(patgjtm

tfantinriro : mtSagiaHwmfnmips islfiwrifimnjciniHtinsis RiHnRRtjiaR
(pu[patuj tgisu[pistnthHn[pu(pagstma”inj ywRHRintdSamtfiaj (a Manager of
Ourselves and Own Actions)1 uba(fiftstdsmj tnfifila BnSl sa(fifinSfijtj}fi
uSathtu nrttfmimstwjftfrhss HiGtintenhtSasimtrm (New insights) stimi
tuniBaS ( Understanding ) SHismnjMnuasiRRJUfiittSa % thatsstgjfi mJthfdUJ
{0 tsinaS~fnnHafnn iSwresxRticumimRgRgn M fisiaigatQiwfnjTRfinsRT sarru
ggtu8W(RfJuwtjRcuyin® aaRiiafif*"SanaxnQawRaRtgRinsimHg: (ideas of
Working From Home)(nUfnjaiJWtU(pU[pa ymidfufigHtUTIG (Empowerment)
saudjunrituRRpjnpfuifnn (Quality Circle) itui sa inn afiiaituttSaiRfaiaRU
fRRNB8RIR1IIRt(pSILHIIR ttUHaiRRIUMItSa*1 mjail[pU(fiaUGUJSLSS [RiHSffi
tthmusfdj(pumtsinaHa™nn i mnjnssrmcunw  taiRaatiRinttinjigRURiIRuata
(fd91U(pU(pa (The Reduction of Management Layers) tgSjaafnnuianJRtUi:
aim(wcudiays (Flatter) iam3tRmsnjRcui:mstRIHg]fnj mtirmamjau satwhny
thffinnjiu(phpQwsji muig8jtgi8jHndfidamjaij satwfiwtgtgjtn ttSamm(ps
nmtjthHmSmnthtussaa ytfiRtjRIGsRgMaji tan5t”RigitwfnnthHnnt(pistoriufu
utjittimpatjiaaitinBR i1 talRawiaRintuutas raaiflJgQiSHRaRRtiRiian”asa

ttSadini i tsstnsstuth (ptfmijsw(pthmh(ytri sattnstiurstglyspaysmnuw
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Xtz mmmrmmojisuturicu san«JGHTfif§jsMtis 1 tptuinjtjitgmanjMsiautiR wnu
ftStiSItiHWm HfnmjSMIRHMHLtDffIR ( Life-Long Learning Process) 1 GitUIfi
amjfinjiUQUjstssmWHn . (The
First Step in a Never-Ending Process) ™A 9fiJjS:1tfl StnmcumJtUUSmj(pU(?ih
Susies gaHfifgjSitfiRgiitiSrotmtiwsttSniLMiuRtiitDiinwtfmagiHmas % \u\u5
MnuHmt3wtii3jH?fnRgis8insRtfijQtcTisS??i stitugtiwiuMHgfnn t*mjwsisutin gf
tthSJjgiamjHfftgjagtatas flHjfiajfiaini atiatnnsBaiuwttStauiMMHmM (Obsolete) i
[UMatuHRLRuifitiHajfimffayajriH (Update) stswmgssbiHgfnnmwgstjiutjismgl
atimitfiwmtgtais “mjcutnnfanujnjimjlunfifutomw8S n/imSffnntticmtntimu

Histymmuimtsis HSA"WRtfmHmjRnHmintatjirisis i
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