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(Communication and Interpersonal Skills)

i f j u d u f i f t u  s t m t n f i U u t i m :



-*'V3 <v Oj Cu Cv n  3

(Communication and Interpersonal Skills)

*58?*5fi6rfg£fl86&:9& H £$n£sri98ncs5$n6  :«5 <zJ V U *v W

1- noriRStiiH sm 'safnnStusam  sansjcunfmj:M8ismfiifiGtmsHfi{RUirii3

2 -  nnJisiHn3infijmmtimnj3mi3ti?n
«=* c u  CU <r*

3- tilununuram9tdsiai tuHTnsauwmsmn§tumj?n
J  u  w  I n  c u  w  «

4 -  RRwmnitnsrif(jtinu6sin93i3nifriifijitjtmtifLinmt3njHisTuwsfTinn  ̂ Li
(Behaviors Related to Effective Active Listening)

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

6- nnPmnnmmnnsntifnndJHOiTllj (The Contingency Factors in Delegation )

7 -  RRwmwnrfitinutj ginfltitJnimntiiHtuntstifimiuM gnin
(Behaviors Related to Effective Delegating)

8 - n S J tlitm n ifrm i/i^^ tIJ  (The “ Hot Shore” Rule )

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

(The Steps in Analyzing and Resolving Conflict Situations)

(W hen a Manager Might Want to Stimulate Conflict)

i2-fnndtsjmjfiapnjGJt3ituuajpicms ugicj utntsifnHnujucms?
(Contrast Distributive and Integrative Bargaining)



(Understanding Communication)

fi!lJ:fd81StSmnStIJgtJm§HlS[UWgfnn (Effective Communication) wnUHfi 

[RU{Rl3HSH1GMtiRGStflMtinmWHWtUlSJl^nnnfi[UnymigtIJ (For One Specific 

Reason) tmcuRH9^Hwfen5HRmuTfit3tGran^gingsdfumnnmntiPnntHStfiytiJGSSCUTi 

HUHSlttg faH9ST3HW (Not Some Things, But Everything) 1 Hn{RU(Rtig'iriHSH’lti 

tmeuGnMUtsGnt^mnHisnfiHiaxsjui i  nfitfisgnmmsgjffatgmgmn *1 talinnjtecmwGn 

MntsTRftaaiGJGttStMtncutmsmjtSmjjtifnTRftriinRtiis^tiijiSHatgtR *i m w m untitm sU j  C » u  w  *u  «  U ;  W  ^  O  U  u  I V

tstaisninsajiurit& tfi tRtnmmfdGnwnmsmsistgjm  *i RsmtirognM iutiR (The Best 

Idea) yttinUfUluCUyiStUnn/ITGLU^ (The most Active Suggestion) U mtiSfni 

Styutifi (The Finest Plan) nmmtfim RySHlGtnJGtGnitjlJUnaitiJLUWSIURISfnnSm 

g am  *i HiyumxinfixssHRpuiRtayjJmjGiGiGigffisitjtgnigtiJgagiSHiSLUMgfTin 

(Effective Communication Skills) *1 SmnURHtlJ

H8?tim gm gtim sautSfitnsH fiifiuiRt3§tijiRSujtsist^m  *i

m s  tm tim csurim uistfi TuwgmntsfisinitatliJstimmtssixgliSnjTUfimsumi
i o  L » c »  - o  c\j «u « *  L> t n

BfiniJUPI5IfijnUHfiL?iU[Rv3 (To a Continuous Stream of Problems for the Manager) *1 

tnm ngm gfcjnm jia  ? (What is Communication)? m ngm gtijii SgiRgatiturrmtiiHg 

StU (Communication Involves the Transfer o f  Meaning) *1 jpW mutfi USUIS CHS!S S’ 

nRHis y fism u cm g lts ism n g m g tim u su s tfim g jm ^ m  *i figs ttitmRntjiSMiu y u n  

snsitJw tnaH R ingntnatg tiig tim tgtii *1 (yfisin5H m i2yjcunm [nttjim m ssj[m iuifin  

tsns im Sm nm m m tSm m m unsfm cutim g? tnM nm tuugM isJtiitssM RRtJuiugtsfnj
1- 1  u  v J  o> *=J

tu m u tim te ju ?  m um  fin ltiu is  *i
w  CU «  M  W  C->

m s t?TgOTti5frmgmgamggtutns ttTiRSm nynm ng^sum sm nisfH fism m aiTis 

\9  n^5tihbnrn§jtRtnsm cunHRsm tm s?duigjfi i  ffisRumujimdEmSumHimsfr) 

frifiUGsnsib ( fnftniticusHstGstftjis) u s tu stfim n g m g tifm g  cys(mxRt58rngftnsi
um [yun§j8JG w s'i



m ngtD gm n fitfimmiJ StifrumtuStinHRSm (Communication is the 

Transferring and Understanding o f  M eaning) *1 [UfJStumQtGtSlniS fTtftgtUgtign 

fuCUhJ[Rfi (Perfect Communication) SbfRRUlStSltnfiyuEJRSfi U ttUlUtU (Thought or 

Idea) ttfoSUlSUmSHmSlS Sti{Rft«tUtnS{pH{Rf (Exactly) UflWHRSSCU RtiStUtsJlfd 

nnea dytutUHnumsnisjntigmGtftnwG *1
TJ C*  o  1 u

GCUlUHffitSimtinJTnfGtitntSls Rfnn2mS343Entt3nJCU (Good Communication)
I  yj L n j  «U «vi <=* n  v  '

tfititfi [R^tnRgn^mRS[ygjnHRtSumn§mgvim (The Communicator) ttl tflfm 

ynmn" (Agreement) t f̂isw ĵfnntjjlfdCtTlWlSmjmCUut) (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
<=» n  = * c = j  «»  t )  « u  c u  « *  l j  v

umraranuiratsis 1 nuts tutmtififiSjtHStgs trainracintfi tgisnaMfnnsiattutssS nms 

tgragbm ttitujunut^mtuwgninnntitnpjtnm^*! 

yuygjy 1

unruss m fiw u m itsm n g rag m n  t^rayu^m nt^y rastim JL nu tL n jb ) (The Problem  

is One o f  Equating Effective C om m unication W ith A greem ent) 1

m jm uHijyiinJuw tm bm tifinm ss stitg im gitw fnngtygtifnH Sjyntu  (interpers­

onal Communication) *1

tss Rtjifnngtugum jfitiysfyjnj y tjpgmmtfsurunms mRaum^grftnstmnfign

tsltjlURfU tmtUfiHStHStjlfmgjra (Treated as Individuals Not Object) 1 ffingtllgti 

rntflRfyiUS ( Organization - Wide Communication) tSwpUuniJUtCUyjtnSUS 

(Topics) g tjtiicu in jtsrnngtug tig l JU fanym n (The Flow o f Organization 

Communication) UtUlinitSmngtUgtim (Communication Network ) StifTlJ 

HnfgJSyunsyiUIRtiClSuiS (The Development o f Management Information

3



Systems) tfit3Htsissa[n?t(Ufiffifitg1?imfijinti6nnMnLunsUjfinsfijn£sris (informat-

ion Control System ) *1 ........

£6a535fT356£$T356$5£55$30n3 ( The Communication Process )

HStncmtfcumngwgtiRi HiGtfimgjtitns 

(Message) ttlH jum s ijftm najtjtiitiM ts *1

fjin s s  (RfgtimRJSiaiUfin (Sources ) HfiUmS (The Sender ) StiHfiggtUftTU 

(A Receiver ) 1 ftfUtSS [RftnsyjjUntiigit^gJttSHRWCTTl (Symbolic Form ) SjfCUnstjl 

miUCTCUfiufdvTlfi (Encoding ) IUltl3nuSgi3fnri (Passed By Way of Some Medium) 

UQJTini (Channel ) tg1dCUHnggtUldtUUn[fiTltmgjt3lni (Retranslates jnw inuw H R um a 

( RlJtiRRtiMttimtim Decoding ) *1 CUgtiCUUiRJtnSHR RRintiJHR8tIJ (The Transfer o f  £  

Meaning) nHSfdjfimgltHTOHSW j^mgjfi i  ju fT in9d-9  cicuisinuttifijmnsfrij 

tSw gtim  *1 m iss uiSRtgjfattfiffifinfnRfniri : \

1 -{U fim sfnngm fitim  (The Communication Source)

2 -  W1J (The Message)

3- RIJUmtURtiMtilR (Encoding)

4 -  UtUTini (The Channel) ,

5- mitiRRZ3«ttimtini (Decoding) £

6 -  HRggtU (The Receiver) ^

7- fnJgsunfltl (Feedback)

tw w ntsstg iig jR  Stnfiimjgil3HCU[Rfggcufigntunwttu^ (Noise) tjim ris is  

(Disturbances) tticm njifiqtim ftym m jum sfinj ( nnrisir t i m i n g  tf-9  nstsutuicuHntu 

Lightning Bolts) 1 SRIWIflfl fmHCTlWnfdtCUmss JHU1S HRjntinJMnwintSJlM (Illegible 

Print) WtHtiSJRtigjwn (Telephone Static) RlJHSWRSRgRtflRSUWHRggfU (Inattention 

of the Receiver) (The

Background Sounds of Machinery on the Production Floor) *1 RJGtiTSItsl HRtultU 

ttiroi{tijRl$fiuCUmJfflCU tgiSUtflRmSItiRti (Internal) ( WUUtiRti^JiIfilflRS U HmtjjftflJ

A



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

mtjcutjium) muimRRtuna^j "arttirb (Noise) " *1 MtrotimQutSRajtnamiuifi

(Distortion) tsitncutunumnaStnxijmnsmngmn^m 1 tiwusmnittirounjnnjHRn wttua 

BititfRl (The impact of External Noise) tgitffi(uwgfnm sfnn§m g^m yis 

taifiMfntttjimwa gresB ntSansty tH cuw m sncutaiufim tinaH ajcss wnRiJutR thorn 

fnnsrrm Sunstim  (Some Potential Internal Sources of Distortion in the
W  f t J  c *  x

Communication Process) *1

3$5ST2£3 9 d ^ 9  I £(3&535G$3$T3$G55G55SoSrf) (The Communication Process)
X, C\l < f^  v  '

MtCUtt fiiuua

RSR (A Thought) StjlLUfiClumgtjt§y§jH1Stjlfin5 (Message) itflffiUmOJRttoH'lR 

(By Encoding) *1 tRnSnjtnSCURSnild ttiCUHIStiOjUsmiTtiCUOnJ t^CUtnSUmtURufdtilfi 

(The Encoded Message) -4- tjSlHl (Skill) H1RUJRJUT1 (Attitudes) GtOJlSuti (knowledge) 

StilpnSfUjGH-fijgH (The Social - Cultural System) 1{UWSiUHRSnStWjftRlMRJl 

mstfmcmtiCUtiltntS (The Requisite Skill) fiTmUMHRSngtSls StiH SmGtnutnSttflW 

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

itjiRStm uM ttStinafrmStufiatnijiH tHHfiutg HiTwtmrotjmniRtiRiiwnwirow

5



Hfi 1 ftftfiSmmtilMmsmngtngtimJUMESWJHIR (One’s Total Communicative 

Success) jyH isfn jstinm  m in is  mifm u stifim nm tim iufi[fm tm tm jti^ (The 

Reasoning Skill) 1 tiGttftmmtitnsStiimUltiJ HlfiUJftlUnJUMttSti (Attitude) 

tisflgnCUtCUmtlTlUti (Behavior) JUWttSin tt5l3JfyiRSmt3fUmSRSfit^HStCULUCnSU9tjl 

tfpS (We Hold Preformed Ideas on Numerous Topics) XintI5fiSfi91ittSstfititflStitUUS 

mwtiwmncmEtimiuwtmtt 'i
t v  t v  «=*

tflJWntSS ratitRJtnanfltiHS^JtGWRUfTirilgmgvajn (Communicative Activities) 

tnatOTasnnmx^mmm9Gtiui83amM tt5mg1twijiinau9tsJimtgjRmnHm (By the 

Extent o f Our Knowledge of a Particular Topic) *1 ttSti5aHll5l2mgtimnHttinJtti5t3n 

utitSlstgjtlJ tuimtUWStUGtansStimWttSagWtflfilms (Knowledge Too Extensive) 

HRsgfUftTijnttSa stinm G m nitnstgjtij i

tuhmmsfnnLfiinG[fancu RmHmntsmjmniStajuwratiHnnHfRturiHtij (The 

Amount of Our Knowledge About a Subject) hiJlStinjUsmfUfffifirintifUft2t3[UafLUa

stiu m stcm  i
U> N>

Gtinm m utiRtJtstuCum num tiriJuwttStaijsriSnnj^ffjtinudm fiittStitsis uam tssI L. I u t-1 a u c»

tu j fitm (Position) mMxtSafitisfignwtsitwiynsJujGHfagHianittStisM tsItjiHm  ̂ fits] 

(Belief) StifitUlGU (Values> lUWtWti ( IpUtgmSfUJGHIUMtdjta ) fatiifiUXmniWflH 

fnmtJltMljSfl|nnJHmfUIt5t3 (Communication Source) 1

ujnngjfi ftnnticuigfumsrecjissatt mGutigjtfismimfj (Distortion) fitnmmngmsiti 

mtss tthmnfifitfi tmt5titnmi5[ppamcnsfn(9tuufini tslntimiunisfjmmstgjm
,  CtJ c t

(Regardless o f the Supporting Apparatus Used to Convey It) *1 fimiURHtlStifi

tiltiWRdfUtjimMti HiaiuntitunJTnftjlSUCTltuntifattlfittfltlJTtJfin (Our Message is the

Actual Physical Product Enclosed By the Source) 1 SflftffdflftlHiJSttflltf CTlfiJWu (The

Speak) StflftflJ *1 tSltntUttiCUttUtiMnMJHfyi (The Writing) fttflfOU *1 XSlxnCUXuCUttStifiJ

m fisj (The Picture) fUjUJin XSlxnnJUXmnjrnoftmi (Gesture) GnjmiUWXuShmiWXtta

9RH8JUM XtStiStflfiJlI 1 fJinUMttS^ggCUtiCUUSCTlCUnRtJ y {fiHSUywnp (By the Code or
6



Group of Symbols) (Meaning) U8HW1J (Content) tiWJttiCU

Histslntifju amwtifiMutjtiR {URmt3n5tnaiStsiRtifnn{2MUfiJ stinjuQgitjRtigiti

SUfiJlJ (In Selecting and Arranging Both Codes and Content) 1 tgnSHtU^tStdR 

(Segments) gibim tss mt5sn9jHismjmRfirinuMtt2ti i

UfUJini RtjltmStufUfiTUgamR (The Channel is the Medium Through Which the 

Message Travels) 1 UJlStSS UjfmStlSMnMUJUDHmS (The Senders) 1 OBSGHfn Rtfl 

SjCUfdlHti) w num fystin tu  (Voice for the Spoken Word) RtjltHlSJUfdfTlPiJ

WnftJl (Paper for Written Word) 1 (UMaiUMUtitfl UmStSifflSUGHR HnmtiCUtnatRR 

tgjtiHRtWHnnatnW^tgRSvltSituhmpnJfdSmgtljuSRl (A Face -to- Face Conversation) 

tsis HfiRnvnRi{UynwmfiJBffi1ffi s a m m lm i  (Spoken Word and Gesture) fSyjumSSf 

ftJUIUMHfi *1 (Choices) *1 a PIN HI!) RlJHtmtJBCUJHRfcriG

tjUtnjjamGtSfmjmHmJStIBmtilCUtTIR yttfltnmJWJtWI (Orally or in Writing) *1 m y 

rrutfimftjti {yMatSiRaRntJtmsssHimjHtiJ fruMnwifistUMiJR (A Memo) tS y jum s 

reniafUflRniJClfi (To Convey the Fact) tjiytGJlRltlJnwyjMm^m 'I {UMStUljU^W^S 

tiGtiimjhmmnJtfficugdCURlJtnnuWSttinBRljl^y (Employee’s Performance Appraisal) 

HR[RU[RtiRn|y[tjlfaun^CJtjlt{GS (Multiple Channels) rfytjimJ[RRnSRJttJltI5dlCUyiR 

(Oral Review) tt?imUS1Uyfitj1tWQRfi3l^UtjnCiritIItUR[uiHRji (A Summary Letter)'I 

IGtircsiRHIGUStatnSSfM msnrotSmimfi (To Decrease the Potential for Distortion) 1 

gnagflf (The Receivers)" R^URtUttJtUljlTRICUttJllSRlJUmSMIJ 1 UtSHStnCUttitUriTU 

{RfggcumssyRfdCTmtjjti ?t3njuists1fitifmj$fuRymmtg1mH{9ti[gitijHti5 (Translated 

in a Form) itJnjHiQtiiwtnauJiraHnggtu *1

RIJURIfiJltUtas Rt f̂flJ^nS^RtifijbnrityfjrifiTlJ (The Decoding) 1 ^GRTSS^J{UWS 

tUHRSfimrosRtiwttiR (Encoder) taisyiammtJiuiHtutinRHsfiaim HiRujmtiri GxcinsSt3 

stiTuns^uiGywbiytms HRggtURTijRggcutnaRtimRutsRi *1 mwatuTURmaMuyiaflaini 

8itiRinfdJ uauntmniutaisHRggniRTRfyiaflaicTiRtiRiJHiauRjimaj nJimHngibinnss
c *  xj l y u  - o  c *  m  n  c »

^fyiSWyRfnnnamJUR{firimRSR (Be Able to Reason) 1 mRiaGUinsStiJUftiURtUHIR



(A Person’s Level of knowledge) HISfignCUtfUfUQfnntSfnJSSCU UfTlJUmSfiTlJ 1
\  O  /  c »  c »  U  M  l>

tn jw niss mfiUjmuntticuHisjGtftt{§s stiGtcuisSttgitifujGHJUWHnggtijfirii (The 

Receiver’s Performed Attitudes and Cultural Background) HHCUt^fiTinutURnti^fi

ttingitjnun

gsingsacm ifriu j (The Final Link) tSutn?ijmn2ms3i3fritssRg£3fnntsmjssunfiti
1 L> '  '  « U « U < = »  C3  IU u

(A Feedback Loop) 1 |UWStU{Ufini^Hnttflsntifij^mt3cumRtJlStfin u /im y jw stu  

pi3ij{Rfwsums(y^UHn?ninti{yns ^ncuisstmbiggmnissffnjGsunTivi^ rruontss ugitri 

tti HiamjgsucTntitJJwucTiacmJiRSjmgitHitDHnumalij uS^nsryigjtftni (a  Check On) 

tM tRHismjmnjBtttnsmfi[uritffifirint3cuGisumstGni^sis *i 

S g 6 ^ g g l g f n g6ge55§eg3 (Methods o f Communicating)

?5ttin5HiSTUtiiTUfflfiinutififititi3tus3tim ttiiunuTtnftnfrifflyswnsIfitiftn-
o  O  i  c t  r u  cvj c *  I vJ c a o .

USRfnngtUgtitSJltlimRJtCltaS (Verbal) UtilfUtflfi (Oral Interaction) ttflfflCUlUJ 

tUffllffanjI (Written Communication) UStyurnnjtflGS (Non Verbal Communication) 

saiynstj]ndjiffltH^Gigst5(Electronic Media) '1 ttStistinniisitsJimfdtttuaftGaHtD*) *1 

(Oral)

Talking)

y gm nga^tiiw aiR  (Oral Cpmmunication) i  gititt3rowaraHt{5jpM Rtimn5tugtijni5

JHHiswaimsi (Speech) m inm nptfrtifm iH ingw 8ti«iri s tin fnn jim uynu  (Formal

One-on-One and Group Discussions) fnjnfnpjJl^yTltiffTlJ (Informal Discussion)

S^mJUtmtjmnjGJtriyjfinH yminnHnutgtfttjfig'l (The Rumor Mill or Grapevine) 1

rognnimn/ntiJtiro (The Advantages) lam ngm gtitn^ tu^n ig iR R un ia tjia jtJ iw

(Quick Transmission) UPmggcumJGSUmitltnSJUlfd (Quick Feedback) 1 fftfUmSfiTU

tflCUHIfi (A Verbal Message) StimjggtUfiTinyuynwtncuBGyGUtjfi (A Minimum

Amount of Time) *i LUMStuHnggnjnmtuyjiw own innjtsismjGsunfitiSjriuJuiwmG

tHItUHmS tfdtiUOTniSfnH (To Detach the Uncertainty) U?itmfifijffjm8is 1 tUfilin:

HSHUUTUDtiro (The Major Disadvantages) ism ngffigam  luFimyinJHlfi mtUlS
8



idfatSltncmuCUN’inS'lS T?iftfiUmSXitimfiySfi3IUtI5GSS (To Be Passed Through a 

Number o f People) Q saH aM im nnsm atR tTSstG tm m m m afnim ntnam axnsititiJj 

(The Greater The Potential for Distortion ) *1 H3RgWR9tRtitRURtfmmjmn9lmH 

mJWGmtijtiSm (In His or Her Own Way) 1 fltiSUHSSSUfinJ (Content ) lUMWmsI 

tnojum stglticuuncintfl ( Destination ) nsrntSy ( Often

Very Different From the Original ) *1

tsln tifirm ssisi trJroiMtsRMtrcatimnSrajjtatntJigigfR tGtJitntjiwyisintnjtgi n m u
c l  r v  O  (VJ <U U  « •  l_i

y m y n y ig l  muitimsyiyis59HtiftiGtmsstitiu]ygsmgfrims§frifL)t4i^Ss^ftjfirij[5f

tjlSXRUtfi (Considerable Opportunity Exists For Messages To Become Distorted) *1 

PTltyftJftaftHfjjJ ( Written )

mngmgtitntSJlUJnJltlJCURa/iHRJJBISHSMpymi: ( Memos ) tUSfi (Letters) 

gsnsyjfS  JUfdftTlUS ( Organizational Periodicals) {flRU{finSmSttURin3jS (Bulletin 

Boards ) U gumonft'tgtgjfi ( Any Other Device ) ttiCUHISUmsmnjtnGSySHRWnri

( Symbols) *1

ttftRHtjisdiHntStj^fanfLimnmnSmybimdiftrityfuniiftHnjj ? n tym slS tssy is

njRim:HG'S|Sm (Permanent) GJlfiinrifti (Tangible ) StiHIGtdjtidlfitriS (Verifiable ) *1 

mHCHRigmS 3tiHnggnjm t3jnjignanwiiM rim ngmgtijntgis,i fmnaismtsjRjigRnti 

ira:intUimtitDJ (For an Indefinite Period of Time ) *1 LUMSlUXRHiaQHtUttijgH 

WinUMfl XRH1t5n3RJXtiji3^RS1XnWXUnmtgjRtnSfnHJUfTlfltjimfi5t3 (It is Physically 

Available for Later Reference ) 1 ISiSSUlS jmi:M8iadintWMMnumn2raJ3ti|n!l3nJ 

HiaMfnnftJ^PiRTin) y  tyjtnftJtm (For Complex and Lengthy) *1 ggiUUOfi tdSfDJ 

JfigtjJlJfanUdCURdtuSHtlJ (The Marketing Plan for a New Product) tjl3tg1t?ititfi 

m s s f f m n y  tiin S sttifrn fifm n n itiiu su s iu n m m n n cm T G S ts  *i fru frim tlsm nss
V  u  U  1_>U \ J  o  *  «  *->

dituiujcuymiHfijjmGtmmHfitSHRSfi H iytyijyw stftysnnjfnitiiJtrim yti ttijbi^wnu 

ngj^xnnjgitiHnjtSfnjHSfgstdam nsis i HRLUttuidsytnynm (a Final Benefit) udR 

XSmngmgt3Rl^Xinmtunil/iHnjlRXl5mHnn2tlffijfTlXdlCU (From The Process Itself) 1

9



tcum tu^R n^njtuiSnjutifi^sis (in Rare instances) tR^atrim fiSRgn^ifitcum ngti 

WSifittl (Formal Speech With the Written Word) tflCmtUCUntiriHfijJ tflttRU 

stm tum fig tg  (Oral Word) i mnwnucTnHHmHRpanfajtjicintijnjnnnHfijj fium m tu 

URftUdQ5fdnwnmsRRptfim[pLut2 ^ u lsj R (To Think More Carefully) nmtifU 

tPiGtiumstGnimHfinnsis *i
U  N>

ttflRdtGS mngmgtimtjltinajnjRniiHfijJ (Written Communications) tfititm g 

tmUJRRRJtjlHStnStUHlSgjUljR S^yiSfnnGJlfdtUlW(Morel Likely to be Well Thought 

out, Logical and Clear) "1

tflfnjfm (Drawbacks) lUftifUtin fiJUtfl

nriujw nnJiH njJuism nG jifijnrifatji^us m s^nw tncuH fa tfp std j (The Great Deal of 

Time) i  HRHitjumsnRHistgims{g(UCTfiT)RfulsjicumjufdHfi Rtiicmjuigja ttfituwu 

tflCUHlRJOKtnCUHffitH'lti ( One - Hour Oral Exam ) tjlStjSstjltifTinGtjinntlJWntlfi 

HRjJRmm:tnfUHmtU1i3ut5R1WnUfTlJIUgji3utjRltS1S (One - Hour Written Exam) *1

mHmjtfimwfc HRmt5StinmnucmHtijRajtu:tnnjn90 tgl9tfsig msHRmc ciunm
t - l  c .  l / l  U  •=* I *■» **

innjH W ithatStgw nH inm m titjm tss i  BtuiGttituHSHituTitiitjtusiaitijaotgjfitsis Hmci 

SimtiSfmSHSUmit! (Feedback or Lack o f It) 1 QSingStltriCljHIRHSCmfitHIffiHR 

ggm fm ngm R uinam asnuitneafiH tiJw tH tijfuw atijnm fitnsn i  tim tg fic jm ng 'tijg ti 

RltjnClTimCURCUlHRJJntriSRatmsJCt^tffdQSfmSRinSRIJgSUnTiatgjm (a Built-in Feed - 

back Mechanism) *1

tUStirotSrotfitnSJRuSmfitjl R1JtSnt5CTJ9fHSM}imn:HtI3 (a Memo) SstDSItft 

[R^tnstRggtutgjm ttjim juwstut^sggfutt/itijm tJimRmsRiJGimtii HRggtu (The 

Recipient) StiUnLfJltSJWinSlStgisnHStlJttJCUHRtStiSlJiattJj 1 GCint5Gt3t[mmtSSRWU 

{WU (Relevant) ttiJ t^umsaRinGtfdtjRtURIWnRtBS^lWyiR (Oral Communique) 

ntpsRtiRUlfi^CUtR[fnStRtWWtmUJHRggn5firin§tMGRfdtau (To Summarize) H0 

tdtUHRHlSSOIiaJ *1 tWGRfdtauSpHJRS’ (An Accurate Summary ) tFlRIJgSUHTltittjCU

UvJimtjIRWfntitjl (Feedback Evidence) fiimaflsTfiftnaiRggnj UTmmwnHRSmJUWfl *1
A-O



gg6|5g«ya6CTS3 (Non Verbal)

mnSmgamytireSSttiCUHISHRStlJUtiri (The Most Meaningful Communication) 

tm sn m n fim sam t^ m S stiu m fin n Q sstirim  u fim m tn B aw n w n g jtin  mSimnStiJssti
OJ *\J <=« U  c j  - J  U  v J  c u t u

mtultUHStfUmnjtntjS (Non Verbal Communications) *1 gsitm an fihtUittfrfRfdCTn 

( S f i s )  §81^9 atiN m ufitinnm m ny tslaGtuitstifm uRtfius ttam jam tD um inH H m
I i u  m  «u U  i o j  v  U  « r  u

ttfim 5stritm y(ym fijtntis (Without Words) i tsItncutdnjgpm ntulgjinjm R nttm pjs 

sfalfium m uG  mRHSTRffnjmfinntjSCUiiHmtSHTTtnupriRtji SM jm uw tnRtnafrm sm  

{S istsItnfutgm ufijnm R ugininfnnH striuH ijytui (Eyes Get Glassy) um ncusfdjfi 

tnu tS ym m m sm tfd fi[u tfitti *1 uGRitsstfij ts1tntutdtu[ntJifaw iytnut§ytijuG  (To 

Rustle) tuimtfdjftfrifiRLmyiutSyus miumawiiRtitcicmas RBjiMcmfiifanji tyitinjsBfi
u  •

dfmncuummtntii i  g tm su su  u RtSmnuMURcuyifi UM iroffiummtinjuRtuyimstR

*i n u ts  tdR ym tarrm atustiR i tfr itu y sn u
I  o  t *  u  w  « u  c «  L*

mRjtntjS?tinjtRfmcut5jifi5tiiatRudRtsis fn fm m ujlm j (Body Language) a tim n w n  

tJlRWttUtitalRtimRjatintil (Verbal Intonation) *1

m m fnm lm jyisdG tfi m n fm a jlm j (Gestures) fn iu tm njgm jg (Facial 

Configurations) StiGWmdtStSjRJUMWcfmmaJ (Others Movements o f the Body) 1 

di affiuimfi 5 r u 88v3 y ffiG (a Snarled face) ^ m jsm m y tn u tm ^ tjfitiju ^ sfan m j mrnu 

(a Smile) *t GCUSlJUWtu (Hand Motions) 9RH8 (Facial Expressions) 

3i3mm?mj£3tgt9fR m BU tiinuH itaStinm m K uBR (Emotions) uHmsjfitJBtfifnn 

Clinsms ( Aggression ) fnifim siti (Fear) fTimHjS81W (Shyness) fnn{RHR(R9y 

(Arrogance ) ffinraujltu (Joy ) StimiStiWyjU (Anger) *1

mnWRJJlRMtnJtJRarnjatintU (Verbal Intonation ) WttJitCUmJfatiRGStCUfTlRj 

ym jtdrasjcim yinG ^m tm R Sti *i xSyjtyfuuycrtm m G jiwtji tRfrmnjRtJiRMtcutitasHiB

tftw uiH R sm tdtuyjstslfm jtih tiam tm s t5cuttSantnJturm5sfaiRtt3turajfiJCinjy tu ts l
«VI O  ^  v  u  u  u

fnStfiBfi[R *1 BtWtmUM{RXt3n5t3i: "tRHRSOnmtSsyiSSUJuGtHG?" (W hat do you 

mean by that )?yjRRyjupawwjGtm sm RjJUfi5tfiriRLRtsstyjjycutslRiym nc5RdiR

tfdfRmRRtjjfnmmsfyingimsHRtJtgtd: ~J ’i

U



fihcutiJUfihcuin[R i [UfSstuw tw tittinjtcuinfRxgm tm sgs (Soft) an tm w  (Smooth) 

tsism Sfitm m uism jQ jnjH iism sfanw injatrfftjgiti^ ( abrasive ) nJitmgRiiwfcR (a 

Strong Emphasis ) itucrmjQtit[fntij i  mmpaiaitSagitiHM jnstsrawnGtrotDfiJcu 

HiawxrotjganJitmMiaisiji ^fnjtjtiBm^raiwisMtHiraMMjimsuHnMgitESwtnaMnii 

mwwmw[ftntiw*cutigla tStmmtRmcutjifnRt^HSWjfitiJWJfi (Aggressive) njim frum j 

HStsntmRfltinumoittU (Defensive ) *1

wifimjctfuftcutfi ruufnnStnaatntiiniH iR tnaafjainsSnjHatTumfinntsaxsistansis
I  w  w  c *  o  V  U

tfiHSigfXHWJfUtifnQjtin XUlSiH ? nXLmsmiysqumnjinGS (Non Verbal Com ponent) 

tSStjigigl31HR8ffi§nW31tHjUHR (The Greatest Impact) *1 Hfi{fmflJjrfH1RG18JH 

uSnjtfl XSmJSmriSSt3dinjHTfi (Oral Message) ^n in fflJ WtdbgRHS (Facial 

Expression) S tim JU tm nim tuIfn i (Physical Posture ) mCa%tcnjHRnmnront3lR 

ftfrguti (Verbal Intonation) XtrifUHHStr»n)% m^SttJWXGCJHRRiniULWPiimnjMStCJnj 

StintmtSHl (From the Actual Words Used ) *1 fnRtlSaxaitStiOTaHMRlS^tjlMRaiafl 

fixStHRUthmstji tm tS tisunm iglm sfim uiun  tjitjittRinStRRUGxmsHttJnjxtSaatinm
n i  w

tg im sfi i  LmuitutjiHSWjttSa nusw fsw m tjiu tusbw ftttijnb  urniiss (To How We 

Say Something Rather Than To What We Say) 1

(Electronic Media)

UGUJ8Xt5anl3tdRtg1XW{UXRg§9t3UHfmJJxaLUCiadjniyitIJtHgG(R3i; (Sophisti­

cated Electronic Media) ntimJHSffiS RGRm5uiJ3t3RimMtt5ti 1 tCUWnmflSGHen 

uGtfigjwn StiTUnsmwtUJJlSfiTUrmui: (Public Address System) tt5titalH18TUnS 

g ig w is ttin t i  (Closed Circuit Television) ( UUfitifinuSUW UmRIJltfriHm) fTlJWlU 

Ig jm H n n jg j  (Voice-Activated Computers ) RinjR{ftJltIJR8fi ylR1fifi1H{frWJR 

(Xerographic Reproduction) ^WSUHISgjfiriJ (Fax Machines ) SbEiUfiJtlfhHgjG 

[R3GatgtgjRtinX(p3XSnjH1GXpCjlMJHRl (In Conjunction) tftumSbWSififrl U&RWli 

xSHjmSRtJntuxna {uwsfiinutamgjR Rtimngmgtim i m  mGcmfcRRifiRGfiaSiuiw

UdRRi3Xnn5t8SRftrmHgG(R8G (Electronic Mail-e-mail) *1 fiftn}jgjG{RSGHStTTlR

&



IHltljySMjltStiUmSfiTlJt^tUimnjnflfiHfyi (Written Messages on Computers) U1S{T1U9 

ts1tt5nnj9nt3fU[Rft4iSRunjiimmummHnHlGnn]9J (Software) t  &nnss[RfTjisums
V  ^  tJ

m u^tgiunjpnG tuutupqim w H nggw  (At The Terminal) iSHjmstsIfncmfcintticuwu 

MUUdR (At The Convenience) JUWHR99CU 1 {mnHgt3yj3GH1StURIUi:J31UJtJlMHia 

Rtcmtfin tt/itiiumstgipnsHSwinuwusifintitnfutRum i
u>  l  o  c «  U

Gtintssiti Si3GCUiGt8jitiJJUfafirinH9jG[RSG tji9t9itnsnjncui:yaumtjiHti5Stt

GtuiGSivi utsnmtsfrinSrafiafnijinritDcufinfiHrinitii *1
i n ,  O  n j t u «  0  O

fj$3&5g$56$T3S 6£fr336g£55$58gp (Barriers to Effective Communication)

taifJtim jnfnRJlJUM ttStiM rifitnjijm ngtngam  (The Com munication Process)

ttuatjisnRfamnjnwmsnnjtJG^mwnpnjutfi *1 tRHtglttfcuumHimutsmjmfi ? ttuw
i l l  V  e « 0  1X1 •’  O  1X1

n m jm m jl9 t9 l (General distortions) lE3tUtnSRRM?nWtlScTlISlRV3fitnjijfTin5tIJJ3titTltSlS
IX, V  -x> *=* IX, 1U o»

iRfdttifmSniyisgufdRwtgtgjR (Others BaiTiers) G tm sp w g m n tsm n g m g tim  1

g n ttjfn s  (Filtering)

mnijns RtiifTuymjjnRmsttJimraRsit^^tGXHitunRHisisistnswfnnHtiunujtiw 

Gtm§HR99CU (Filtering is the deliberate manipulation o f information to make it more 

favorable to the receiver) 1 ggiUlSll/i tSitnWttifUHR{RU[Rt3WRStlBmiJjunULtnmGl

u ritijju fass nntuRJttrltfntiitjticiHRTRUTRmsisRntinyisciRHis 1
« r  O J « ^  c r  t  M  c *  U  U  |  U

gtifnn (Extent) tsm njtnsnR H istss  ^g tg iH iagm R sa ti t i iH raa tim n jnm ntn i 

fgllflJHStnJRtiJGmWHS StifUjGHJUMftnUS (A Function o f the Height o f the 

Structure and the Organizational Culture) *1 mnJttFtHnSfUtflUi5imS[Rynt6yURt]jTlU

mstRtips tsinbiMtusnTium tncmmsgmwtsmnftnsnRuistssRHismstRtfpsttiJ *1 

fuTGHiuMwiusHtiJjricijiHnjtfistsRiifijcTi uuaGutiiRtiniRimtnstfttftTmfig'Ea
t J  ^  U  V  a  I M  M e  M  U  \-J

mnuinjtiBtdtufmustmsRjwtiRGsn^pnitinjjbns uuhtiiumsis 1  tumjticmttiseatiRfris 

IRGa^gitronujuSRmUfTimginjHS (Style or Appearance) tnWtmsHR[RU[m3{RftnS91fi 

91CJ§jtfinRUlStSts (To Alter Communications in Their Favor) tgltftRMfUftlTItjSnJW



$T33£55fl36%55gj&Sf38 (Selective Perception)

Hfi9gfUfiJinsiRt33tnjijfrin§tiJgam tH nm Sm unnfm nm sttytism  uftm w nti 

H1LW0Jt^mfnn3WmiSmfmJ(needs)mJ91fi9in] (Motivation) U9 Pit WIGS (Experience) 

Gtafl2uv3(Backgrounci)Sv3yGtSRfUniin:utgt9jf1JUfij3S(Other Personal Characteristics) 1 

Hf199W£mnntitRtlfntiRR^HSridnJlUItindS (Interest) Stimrintigri (Expectations) Pi 

tym ytim  tsitnwtutuyReutsistinnuMtiiRttsejfDecoding)*! H m cw y im stu n tis fru ttu  

tt3cuBfigfitjiHStjiiuRSTJH8?pu§ti5tnRgn[fifinsHsmjtfiijn2n fosfjsim tfigtgl xsisnnt^i 

HStunGRgnt^nuWGxtutiJJUWtunsiJtsis tm unsm m sm sm jB niim H ijftsisttijm g *i
o  I  o  0

ff35is??$5$3|5 (Emotions)

HiiHCi/ittinjHRggtuHiaHiJHftfitffitatiJTiGtmshnnawtRtnaggnjtms Hisrigncmgl
C* U  “ *  U  c»

tromnjfiiftfitijfirij i HmRtixRuntfmuj«mjgB|nnt5atu8M9m

Ifin tI] UH15HtlP9RjTlti]JUfdHfi (Happy or distressed) 1 Extreme Emotions uGtfl 

H1jyn/itSCUhnmRntSJ81ti (Jubilation) UHlJHLUiriJtnngltigiagfSR (Depression) ffIR 

tlGSuiamRt3tfiutifnjnjtnRSwrnn5tiJJ3t3m§HiSTUMSfTin i n tifinsfnntum ss ttSaimti 

tRHStHtntcSfnnWH[fi5U U^tuijmnSfniRRtWnHfRtUriHtlJIUMratit^m (Disregard 

Rational and Objective Thinking Processjtt/itliSatJinfiSfdt^mmilsgmmHUtSIWtCTlRSI 

(Emotional Judgments) 1 t^rnJLUtMIUtJmtSti^fltijWfltamnGtfaGRMnGSRtSitnCUHS 

WUJltUG?; (upset) nt[msHf1Sti5sgSti^SrinJtnSGJ1MCinW^tIJ (Not likely to be 

thinking clearly) 1 

gf3ft53 (Language)

mnjtnQSH1SSUJ3M9mwnUHSMJttijti9m 1 mm (Age) ffttHUJ (Education) Svl 

GtttflSutJfUjGH (Culture Background) tTl9ufnncnmivl (The more obvious variables) 

tticutjsfignwutjfitimfnfiJi ttiwuswjgimyu[tnw sbim m sm usm  (Definition) tcumfy 

tn csg im m s i

fTlfinJUWHSMjHmgsStun5t5mnsint3RUllimSlRtntU (Public Bureaucracy) GJ1W

t^8fajpiw^snfnfiriJuwnHnnntiG[nGHmtuCi5HismRMnjijRu?gjiri5m i  tinny m iss
4/f



GJlW tjltiUmJtUt4inSt3mCli9jtnS^Snmnjlw^t[U{pwn^[ynSJ^BtnnJ (Bureaucrat’s 

Vocabulary) *1 tSln^ftJlUSHtumUGHfnyiSSttinSri XdCUtflS{UfR (Background) SfdSRl 1 

tWMnxSSfn03MmgitiLWtt^H8MCTnfnJtJlJ (Horizontal Differentiation)UlSUtSfi§JH1S 

HnC)RtgWtdCUGti[PittSffnfiJlWnUt{U(nifdna{nH3S UfTlWUngRigw (Their Own Jargon
I u

or Technical Language) 1 XSlRbftJlUSG? fdtTlBRgjt3gjimtR^RURnRUS^HfiTl{fijtt}jm 

tg jn ^ n m  (gsHRnim gwgeam ) xt/iwsxuRBRRtiRussum*) (Each Locale) 8tix{U{tnfii 

m nj stim ttiw m raw w nm R R U sm w iR  i

fnnSWjnfitiHgfUlUtfJ (Vertical Differentiation) RH1GUti§JHJSUnTimftritt3j 1 

tfiggitmn/i fnnsw m inG H isnam jg jsm utsm nj "j^sxruRgRGR "(Incentive) stimRj 

Rfn" (Quotas) XRRHJStgjbRbEUtflU UifimatfiHSMjntSHfipiUIJitt I HR{RU{RtittlR

Rnnjstintiinmffnj xa "jtfisxwRgRGR " s^rri " uxamfij^ftnamnntfitiJHn

[RU[Rtitjim[RlUtLl tJ'igtntn RCU (Manipulation) ttfitUltiCUUa^JHlSmiHSMUJltljSR 

(Resentm ent) *1 RSRXSSHJSSWtjJigiSUtflptiHRmGStlJltlJRJemXRHUK HtiXRW) RXtfltR
i

nfnn{UJtnWfTlfiritSSHiy m cisw giaitu  (Our Use of that Language is Far From 

Uniform) ‘i cxtuisStt ?anjit3agin^m {ystDm fmtnauftm xm s HiotfiRincfymflTjaujtna 

afRiJritaRRttxgmgfci m *1 unrBtfiwmBmuOQJUSHffi tTisxsi ysRisStitLifnRUJvixgjR 

itJwxujtigfcxgtHtfiHtmms inaxm gjam tam fm xaistihtituntg i  HRxBfjiJxnsgxsiJRRtfi 

mnjxnGS stiHRsmmRj stiwSmw33sauR[fmti5tnit3WH[fi]mtfimHfiggcu i  m n n s tss  

tFimimnjgWXdtUUtSRmitUGIPidtUtGmGtim (Communication Difficulties) *1 

ftSgp5&ffia5S5re §^ 5 5 S ^ 5  (Nonverbal Cues)

n u s  xmtiuisRRWRicmujnitfi m jg s jn g s tim u jm rm m lm j (Nonverbal Cues) r 

XjiuxGnnitufa3iSHmRf5RjJumsfiiiJ nusfatm m glHSW iu'im gfR 'im sgsiRgstiRiHRiw
U  u  «  <-> i  O  <=« I O  e »  i j  i o

lRllRfnRXtpSXRttXRR1UHRtj1Htl5SfRlJgS1RgSttdlCUmri (Oral Communication) *1

xnsntihti ntiRiiHafgttJtutSjRmgriiStijrnsflnixsiHR *i mRjwBjuMttsiuntiJg

[tnutjl RIRSti WXtua (Tone o f Voice) StimmlRlJ (Body Movement) JUWR1R

uttim sfR 'usti *i 3mGfastfisufimiRHTRffnHJtu:fd2 stiwxcutiro«?nR *i tncmutufanri
i / i  \ )  u  «  o  L> U v  *73

I S



u tiim sim tu lm i HStflUflriUUtithGS HtiflttnstflHmWlItjinjyifi (Oral Message) HHS9tU 

uiSfnjfiS{G9j (Confused) tuim fnntyifaajiwtsfijijggnjticuusmnj i  ttrluna5idnj[tnu

Hfitii HnunruufdHfi saso iis^sis^ jfy tnsjuw H n usm sffisfi

tSltnCUHRStinm Rt^WCTri|QUnpU (Conflicting Signals) ‘I 

(Overcoming the Barriers)

tuhm w sdfljs^triagim m §nam j[p}w m gifigtim  tRHHn[RU{Rt3[Pi^§t3ujt5ss 

jnitjgitiisis ? turiunjuG8itit[mHfltjJtG§jm5[piwmging^mmstfims[uwgfnntfly 

igjRflGtji:

5T)96j5^5i5§Sm 5^y3Q 338 (Use Feedback)

u i^ m j^ [w tijg n n g ^ jp sm tj[R ftn s tn f itg jm ^ m ^ n jn m jm flj[G g jg itig jim s^  

fnnuSGJlfijfinfd (Misunderstandings and Inaccuracies) *1 unpgitiHfthssgstitjIXfm 

tg j^ust5ust5 tuw sm  HniffuiR tiO TRtiy(pM afm «2m nu9jniapu[jjtititiitn (The 

Feedback Loop) ntiutnfljfnjgm ngst) (In the Communication Process) *1 mngBJRU 

HTjtjimnjwB (Verbal) ymHStfrCTlfijwS (Nonverbal) 1 [UWStUHRLfiUUitiHinWJHn 

ggnjfJliyifitsl mHROJtUSfmflfUgtnSStUltUtg ? Gtcutu (Response) Rtj1R0ma§jfnJ 

ijstufiu (Feedback) *i m nam fiuxssnnuum ratitifajsfG tw ffltng unpnsthm m  i

HR[RU^mGWJWtl^}ymMfljiHnfm (Message) tSujRtUlRtfl tRfJlJtflRItnsggtU 

TRfnisujtudtjttjfljGbitnsutg ? tftm nm w j HnTRUTRtiHiQMJHRggcutSHlurmntgTaJnisf 

emnmsmHmmMuiuMHfiggcutjini i  Hmfiumtifnutjistsi nnggnjnism fljntfnfljunii^
U  < *  XJ Cm C*  L# L i  O  «  u

tthm jfu[RfHnm njw 3juw fnfi?fltutjisggcu i

m nSm fim ssnuum cuttouh  sfiSfiriTwusTuwn (Subtle Methods) tiitimiMi 

fdtuisdicu U WttiUfmjtfifcHCU (The Summarising o f Messages) *1 UgHGUJimSimtjigtgl 

(General Comments) mGgfUSfHRSmymflCUHR[RU[Rt3 HnyURfiHJUWHfiggCUfiTmSS 

‘l llSwntSS m jfltum cum jttlj (Performance Appraisals) (RfinSfiJLtnmujffiJ (Salary 

Review) Stim im njtitflS: (Promotion) R^R[UTlt3SJJURinW81StSfTlJlSmRU(Important 

Forms o f Feedback) *1

iS>



tfimjrm m ngm fim ssntjistRfBfitfi {R tosum stglm um R jfijuH w tg i w num n 

giv3gjimmGSmitI]81t3t^lt3mnjw3 (Actions Can Speak Lollder Then Worlds) *1 

H n[hU ]}i^tiPiw m dnjtnsum sugum i (Directive) tgiuhSn?nhH nm n§jnitiim j[uinjfi 

mtfitsStuWUhtBnnjngititfw stiirifutnfTiggtiisffnnStiJfiuunlmTuwstuHRgunssnti
1_|  «-♦ |  n  U u  ' O  U  \J «\J X j l - I  < *  OJ C*

guuriH H ntungiaH fijH snisutnnitgirnujtjiajm janStgtsis i  m nSm fim ssticm tirm tutji
r t  ' O  ^  CU O

HRTRurhmtjfitunTfi^frijyisfnjunTintsint3ugumiSHnHnituims6sfidGt§HStss *i
o *  U  U  c »  U u  o  «  u >  * •  u  I  n  n

Tfatufamtssttij tsitnfUHPitjrtwsjnitnjsysfiJiHmTfiy H m fiftyfm m fatnnnm R
U U * *  c * o < ^  v  1 O  u  u i  c *  L -n ;  U  «  u

ttjitl]t2tljfnmJfrintjjt39tgjR (Nonverbal Clues) tSHjpUHntjlththggtUfiTinUMHntnS

u nS stn s *i
■ a

6 |̂5gf^gi5^8^^53^55ft3 (Simplify Language)

ttfimtUlfitfl fflfiTimGtjigUWg (Barrier) HR[hUUi^gn|2fanramnjtC1GSJUfij8S 

ttjimGa|]i^fiiijgi^sistg1fnylGtgjh^tGmitituTitmmfiTjgiatsisyisfnnGjifdfiriw uritu 

tnmrntu (Clear And Understandable) m msHnggnj i Hnifiupti{ghi5m em t3itii9 

tt^m ntnjnjnnm fim tu2am fijHnggtut2ujtHim fnfiritm sf3gitjium HPiggfu (The

Langnuge Will Be Tailored to the Receivers) 1 mGlatntsl RHmRHSnfiy'lSidfUtnS 

{uflsfnnmGtStgitnstsitncutt3fi5fiimsismGtHitijtfiggcutjisttjimmrtnfiTmsis (is Both 

Received and Understood} *1 tRmGmSsmjmfljtSStnSt^mfflfiJlUim^ttitU}gftLULtnW 

n^gSingStltjIHmHfiggtU (In Relation to the Audience Intended) *1 tTl^Slt/lxan 

tfimwfc m tm ianjtiyiW M i^raH R puiptiH anngjisiR tiriT ijm ai tg1msuRffiR?smfi[R? 

iRSM jnstifnfm tafm nglm asttm Bm tiroigm iRtifTutintuuj *i fnftnuigmgMmiiftJinj 

dcumimrii m tunjntmipUjiM ^^ntiinHHmiitJniHmsintitmsSanHRStiJiUM fi tn s f i 

mt5Ummtl!H1SUminu5sHfij (Innumerable Problems) tUW SfJUpMflfSlSttMpitfJ^ 

ISIS *1

TW ut^um sam jrifriR nfistiynw nm jfisum iatm s
U u  U a j o c v v  ,

wsisum HitsUsmtmmisImnHUjulintnst^mrnnliEiMfjinwjtitnjfinnutu^fiStsis

ly w stu fi IS^sgtu tthm H m dcuusG iuw sSanriunTitsis1! ggiuijnnmnHitHHfifiiJigifi

IT



Hiswsjfitfi RmctfilG §G iS{ufigfnnw nu

ntinRvmmiiSmrimnjtnGaitinjntnntiJtu mJwsmt3funGjiwcuiwyfnnwutuifjwHtiCu 

tultUUSHlG tijiniUGiniS (An Affective Device For Idenifying Confusing 

Terminology, Unclear Assumptions or Discontinuous Logic Flows) *1 

ĝ S5e553g&$fig (Listen Actively)

tsitntuiunjsmniHinstinm uutintnswimgjtin mjwiu

■ Rt^mftwamninHRStIimiti"wnH" (An Active Search for Meaning) yUfninfiHIS 

tumin:HwnH (Passive)*i t^ntirniwiuinsHSfiyrijaimuCURntitRRn 'i Hswjnjm n 

IS18R Hn99tUStiHmS ( fiTlJ)(In Listening, Two People are Thinking : The Receiver 

and the Sender) *1

R1RlJGStStt2i391tiHWmt^HRHSntRfiritj (Poor Listener) *1 imUlfiH? nqm sflljl 

mjojtnmuimt^GH?nmjfimnimRtitfit3iti5wnGtjCu^il3fnjsugtutjimjnfi (it is Usually 

More Satisfying to Be On the Offensive) *1 miWimfitttfirijtflRtfttiTTlJ StinUJ 

(Listening is Often More Tring Than Talking) *1 mJf^UtSs91U91J§JH1SRGLUt5t[Ut3 

SltiUCTTl (Total Concentration) 1 mJfmUtintiWRHftSWmStimjn ttflUJ91H91JfnjBRtit3 

HimofiLUHtufisitiLwa i HSWjGHmmGStmtiJtns 9tfo mnjntiHtiJSig *ili]w uRfnm s

rru ftiiumwHSfantutiinsjiflntjnjmRBR 9000mm ntiutusig fnnswfrussnisusicij
o  1  v J  *  v  » J c » u  1  « *  ' - J

tCltUXJnnStlSswnUSJRJlCU (Idle Time For the Brain)

BJfimgjti (Opportunities For the Mind to Wander) 1 mHIGmSfifjjHISmJftflU 

dhaMnHtnSt^Q5mjn[§ngM]S:tI5nj3ti{fi1Umtj1Hti5HnUCriS (W in (By Developing 

Emparthy With the Sender)tmCUfimimti3Sammme5ms1W 1Sfiini3GHRUmS (By 

P lacing Y o u rse lf in the Sender’s Position) 1 ifrium nfitjl HmjmS91fc9ptIS 

ifititfigw sfngtiH injm uri (Attitudes)dfu{utontjS twGRfRfmj sarnririttgm sis 

gw js:m tu2ti (Empathies) [wum tS8tG§jHism nm stn^ajLwcu tSyjwciiStinsGfiriJ 

tjimwatdnjmstsinafijii *i
n  c»

IZ



HnWimuCUHISSWJS: (An Empathic Listener)

mtiMRHiastS^utSsMHRmnnamiggwHjjsratnnitnjnjRtirnnStiigam ttfimustHim 

ujsm im m tim utirncu HfinHnjtinmamj?sSmymmpi|firimgntjiHS (By Premature 

Judgments or Interpretations) 1 

<3$5&5g<Dg556&')&56^3^^ (Constrain Emotions)

fiHiGtiimjRfiSfdLuwstuttSafiiafitji HnipuinmSmigmgtiijnfjtinujmanjHia

(In a Fully Rational Manner) *1 ttStitnsSti 

tuimtfi u ts iw tm n s j (Emotions) mtitgSjBanGtMnwumntmtiGSGiSnimndJHRStiJ 

(Cloud and Distor the Transference o f Meaning) *1 HR[RU[p^H1RtufUH1SHJjytlfi 

SnjgltlJ^UnTltimHtlJtRttlRURIfmtlJgMGtmsftnnanJUmSQW (Incoming Messages) 

tuimnmGwtutiRSRtnsgjifijnjieij sti LRH^fntiiHpmntinjgsums^nitsistgjm 

(Outgoing Messages) *1 mHR[RU(RtiJnmfHH1S8S? GtHW 3fiTmmUttafi[fifcmm§ 

mnStijatafn^iustsfRJinRtiniHfiTRUTRmmsMnRaMfnnGHmgltimiHtifRm (To Desist 

From Further Communication Until He Or She has Regained Composure) *1

(Watch Nonverbal Cues)

IUMamfanHmnHlSJfJMgfnntjiarnfyM8t91s(If Actions Speak Louder Than 

W ords) t^M81S[RtoHt?lStHC15WnHfTlflJUfijHn tBHJtJfltDMflHflingilaimxiMUjn sti 

n[S^dnjmnjw2tticujwutjiHti5wnHfnn *1

ttS^tnSRRfdfntUtlScTtjJfiBnunjnUJSmnjtnGSUJSLUWgfTinSJb (Nonverbal 

Messages Corry a Great Deal o f W eigth) 1 Hl{NtmulfflSS Hm§tI5gi3R1JnS§HlS 

yjWSfnn (Effective Commucicator) tR^R\yjt§tUfnJ§jWmittJltIJ§St{ymfiJtnGS 

JUW8S (Nonverbal Cues) t2HjtnS1tjl MtTnfl1l3tm8UmSCmnt3lUtRti6tnSlatitt3J (The
XJ \J

Desired M essage) "1

(Developing Interpersonal Skills)

AS



tR sai5§jH nm ni2nj^jytg{uw stuH nutitfiH iSH nipu[R ^^tu^3jim 8iagm figs^ 

ufitu (Poor Interpersonal Skills) TfifwswmcinnitBninfnjttiJ nSstfttifmmtuiCTUGni 

Hfi[fiULPi^unj8SWHnfnnUtGntgfaPnitnJ (For Lack of Technical Ability on the 

Job)?

mjmtim g1tffim tumuBuRtjJsswGSS9£9simsTnnuisG9GSs£m ssm t5mijiHcu
o  L i o n u  U i i u  * o  xj

XUlRGUtitRHtlJ'EsfnJUnStlJRfTintSpmSItigSlfigatiyRnJ (The Single Biggest Reason 

for Failure was Poor Interpersonal Skills) 1 Utf jUMtUWnUHfiufisitufUyiS 

fan o n :tS Jg m JcS c im 8 1 v 5 tS v 3  (W.J.H ) (The Center For Creative Leadership) 

tnSflUJRttUtjl ^0%tSHRL?!U[Gbgil3HfijttjimLmtflfU (Senior

Menagers)msmJCUtiinHmGSSnttmjgSJngsmj1HtUSti HSWj (Some Type of 

Difficulty With People) *i jtntiimiiimuMtnnH Karpin facm gustitijntijiuj 

fjatnwS9fiSt3xg1tS8 t5ticuu^cjn«mj:M8istSHRiRU{RtiH[wic5 xatuRntttRmSsflmni 

SltigsifigSfcJUfiinfUfi (People Skills) 1

fnjMRriGtinfntmuwHTftnffiiss tnsRnMmfutrSnitsintwwsfflsini "gsRs"(Soft
\ J  j  U  v  L i  O  -VJ v  * j  x

Skills) tistjiwHRfnm gtugm n. ^jnignBg. S nsi ttiJHtUTiGsaGJGittrajtriBgfifimni 

gititss tjiyisfini:w 8iautj?i (Outmost importance) tsitnw tawstinm nm juwisuniTinj 

HR{RU{Rt3(Management Training) *1

fuw stuH m nfm jnw m m ftutsH tgifi M nftnjiw sistsflsinitdfigm figstiuficutss
U  l_ n i  o  w J  o  m  «  t o

it5t3stiGtinjutticnrifmwnn§tnfTuninim«nnjfistngiS«)tS8twHSMiHtiJGSstatutT2Mnw
n  i_n -vj  r J  ' o  -VJ c *  c u  - ♦  i  O  u  u  l - i

SWjRngiSUmumjfinjlHUTllGJ1WtIJyiUy?ii3 (Undergraduate Business Degrees) 

tT jim ttim w m nRatfiagititss MnuutncjH8mcuitiiRut?itigt3intitnnjHsiRR(To Fill 

Future Management Vacancies) *1

m iM fjptnsim iSnjsflrijm  ttJnjnnsfdjRgj^tssnyisLuwgfnn (Most Deficient) 

RflainjnttmsSrim (Leadership) StigSlfiQStiyfiCU (Interpersonal Skills) 1 tilffUnfi 

mnnu3mtiigigigit3tS8HisfnnTW UijiHtiJSi3gM}s:juMtt5v3 wnmjttmuwHnTRUTRvi
M  u  U  U  o  o  C» u  U

i  tu^mrinytfit5t)t[]TimudRHnLRU[R^RijiHSW]ttJcufdnGfriJ^ims?riyjti5: Hfititgtms



WHRfnnRtifnJufiSi (Competencies in Leadership)Ssit1181t3fTinSnjgv3R1ST3SS1fiSSvl 

URPJ (Interpersonal Skills) [R?tfit^rijn3^ttitumf9jH1S^HSW nU(UW gfnn ISfTlJ 

[RUJfiti (A Prerequisite to Managerial Effectiveness ) *1 

gm ngs^uRW ufijsis^tutuH ntputR^H ifi^^fm jnLSfitgjti *i 

€$5‘3gjgjP$5€55'39&SS5g (Active Listening Skills)

WHRmntSHjmmt^HnfiriuSuiSLUWgfrin (To Be an Effective Listener) IRtJXR 

HSMfGlSIRtUflSggfltjimgtm ttS ^ R m R p g jm j^ fn jfiJ IU  (Listening) Sti (Hearing) 

fnjn 1 mjnRySgWHnmJtriUaJflSfJWflWtnj^SISltSlstgjtli (Picking Up Sound 

Vibrations) *1 mJCmURl^mJtMt3tliroriHRSmtaH9tt3nJtr543ljISn (M aking Sense of 

What We Hear) *1 mJCvnmSsgiH9inH1tIJH1SmJtIJRSRgR^fis3nifnJUR(WlQJ StiGtitTI 

JCUfiWfQJtl (Listening Requires Attention Interpreting and Remembering Sound 

Stimuli) 1

(Active Versus Passive Listening)

fnjfiBuSmsTUwgfnn tjifniRnutihtiMnH fiHStHSHwntnsistgrm i  tslffami
o  U  e »  o

fiJIUHWfiU (In Passive Listening)HnftJlUtM«fimti lCJjugit3[Mtitgiat3t8JH1RljR 

fdtnjti (A Tape Recorder) *1 HR{MUtHf1SfClRHlS ^fl5tnsgfU§j *1 {UMStUHRSUTItlJ 

gnigjHRSffmnawisjiMftJiM ttiim u^m fjs?|H em ndfuyisfiTr.fa3is]pu(?nsfanm G §j 

HfitufiGRgfuJititsisHRTmuiroijisaggnjtiJRtnsfnmTSautiti sfH'ntifUHnstirim tns
< «  o  i  c « l j  u  Ij  i n  • »  «=*

LUtitLutintifrmgtugtsjntms i m sfm em utihawfiH  (Active Listening) m fu n a ig n S ti  

ISinUHnStinm (To Get Inside The Speaker) t3uj3jHfimGmfUngwjS:fUWHn 

stinuiR iarrm gtugtiintm s *i

(Hard Work) 1 Hf1(R^R{UHC15^mJUlUl (To Concentrate) XlTiu3HR(gftf1l363t3nH9 

gibJHW (Fully Understand) itiCUflBsimsfintitfiStintlJ1

SMlmsJtunuTtnMmjcmutihtiMfiHfitiJUJiinfu tfom sfrnnuram sm w gM m H Sti
v J  b  U  n  - *  C» v  n j  O

yisfnn^m uiR utjigg igw siH tuJ m im snm RtnsG tim m i^H ncuuh^jpstaiR tim Jw iuats 

?t3wgjgi9MmHtnsGnmmtsintimjstinti3JUWfnmi3j i



iSlntimjfiJlUUJItiWfiH Rmf§J^SfUnnJi:W81SUStlht3 (Four Essential Require­

ment for Active Listening) *1 HR^ftRW'IUSultlK 

9-[Utit[Umhtisfli3 (Intensity) 

b-fd[HUtjlUmgWjS:mWHRStIBtl5 (Empathy) 

m-S9CUtUfi9fi5jS:tS1S (Acceptance)

^-»SsntimjggW 2W [Rfmmsmjfmu§jtnn}Ituqi (A W illingness to Take 

Responsibility for Completeness) *1

§G?tJwtnsRRwmcun8iai2HJtiHRti3imtji w yRRintsgjRjicwueuystoj (Human

B rain jn ttm j^uH ism R iytu icu^m nQ stjitiH nstirim G H m  i hjisfnntsstnsusjcm ncu

tfWItmmipsaniminRGSRni^amMRSfinanSJtitntUtSfTlIftnti (That Leaves a Lot o f 

Time For-Mind-Wandering While Listening) *1 HRMlUMRHIUHnjfiaiJHn/imiti8iat9i 

tnjmt3WfigSRnl3tRgtinmttjit3j5uRtt5CJSfR3RlJpSmStUU (And Turned Out the 

Thousands o f Miscellaneous Thought)( Hr)[TXIR.mnytR9 IftyyfTlW timfUjti URRR

iuCuyt§R§jynsmiytui

tutuiw unm  (Distractions) *1 IfiHRemuWRHIGHSStftHffiSmnCUtSRIIfiRGSfifit^fc 

JUWRSR (With Their Idle Brain Time)? RtRfinvJUStiURfiJJU (Summarise and 

integrate)s^Hf)^cuyisstintHtyni xuim usiuyntuH njSutiinRRt59tsnSyisS (New Bit 

o f  information) §JMnntiinU8Il{lRSmtiWt^St5ti{RtinHSyRtljim 1 

R1JW[yU9fdjS: (Empathy) RRJf9jHRWSRtjl8StR3tSS RWRRtiWlSffin^QHR Sttfltmtfo 

(To Put Yourself in the Speaker’s shoes) *1

HR8R8tMtimnirim6fUflRStiaugimijlt^t3mt3nJHRl5l3mni (You Try to 
Understand What the Speaker Wants to Communicate Rather Than What You 

Want to Understand) 1 yjRRWfn05th RIJMLyugMJSlRlfgjyisgibGXnJlsSttHriflRStiti

(Knowledge of The Speaker) StiRinJUWjf?RIUMHRM1Udtt (Flexibility on Your

Part) -1 HRJR^RttlR gRRSRSfcmrdll/tonnuWHR (Own Thoughts and Feelings)

tuimwnjMJmsfHitJnjHRtiSijstiggtujriJHii/iGtcTisnRninnR JuwfiRS (Adjust What



You See and Feel to Your Speaker’s World ) 1 frm5?TlHl5tS8RHRmSf1tnSSftU9mn 

t^tUHR (You Increase the Likelihood) StiURymtnfmntiCUtnSStiTim^CJ{Mmgi 

atiHttJwfigstitiSjHRftnumni *t

HRftnUufaRHtnmRtilRUtnfnnR1I09CUUJRRSR (Acceptance) *1 HRMlUnmn
CK o  w % c *  1/ 1 - 0  VJ N 1 '  c * 0

t^m w m sfiPJ^m nynsm j1sSajn8H firiJtg jti] *i m jm nssntH SintB tfacm ^tii (Listen 

Objectively Without Judging Content) 1 RIHGHmmJHll/ijUMratStRtitRtunsiRRri 

trjaitijanlH em ituW hRSRnastintlJ (To Be Distracted By the Content of What a 

Speaker Says) i^ntMMtsitnfuttStiHSdRfTinitugHWinms i  tncutufuttSidmm^tuttSti 

nanfnntjiutm sis ttSttRGimpHGtilRtiRSR 8MgjRKlji (Our Mental Arguments) 

tSmfigiMStiHtjJwRntitRStintiJ *i tjiRunRtsiicituiticmtStiiG^Gstms imttstitRGSHW'u
u J  —  I *»  V  • »  m m

tJigtgjmuCUHIStSlntifiTlJ *1 m jnsm j (The Challenge)mMHRWlU§WRHR[MUtIIRSf

H9ltitURCltitR3tintIJniitI5TUHtURljl3Gmra3HfiyiigRHtDRtatiIUlRt3fUtntUflRS UmUfTIJ

Suntil (To Withhold Judgment on Content Until The Speaker is Finished) 1

(The Final Ingredient) ldwfijnidnjmJfinu§WRHtSlsh

mjggCU8W[RffinU§jtnstnniICUni (Taking Responsibility for Completeness) *1

tsstngtwGRtft HRttnu{utitptitGH9it3wGitnGi8iumu9jGisinc3iwmafHRSti3tsRingtiJ

gtijnjuwfiRS *i mgRigfat3RiitmutJ3itiiMRHtt3tutRtiyB3iMdi9ig1i2i5wnG tencmtfhss
*  ^

RmifiriUGimsmJHClfl (For Feelings) StiR1JCmtflhm:§HftJU (Listening for Content) 

iijimmiWJWti^nSHTGisiniasffnimtiJ
u  u  t J  V

(Developing Effective Active Listening Skills)

GbjmHmjnsRngrmcufTiJWfinfflnmjfinuuwnH itStiHiGRRMfntiitiSniRJtinud
o i  u  v J  O n  n  - *

tjIUingiJJltIItgiR9 (Eighty Specific Behaviours) faroMfem^attftfflHRWIU&mSIJJMg 

fnn *i tsIinn insR jtg tiln jfim tinutjg itiiss HRKiGMJgsaafimRtSRiJiuRURRiiftnu 

juwHRms *t ^MstuHRHgtnatiyipiwutGRtgwiaRisMiusriatasig fisbny istn fa  tutu 

iyiMi^ainnitssMnuHRRt3Riin|SR(yMgRims6siniRt3RiJCinu§MRUt^ti *i 

ST35^5g8SgR (Make Eye Contact)
33



^HnHiSHimtuituuturi^sitncussamHiPiys wytiysyn ntitnmtdfUHnnnhstijim ? 

{uSsmHnHiSRSRgGHPiJJtgijitiSstunsis HnsuunjfiJimwnHfnntsstrit^fnnHSGtujy 

(Aloofness) yyStnUHlJUllfi (Desinterest) 1 flfinjJtaRItHltUHMMtnliQtJjJ XSltCtfmtitU 

HnnntifyiulkiymGjmms (witittituitfi

Hmgftni i  mHpjijjRiuMHRjugssatgRiuMfiRstsnggjHRjuHnjfifniHnninHffiamR 

usmfTinnljfimmnHimtiriitfim^uGitiijjnittunsnGRticufiRSdti1!

(Exhibit Affirmative Nods and Appropriate Facial Expressions)

tm 5uftw l5tun? Rl5mHim:mnHimMCTntJJltIl5si(UnirytnQS (Through Nonverbal 

Signals) C1 fnJtinnj^WnjfWUfnU (Affirmative Nods) StigRHSWHpimSIS 

(Appropriate Facial Exprenious) tGfmWflRSmfljttl HRRntiXRWlUgJMStUHnmSHtJntlJ 

inSSffT!JMHt3tf1R§tnUH1JHnji (Added To Good Eye Contact) *1

(Avoid Distracting Actions or Gestures)

tdnumtgjmsu^mtuimtiSninfTijmuHijyniitffifiBsR mntijMfitiwfiHfnnjntitfi

tunit^HiJHtinmMHnRntiiRMmalgmamijjmgjR *i tsitnnjRn^£yiuus[gft5cusi^my

yjycuyitfifanjuG i

w nyfnnsibiiss sbitGtJ-nmfiBsyisjfijyantti H nnotitncaim s (Bored) y  nyism jtnu

m jy iuu tm utnsug  (Uninterested) *1 tSfdmssfiQtituutJinusi HfintnsmmsfigRtftmrini

yuty (Not Fully Attentive) tuiaJHiGTflfiutitgfisisi ts&nntirofigsciaucTjS *1

(Ask Questions)

HR^mdCUyiSfUntlfliyagyirif (The Critical Listener) tRtitRlfnRnHtSnitRnxuim 

iwmgji3sfwcin«t|]R9 i rfiunutjtssdciitH itiiyiam juR (Clarification) tn s rm m y is  

rrutucusti HsmtiiHirafiBsStitftHfinntitfifinu i
- *  C t  1 O

fflSSgeSS^sgffl (Paraphrase)



m n g tjss ja ln ) fim iujunufj3?TiH {m tinm ufjH Rm u nm jJtu figa tnssan tn

(Paraphrasing Means Restating in Your Own Words What the Speaker has Said) *1 

HnfmutticumsLUWgfnn " HiuCUgnHfistintmmsR " y

“tRHnGtistinansi...?" tm\5nunsHtmumrijtffU3 taR'mtstitglfclnnas -f-
c *  ' O  V  I *U x J  V>

90.m«gv3tgalnit^gURItlfi§lUtMJUtiRRtifilJttijl3tilR (An Excellent Control 

Device)tHcutji tRHRnci«tfifmm^mLyt3LUtijmujyt9 ? Hnnmctgt3 tg jtiln iu is 

{RH[Rft9jW yjMSIURSRJUMHRRCltitRHSISiHmmgayLUMStlJRntitflRRtil tRHRSti

a tin tu m g jn  i

glQ.mntit3t9j^lniRt^mj[RRnS?ijt5njnfrin[RH[Rf (A Control o f Accuracy) *1

ttJimm njtnGsm wHRR^mnjjunm gjtilnirim dnjfiRsnisstirim  atigsucmmgifiSa

Irntm sHRnnnm tijti^RtHnjrifnntRHiRfisfnjtiJW iuwHm tiJ i 

6£jgi5g~39ST3g3£5£g5'3n£ (Avoid Interruption the Speaker)

GnmisuttununmmfiRsumusffnntjianRSRjuMtRHSstaHnwifinjT^Stufiu *i hr
V  o  t *  V  «u  I  « *  «u  =«

5s[Rj,gim9RtfiysHrimufufiRssi3smiajust9jaj *i isItnwfigaumuMSHRatitnaSlJ

ttfuiirifiitnRti'i

(Don’t Overtalk)

fnmTSststtStigitJHwmQCuBRsanmriRSRJUfjttSti tfttfttiRiJfmuHRtiigstiritii i
U  < *  V  o  o  « *

fRRtT9StHStgststt5^git3Hfijfnstifiriurnjstirim tttafmjffifriifmmastfimroHUJmi
U  c *  o  n  u

(The Price) ttinJtt3t3[RlUtit2ujtHimHRut9HSnT1Rtmmtt5t3SUJltIJ *1 *91SUtflR1J 

StintHHIGtiCUfnrijRntiJ (Fun) tySsyaRimwjHWIRHSHlGtitUdlWSRinm^ltll (Uncom ­

fortable) RHRHsmt5Stmm stifjiuRmnnnfiHtmglm 'i HRfmmuwntRggtuftnniRijnR

tasnfimHasunmtipatjnwxgjffi *i

6s?n9§e6ge6^ess® £& 5$s?85$?a9$5& 5s?££ £ e  H ttegro
(Make Smooth Transitions Between the Roles o f Speaker and Listener)

tsItntutawsM jRRciiattiHgmtsInafintuatgfaaiHHtu HRiutumidimniiji h isr ij 

trimyWtUniBSt9iuni[RU8CintSR1JW1U§H1SyJW9frin(An Effective Listening Frame o f
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Mind) *i ^ynnHcm uifiH ? rntfimwiitfi m ncm ntim nafirism jcuitssijiwsiSRtGfiti
1  V  I  —  c u  n ,  c  c .  —  <=̂

gfiHultfiHtU (Communication is Essantially One-Way) tmfHR[R3tSfdS~IHt4'lflRS 

Insw jG t^H nfijiu i  m giutngisfrw iunm jH SfitJ miwsmiuw{jjgtgM mH stiswjfiSsdG 

m igjm  (The Instructor-Student Dyad is A typical) *1 ISlfitifffmfpSUtimSftJlSmjltfi 

n tinu tiu  HmR^tmGfnj ynfstgthjtglH fifificm unm  jfU3RsngjuwfiSs stifis ig iu fj 

HfifJlU (Continually Shifting Back and Forth Between the Roles o f Speaker and 

Listener) *1 HRfaiU§mSLUWgfnntGfnjglfdyjRSig nflRStglfrlHReyiU (From a 

Listening Perspective) StinHnW imsi^finsltJtnStt^mtriSfrinjmRJHCU ‘I mH[fUJ3tUl 

tSHnryiu SH iasfflfji^m jpHniflHiiHfi/itgitwHtawfiBagjftRStinm  satfifn? urmn§j 

SRnmanJHRStigjfst3Jimt^innjij3fUHfi«is3fnM{nH‘)tmstg *i 

6 s ?633fi9^ g$pSgr»9 (Feedback Skills)

lySam gfiM J HRLRU(Rt3HifiHnmigsunrititt3njfnRgfuts1iHitiJHR tynugfigH R 

tRv3tRgSPJUlSGtt5tIJtunJU1SRtlFfrin (To Get a Qualified Answer) 1 {UMStUfnJGS 

unritiHiscumifirlgHisfisti^ritfi ynjgjmu^sbjLunuttFimfrinfyiuTiu (It is Likely to Be 

Given Promptly and Enthusiastically) *1 fHJGSUrmtitflHltjHlS (Negative Feedback) 

sfcgrirnsifitnfimnfrffltiyfcmas *1 HRLRULR^ndGt^mRtLGs'tsttS^gi^HwmtdjnRtR 

tfintfdw u slnnm s^gg fu tjl ^StjlHRtimtJlti5nRmsm(nRI^tU (The Bearers o f Bad 

News) i cimRSiGfnntngTUfns m fiftrm m jtftH ttfstifnnm jm jssm wHRggcu (w in  

(They Fear Offending or Having to Deal With the R ecepienfs Defensiveness) *1 

tjinjgticuRtfi (Avoided) y nsjitn tu

(Delayed) UR[RfGlSIRUtR (Or Substantially Distorted) 1

tfnnjutuim sintifinm ssR utinniSTHnGisStincmjMSistsmjiiCumjnsurmagialij
a y  O  CU V  o

HIS Sti HldHlS Sf3t2HjnnfR§jt\5niUtGRtgwtTlRflTin (Specific Techniques) t2njtG§]

mjGsumibiJufijHnfristRHiSTUwgfnnnGStgiti i
fU U  Ct Ly  O  Lj  W

^ 3 8 S 9 f ip 9 S £ ^9 9 9 ?^ 3 S 5 g 9 f i p 9 $3§£35^9 (Positive Versus Negative Feedback)



sm titnssuritijtfi HTi{RuiRatnRfnnromjn:ucmtilgHis3aHJgHiaRti9gnin3M

jn i BttuifiiiHnggnKRm) ntitsjrntii i  HRigftRrawHfiminma: tuiminMiwlgwiLM

(Style)JUMHmg1?DHmin‘RtSS 1

m JgsunTtitfllgtflS (Position Feedback) Sti{fiftmHCm\5mtCu}s SbJRHgf 

(More Readily and Accurately Percevied) tLltifnigsUCTTItiHlgyiS *1 fCUWCItSStulttf 

tUlfitfl mJgsUrmtfJgHIS [RftRggnjmnj[nHtW?Rt4lSGtjimCUtSls (Almost Always 

Accepted) mJgsUHTItiHlgHlS fatifaggram im ifiln i (Often Meets Resistance) *1 

tRHfinHnmnRmgl ?
V  I «*

GIHmiftnJWHWlfititmgiS RfUtt/lfU^HnnHSWjGftntfiSa^tify (To Hear Good 

News) tuitUnti3Uwnjit3H1IfinmHimn (To block Out the Bad) 1 mJgSUCITItilgKlS 

jfdu^u tiJsauM tjpg im M H S F djfnm ipsugR tjan  tuimtnsxi^iGtiMGtglnjitDtgitffimj 

sssumitfJtjHistms «i tm ftrnssH isstn tji HmfifttifMfitimjnsurrnfc nltiH isutirititun ?
n j  i »  u> i J  « •  U v  U  <u l *  u  n i

GtdjtnRHStHStftGStS *1
v  «*

m ticm m stism nm tslgtss RijiHnigrtnHism jujw3tinfam snnjtsm ii3giM  (To Be 

Aware o f  Potential Resistance) tuimtJlSWTRUUTWMmJXSSUrmaHJljHISRafmSfriJtin 

S1SltftCUmt5l3imsyggcUtI5RUgfi (Most Likely to Be Accepted) 1 UiH tgltflfJlSfnJCui 

gititsis? mJT^Ttjiftnsuttifritfi m jssumitiHltiu 'is HiGStifcraggrotnfiutimsIuiro
U L i  i q  m  c u u o  u  I

xanjfltBmHfirilUfintacURnHltljgflQR (From a Credible Source) umsitnfUttinJHIS 

gjftfdRJlSUR (Objective in Form) *1 mimUHlIHtmtjlHRtSlHR (Subjective 

Impressions) mcRgC15Utfintimiifitt3CUfltGniHRfiTUfinHSWnj3nJH1SiflS:Wt3H8M sa  

UJSnfjWn (With High Status and Credibility) *1 mmmasmtjtinnfrfiSfitjl migSUOTIti 

H lg H is tu tijm |g ^ m g ssm tfim w ^  (Hard Data ) utstjitttcus ggitmtifttfificirifi 

(Specific Examples) St3H^tftnJUJlfnti|UtUlCUISS tfifc?RH1Sf|mWCyritimjggCMIJfi 

(Good Chance o f  Being Accepted) *1 fnJgSUCTTItiHlgHIStunjyiSCURClfi: HfUSIHR 

(Subjective) Hlfimmfrl gURJIlfi§TnSHR3mMnUHR(RU{Rait3fl5MymgmftnGS (A 

Meaningful Tool for Experienced Managers) tftfltWWtuCUtflSitlS:3WntiftJltJS



itiituttJtuggcufnntninn StunSfiJuwgs GtnisHfiyiuyibtuCUHJSugntfiRGSRGKG

uitis:m unt3fJiustJiu jtunj5sgisp ifin tin issJnfifantsis m jasunfibHltfu-istdcunuis
- j l a  ~  u c - i i .  a i w u  i

rofiiim tjim w afafcfantnujsti ggromntnsttfiwbituTftjcmgjm *i
O  o  I U O  u  1-J

0 ^ g f i€ s 8 ^ g jg g sn tg sg q p 8 § in i5 ^ c a s a g 3 0

(Developing Effective Feedback Skils)

msHawiMatiimwtiQaac) ttfnm5bmGt&5mgjb iSujtitm m m H Rm G t§m m m ib

{UfimEfiui{UMgmnijitiH3 -

ftlJ^RtCurfitirilstilRnnR (Focus on Specific Behaviours) Jfijim jgm rm §8§j 

mSCURtlfkti'lfljss (Keep Feedback Impersonal) itflfyjfRJfUt^tSfnJgsUCTTIb (Keep
VI *

Feedback Goal-Oriented) nnTmnCUSSUmimmmtnSCy (Make Feedback Well-Time) 

mSItmmniSSfmJtGSuSti (Ensure Understanding) t!fimRJbgMtditSmiG§UnTlt3Hlg 

mat^SXgijnrfitiriUtjtt3CUHfiggtUH1GyiUlpi3tn8 (And Direct Negative Feedback 

Towards Behaviour That the Receptient Can Control) 1

(Focus on Specific Behaviours)

mjGsumitiTfifyisfnn^ncirm tbttibstiritutfigigl i mujiwftbsfmmfuSbGtfi -
txj ia  l _ n i  v  v i  i J  v  O  v

"HfunarTiunutiHiijiR" y "gHiamiOTUHiJHnJigititsitnjfrwtriifutatuHntnatg" i mnj 

wSgitnas uisfnngcugnritu (Vague) tt/itmsitncutdcugcunfiyis mnjgjbtssnuis 

stiB m [p u H R g g m tm m tn sy iu p s t2 ^ tm a jtm n sfm Jffjtiriu t3 H iL fin ts is^ tu y n tji ir 

Hm sURtnatSrrunnais "tmtimtBucutfiSH" *1
CM « r  H  M  V  «=>

HnRJtirtfnjGsurmarnGwSuGtji -  “Jeff siniHQtmsHiRUTmtinmjtiuiuwHR *i
“  u  n  a i  l »  v  i n  i J  «*

HRHRtGRRsstih^n^mjyjfiyRffiRfncunHjCuun) tuitmntmai: Hntnssunmymistji 

HnnniSmSJtnmmjn/i^lJTlSuyb (The Preliminary Report)tdtGtt5bnmRJItSlStg 1 

UjtasHmtmi sttifUGnumtu'ib Sub ttimtiutfiHtinngnenr unHiGtfiun . “Susan
CM L *  x * | t J  V  t J u u  OJ

i

sm stw G m nntuG tm sfnjb 'u  tdnjHRtnstGwnum RM ism imwTfiuuis Phillip i nm u
n  ^  n  u  u  L*  i  I  vi

GisuiSsmjgcniuwtRnttubGSS |gto% tdjwrusus ttrmguisggnjgjwnusisttjustss
r~i ' o  u  I ' ■J u  v  i  i s  l

ntniin Dan Phillip tj3ww3p5?SbmJwxMiGtmsmn§tiJSiUuJTiujuiMiuM3 Gtmsmmuis
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m w w tsm j^fijy jH ggsn i um w nnjgjsiR R tm s MJ-nl ” 1 m njM Sffittnjjuingtas

1  rnryw Stum ss RuissmjmGjifjmjfdn “tmmflq

” Huistriggtum jgtfijs (Critical) StitjlfrmmRMnWJ (Complimentary) 1

fi6$^eS 5^S a5gaa:g3a533  (Keep Feedback Impersonal) 

m m sm jjjsum iti ^ntwwmcuniTiustcBTmfigHltjHis {fiftGtftmfiwisnncuisi 

(Descriptive) tfltfltifUJ StUltUnujUtjimjlSGtiJ UfltUmtU (Judgmental Evaluative) *1 

xgisu^HnHismjitifdHjiJtihanjTimtJitiJ [R fjn jim icsunriatm tijg jF igbs^m jtiij (Keep 

the Feedback Job-Related) tt/imHSgtRjSSJCimtlJltlJfmJUnpdinjgS (Never Criticise

Someone Personally)tu£MnfiHnnfdnHmnnWHywUHmHtmS'lstgjtU(An Inappropriate 

Action) i m jstiTim tgim sHSfdjsfm njiti m m  “ rifriff (Stupid) 

“ msftreifina (incom petent)” ymfijfd!!{yunfi{yiuiCMas ^sgtjifntuntnsuiG ticu^i

Ig y is tg jm  (Counterproductive) *1 m fijw2?um ss

(An Emotional Reaction) tdCUmJtjmt5SttSnjgtjCUfriJtriJSbl[R^RtHtUJCUt3 (The

Performance Deviation Itself is Apt to Be Overlooked) *1 iSlinm tew Hm Gm igtfijS

{RfOtitTltf) m jgtgjSRgingSStim tiratfm JttlJ (A Job-Related Behaviour) tmtURHStHS 

gtgjsyficm sistgjtu (Not the Person) *1 HfiHiGHiatmnjunjnHglmssiiun tfnm m : 

gnffis OTnj6J&§8&ntftfj 1M 8tffflJfl^niflrm ftn (Rude and Insensitive) ” OtiCU 

H'ltSTRUTfiftHS ) msfinttfiStiggCUtUfitfl HStHStfitffatflCUeSlUTlW (That is Flardly 

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

O  n r  U  o  |  u  or f  VI
tBlm8»R§ti8S8l?{nlnflanb ” *1

fegq\36^Sg6g l l s ^ fp S C T ;p e  (Keep Feedback Goal-Oriented)

fm usunfm  HSTRfxGtgrtifUaxfncuucuitiGMnu ''dinfitTioj (To D um p)"-u fitu " 

{yum (Unioad) tcusnim tfimgjmgjtu <i jyMstuHnigftRStmmHmQtinfHlguistsis 

^immtfirnJStiriunS’ls RWtditg1tmtmtUUJlJUWHfiggcU(To the Recipient Goal) *1

S9



[R fw issatitji iSm igsum itiim s H isuanm Stytiujsjiun *i (uwstuGiHtu 5 :

"tSHR!3HlSt^tituEU3GtiStlTltyfHltyGJy3ti (I just Want to Get O ff My Chest) " yjf
i  1

siH n^m uw H m tfim nsm im ttsni ‘i m jgnjm jg§unfiatuutssR {m st?inn^tinjnSw ri 

ttSmttjHmatStHitiJtsjitiJunjHRStiJ s^ fisn^ tsm jgw m jgsum im sitn tuH S ififi i 

$f&53§56fl&5$3S$5SVtt9(:$f3e55£Q$3&5 (M ake Feedback Well Timed)----------------cy---- n---—-------------- “

m ititum issunfiti stiHiSHnsmutitimmsHnggcmsIinfUHiSGimstncuSsytu (A 

Very Short interval) ifitim jwtutim tinutj gtimiggcumjgsunrntiHnfTjaTiutitsisJni *1 

tB^HCUttBcjGjifijnPiSfitssttStiicuri ag iouan  nstrni3n§tticm 5fiuiw  tfititfitstitmuj 

m nntu?iunHn^u[Rat^t!5ttinufutncuHninfi5tm sniH9 ym nnjum m ^m jtiin ticunuiw  

tsisy rftnsy jifig  tfitfitirrinmuj ttinunjtncuHtjSststyrimHfitsItnwfitijmcuwgiaCijrTijaiJ 

(A Performace Review Session) 1 LufistUHncnnimtnfUtS^W iaj^SmJtin UtuHjtHltU

tRsntT5m nnuiwtm§m igtumjgsum iagsatjiHSHiSLUwgfnntgjaj *i trow m ssrow stfi

HRGIUJfUHll/i^intWWtgitCUfTliglwyJElJUnUtstSls (With Changing Behaviour) 

fTlinSJI tnmnamjgfUmJgSUniiatffiffjtmUljtufUnGtitnS (The Undesirable Actions) 

smStHim Gstsjim tininjgfTimawjnatji rnigsum im m saam H Rafm igiM yiisljR fR tin 

UtitdtUG^tns (The Desired Change) 1

mumjnmuSstuHfitirimiEsucrntifriH*) tSHTTfnstmRifuuiuiti “wnunnsjiiu
u  n  <  w  w  w  u

(For Promptness’s Sake) " nm cinsLU RnyusnifiuunlniLuw stuH nnirisnRH is 

y y jy n s  y (ywsiuHRmsHiJHti/i ItawH ju ysm sg (Upset) i  m am nirigw runnss 

“mfntuintnflrt^itntnBflr” m y y issm tfi fn jnspm ytum tisam H m  (Somewhat 

Delayed) *1

S?S'K$fleSSSaaggfttteS5a5£e (Ensure Understanding)

tRm jdnjmjgsunjiaiuwHfitm syisfnnGjifijctriw  (Consise) stitncm tunjym jyns

(Complete Enough) ttiWHnggCUtMWGJlfii (Clearly and Fully

Understands) irom ngffigtijm uw H fiutg ? mymritfi nnjm ngm gtim gitiH ftydroggro

ttilRfitURm hm tiJHlsgiam ntil (Transference) StigitimimfUnHfiSm (IJnderstnading
3 0



o f  Meaning) (uwstU Hnta^m m m Jdcum jgsunfitiunsLuw gfrin HR[R^Rtnsitjntij

uistfi Hnggcu m njuisnH R sm jsm jusum im s'is i  [fou tfiH m stim jnfnn jim w ra^w n 

unsm aw nti rum iu  HRRnmtuHfiggcutsis ttfiugjtilrnpuM iJtsnm jG sum im uw H n 

jSujjm m ujuun itfi tu fi tntraanH B aw ttiroH R G feaytg  *i

dg8gft56g l6g^gssgC T 3^gw s^^6 ffls6a^se(?e55^ e d  fe s s w f ia a s g s n s f f ig

J g p © 9  (Direct Negative Feedback Towards Behaviour That the Recipient Can 

Control)
fiyismcuRGRsarnfd [UWsmttSi3t5mnc5nrictinG3s8i?iHmG9S (Some 

Shortcoming) tdWUSMJJms njnt5[f?Ulptifll31S 1 mitinmJgSUrmtiHfrjtflS [R^fltns 

RjfigMtgiinrfitinuijtsJtUHnggnjjntsgtitGHHtiJGSSMnutnRfnnwBacHltiHiggitiims i
c *  V  * *  **  U  U  I O

ggw un/i m jg tg js  stunSRHin tawHm gm jtSm nnjttJitufirm m fiCHnjm ^fm Jifitjnuj

xnStrifiitRtSls (Wake-Up a Larm) tfltfjti {RHgjf (Valid) *1 y i99 l9 jsam nS nH in  

tanJHmgfnJtSmnrottfimWtnsSsitUJdtHiattinJSQHIMS (A Power Failure) itnmuiuricu 

tm m H fi^SfnjH ntSR fisstH iatm gtji^^titum sstuigjm  (Pointless) i  .n^LcnssmnS.R 

tm sntnsfaH R fnnw nm H im im m gjM isrniiinxtinjtnatfifii^m m st^tii *1

trowntss tsiinnjtjtumjJ3sumit3HltjHis ttifugiPigst3njHtt3tuHnggnjmGTRUTfit3
O  c u  u  o  u  U  U

tnstms t^mjcymgatuu^mtHimt^ncuiRnH9?uCUHit3i§tns uS^fnw H w iam jnm ais *\ 

JGtilGS RttSamG^RttiniSfGaJltiHStytsmjgiRjS (Some o f  the Sting Out o f the 

Criticism) tuimgnimntiPSiJinjHRggcutticumcununTitsntJnfiHsStiiji tmtJis[finmunri

tm stditunujutim ? *1

6 g lg 9 g ^ 9 ^ jg f i s g w a s n g  (Delegation Skills)

HRLRU{fit3mRt§frijaiJH9tHiajwuGnismHJtiJ:Hrit3tg *1 mjnnlisTssRggMMicu 

til Hn{?iUlRagia9pmtRa?ROT8LntJ38fJt3tntUtfnn (Time) StiUttl/lsBu (Knowledge) 

jumps 1 HiTMtumimss HRTRUTRt3tt3MHiSTuwgfnnTRfiRfmcunmcutsfnjTURCUHtunG
<\j U  I  d  U  U  U  CP F v u  * r i U

(The Value o f Delegating) uBtD{nftfi3t3til tSjjiftGutjtHG? *1

3 1



: (What is Delegation)? : fTlJ yjRfUHClJTlt5

Stiim JtriRfnatm m H SW j^ntgjRm nni mfwfiHmntLincinfiwrmm (Delegation is the

Assignment o f Authority to Another Person to Carry Out Specific Activities) 1

tQ titss tm nss rni{Ufiniw§H[unGfjfc

m ngtM tiRM iiisStjriw nm R^RSfim Rtim Rtim H m tslRa^uaiglim tijgim uTiH  (it 
Allows a Subordinate to Make Decisions-That is, it is a Shift o f Decision Making 

Authority From One Organisational Level to Another, Lower One) 1

c w m ucujufnn 9 d -  to) i
V  V

555ST3^9d^b

( fnjyjRCUM9Hnmmt3itDyjMgmnn^mwHn^m{mHtriHJtn:ifis:tsint3ftriusHti5)

tRHS^j’mniLGgjnmjyURtUWSHamtiSamiGtbJHtSjQ] (Participation) *1 ISlfJtifniCnjJH 

nt3mnGtMQnrdUGSgtRMXtiRlT5niH1SrnnUt3tt5n3JM|HCUTlt3 (A Sharing o f Authority)

*1 tsintimj{yRriiM|HCinit5 HntyfnH^'igtRatRtGtwgnwutjSmtJimsaDti *1

?  (Is Delegation Abdication ?) 

mj(URniM|HtimG5stHS^mjtuiurnsHCum5tsisig 

1 CTlfijfiSSfimjCTmSSfi (Properly)” 1 tsItnnntfcuHfigtirififTiJfiGtmw

Hnnmu§fig t^mHSHiamjunnmj^JijinfiJimutUTnfmnnitgtsis gtji-i3siswgntifni
^  u  n j  '~j v  n j  o  1 t ?  «
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ft5wijSgJUMHmtrnH9fl8 (The Range o f  the Subordinate’s Discretion) m rintignfi

m m snjgdn jm j^nm itnn jttin jinJm jw nufrijm nm fn jS G  shm jniJH dtgtgjR

tnmtmsRHngtiiinttriwsfpnjggn]8W [hfttjitiJ uh tm m m sntum fi ( Trouble) ‘i

Hn& sm tnfm ti (Trap) Hmhfjtifnjwsfitti t3HjttijwfiagdfnntsfnjtiijumsHtUTiG 

(The Appearance o f Abdicating) Hn[g^tRmfiUSmtHimCTSHUjmHlS^mj[U?iPj

wgHtunc i  matjiHnM raiuiRminmss S t^ssim nutu(um sm ntthm H n{pujR t3g sh 

ttfcuusyisugcufiriG Stps *i fnn8s8ifisfm t^^m w H fit[fT iH §?igjufd8sym nH m  

^GGtmsntyfagviJUfijHntLmugfigjufdsstsism^jHnLhULR^gititss tfitfmnjitinmGH*) 

gitiHw tdim sstfitrifu i
CM

fimGt^mjnmHStdtUHfiJfiGUtcicTifnjfiGtnscutjih juifadih uHiSRuiwfiGtjiti ‘i
C * M  V  H  VJI I

mjt^imfa^tfitnwtfnrishitiunnjJUMHntTiGstriSuPiLH *1 digs HnysmGtGH^gitiHfd 

ttfitugstim glm  *1 HfiTRfmitntnGtjfswTsintimjTURniSgHainG ufruggcugeaffij’ 

IjjwstuHRG^^jTnsLUwgfnnntifnjainuwHfi *1 nrm mm /uss miRfriRSRfljnSnithuns 

GtuiGMSisnn
1

?9-HfiTRftrijnt3gm3ial3Hisnui£i3 tuimggcumfinmwymGSStdcmuTnmtfttiiHfi
c *  U y  I I  U  I u  u  U  U  r >

n m n g fig  *1 Rtnwc^mmnt^tdRutiJtsfTinuRCUwgHCiiTiGtsstdJ *1 nuiwgititsistjinifi

nitu htjlugntfJlGSfdnumn^SW LfiSty (Good Learning Experiences) WnUHm[?TlH 

§figmfiiHnyufismmnJJUfi5flHS8MUlfdttiimS1s (Not Excessive) 1

§ b -[R ftnm § jtn st^  m nnuw fitnM gtt (The Cost o f Mistakes) gititssSsttBw n 

m nrism m jSM tfi (Value o f Learning) tmCURHn{RfmSR§jHlSfriJ{RRnSfiJtgiai3mSt3 

§jtjisyiu[pns (To Put Adequate Control in Place) 1 mjyUfiriwgHlUTGttfimHSHlS 

m qRRnsRjdnj (Feedback) tnsgtumjgsurmm3ujHSCTnfi9jHPinis2l3nRuifd§GSGng 

(Serious Problems) tSIsmjyjGtllwgHamG tUUiSS mftfnJfUSUtiHlimG (Abdication) *1

(Contigency Factors in Delegation)

tRHRmUTRhUIRTRfTURflJWgHtUhGUtUri? tfinmmRfjfingnHCUnG^nslTUHCUlS
e »  U  U  <* U u  U  e »  i r u n  u  U u  O  i t J  U  u  c i

(Centralised) H/iffittiJfnjfiGifiHmGSSmiU? TUWStUndttTlstg tfiyiSfifnmfinSHSStdCU
'  '  c .  IA U  U  V  VJI L i  I U C *  o  c » « ^ a i
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TRftrantunHfinCTJtimMnunftnRnmmsMGHtuTitsttJtuTfi^tinms? Rm crm nsgitignm
L r u  cP  l_OJ O  c »  v J

gitstfmHtsss^tinjgjHisrnncuisiHtiJGSS *1 

sl553555 &5ffi5'355£ (Size o f  The Organization)

tnfuomhriuspnstfiG GSSts?MGnwnt5QRititu[Rft§tsis n m s m s t m p s ^ n  ttTicu 

tt^R^HniRU{Rt3i^a3M JUfa^usGistmnwiftiniunj[RU{fnsM nmR m jggnjnRm sS 

t{Sstsisnnt?im st?intitdRtcum n5tfaGSwnG2m t^tiJHni?iU[pt3^nt[fnufijnuM ius^a5 

fflStRG 1 m{MtUtUlRtSS Hn{fiUIRlltaifJti^tJSG5Rti??i3R3RamJtyRCUWgHOTGtStlJ 

mStfifRStgji39 (To Increase Delegation) 1

55 ?^5$i565S55§ (Importance o f The Duty or Decision) 

fslfncmucufrijms rnfaGRemisGRRisiRHiswiiMSis ( mcustitirousmcumms
w  x »  O  O

HsiR?iJUMPirius)njgfnntsfTiJTURni5sHftniGnfns?RHisBGtJ3i i  am w ffm ru tnssim n
cP L i cP  L i

^aHit3stigjfggnjMgHnmG§jonjicnnitDiRHtR © ooootinni m im jp s ja ju tn sR u ss ti 

HSjyOTS^usHiG^SHCimtsGmrimmHcujJims ttisrH fatfoootinrij sti Qoooooticuu *i 

d T ) & & 5 (Task Complexity)

RitunmfiiiRGRisiRHistuRM:wTRfmrTi mjtutnnRmstRHisuGSttJjMriUHfiTfiu
o  c »  U  - *  n j  U  c *  L i

TRatiissMnafnjTUHnjnBHismcmgftjS'jQTtnsTRUTtns tSmuhMGREmjGTURmtfim
L i  n  c *  O  v  i»  ^  J  u  U  vJ  o  L i

m fig /n n  *1 fniRGMTRftJiniBJflHltIJH1santgWfnStR81t3(Greater Expertise) ItfitmttGR 

MtJGGmatugingatJnjfnjRGWTRPiJinitas TRfTURCii^mRtuttituHiSGtansSutritnGttifimGri
o  i »  - *  u  - *  i~ru  l_ i i  r\  c *  i »

I9fi5 (The Necessary Technical Knowledge) 1 

g>55̂ 5555555̂ 5̂ 5^5555 (Organizational Culture)

{UWStUHR[RU[RtiHlStks} (Confidence) Si3mJ9RGR (Trust) tCUHRt[fnH§fig

^nfutsisfujG§st3mLg§junsmj|TRnjMgH[imGrnsiRt^s 11 u?s{ySsmHRiRU{Rt3tjis

SMnmsfilS^TWMHRRiniUMHRTRUTRtlljlRnRIHtgtSlS fnJTURfUW9H[UTlGSi3riHlGtRR 

W SI^tittfttljrdgGmgjtlJ (Begrudgingly) 1 RtifTlfU:tgfijTUmSSfUgrnmSR1J[URCufi|H 

tUTGHISmStflRmgi'p (As Little Autorithy as Possible Will Be Delegated) 1 

Sp5)2T)^955^gfil3jg)55§S2S (Qualities o f Subordinates)
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nmmrinstjtilfprimutiR (A Final Contingency Consideration) RfJlUlfnnJUfdHfi

t[fnH9fi9*i mj{UfinjwgHajriGmHgiJ§jHntirnH9jfis[Rftris6sini in sw u n m n  stim j 

SjmgRGRtSujgscumnwgHturiG i {uwsssrcui

fnngibtsnuim intutsisHRiRuiRagiPitw  s^tiism ncjnntim ntiiH iunm gigjH m LfTiH

9 fig (Be Reluctant to Relinquish Authority) *1

(Developing Effective Delegating Skills)

w nufncium ass tnsutSn9THisfnn8fa?rufUiHfiTURnifi9H[uni5§msTUMgfnn
—  u  u  n  I C O . L ,  <3 L , o

(Effective Delegator) St3Hn|yRtt3WgHtUTlQtdtumS[UWgfrin (The Effective 

Delegator) 1 Hn{URnjwgHamG§HlS[UWgmn tRtiXRuSfimJtIinanitJlR§Jt5 (Clarify 

the Assignm ent)unjm 9j HRXimH9fig3tiQJlMrimmafimaW9fJtimJMtrc (Range of 

Discretion) HsnTi?i9jHis mreraiHriHnt{jTiH9fig tidinRHis9jHRtitgSticirimi{u«ni 

M9HfimmSlS tJimUt5fiSfmJ[g?iriSRJSJmJdfUmJgsUnTia (Establish Feedback 

Controls) *1

6fQ^3g^feftS3|5nftSS$T3&5 (Clarify the Assignment)

GnntsGiutSHRMiujnsi t P j R ^ t i r f ”ttjimtRLUfifuwgtgi§]u8 ff ln r?  HR[RfRnmi 

SjuSnjtfi iRSjamgimtJwuiSM HRfnnrautiRntimimnnifnific (Who Best Capable of 

Doing the Task) n1im um m n9jn5nitji tRURnnm stnstnnnfnn (Time) stim jthnjgfi 

5 r (Motivation) uSHjm ntjfnjfiG tsistdjm g *i

ng jftss tt5^ws?itjnHfijntjiSHnt]?nH9figtdtuHiss3s: stitnsw H fifnn (A 

Willing and Able Subordinates) tI/imt^UsSHn[gfgg^8W^Jnt3fTlJgtUnniFlSgjlW 

cinwncugtitutdfUHmritign sRRtinRtnnnJnjiRfcmrintigR ncugtinjmrtTmms (Perform- 

ance Expectation) *1 tffimnjatRHlsmJtSItnCtdtUUSHlGttjjMfltitnS (An overiding 

Need) tdmGnnR§JtmjnmHlGnjPHtI5t^PiCirifi (Specific Methods) HR JR* {UR Slit Him

tficugtHu tm uns *i u is tw cn tsi R onfinG T nH tT nttiw nStdtu ififtSstin jg tjtu tdfU jritign  

u !s HsmRSjHntLmHShgMtratJitiJSSvitirimGjitntiJfitifnimnnifriJtiinsisttfiiijtgiR

3 S



tsiiw tm wtt^tinm H scm R9jattiri2nH isxwlfnm {5ipwm flagm juw3sfi n u ju w u c

tpnnjtt^itsns H nnnm nm Ssm jgnm B m fitiH nsti sttinBn m Ssm jgifig in i Ism n B n
O  I o  I <=« o  =»  o  ' o

Sv3n{SntnSSffriJggcU3fiJ{RfGtmsC15gi3CUfTlJtnJ (Enhance Accountability for the 

Results) 1

(Specify the Subordinate’s Range of Discretion)

fdRUfnnSHtij^SmJ[UfifUw|Hamtitri^fiH1SmUHntjlHmgUfdg (Constraints)

*i HnttjjHtunGtSul^itrinGampirnj tnswgHom m sism Hsm sitisfinpm m stglm  (not
C* o  u J  J J  I o  C3 I v J  V

Unlimited Authority) 1 HttJfUHmtinmtIJtmsRMgHIlmGfitifTlIinRfrinCUUmriHtIJGSS 

tutUWRRvijnuSfinamHtlJ (Authority to Act on Certain Issues Within Certain 

Parameters) *i HntfiWG^^uqrifi§jGjifan[nu3npm^tsistri^H t2uj§jHm{my§fig2ti 

RttsmtsjiwnnMHnmmsMgHnmGttiwmGMMtitns *i «g1tntu?titummsM8Hnmmas{5f 

tnsjtjiugjStitt^mt^iPiStiJxtrimtsisgitiHn sag m aliim H  3figstiyis6sfitfGm Hnjnttis 

tsfBsriamGiuwHmfmHSfistsis itfimfiH'itjStitns tBmnuc^tdciJtPiHiGfiJtJGnistt^m 

SstjIt^GmsmJtljCUyiHtSmgjR (Without Further Approval) *1

(Allow the Subordinate to Participate)

152tm §Sjutjm 2m w utjtji iRW§Hnnitjucinittitutjinit5tG§TwtJGGisiTijnGHtiitsis
U  i  «J  C* i o n  ^  J  u  u

r TRjHsmriR§iHnnmH§figtt3njst3Tfifggcu3edTfifGtmsfnjnGtsis tnstjtmymamnG 

tWGRWiJGGfisimcu *i m am turiS tftejtji  fnjGtuiHnHiGut3im§]t\5mnMmsntuHmGSS 

tjJnjmtsttngt^ucmtsJniuninnjHRnaniuttintiatiitugB (Self-Interest) m w H nqfnu^fig  

tfiHgitifnntutHja (Biases) fjtJmjfimmcunfaHRfnntiinigajuriiHniuTiH^figiais i 

HntfmHgfigssHisGtuinjBfitiicussntimjnTSnwgHCUTiGJuwgstmwnH tScuyfiffnjtjitn
C« U  cvj U n  w  C« U  c» cu cr  U u

CTGSatffiwnm^CUSSmG^UL^^8 (what They are Capable o f  Handling) *1 

mjHScmrigTHSfijuumssGcuJHUGSifiwtnRnapnnGtMGnwtJGHfitji tfifTumsHttinjHSWi
i r r » ^ J | v J  V u  U  U «  n  u  » v J

ts§TRfggp5tufiu iRMSHiuntsUiunttStuHafanas TRfHisiumwtJGfnjnGtutUTiiFinjtjriuj
u  -v» c* i r v n  i v J  U u  cJ  u  U»

isis mgt^mmsGU^n^cuiuwgfnnis2uuijm5[UfinjwgHCunG (Undermine the 

Effectiveness o f  the Delegation Process) 1



(Inform Others that Delegation has Occurred)

mJLUfiniwgHnjnmss (in a

Vacuum) t s in g jo n  5stHS(RHtfiHn[piU[Pii3 stiHmtmHfjfigtftwTmg fan j[nffa2a 

nmj[URWw|HnniGS^mmsHCiiTiGttifULUfinjtmmmi^nms m sttfugitiHRgitigjim iuri 

m^mtunjmgstiggmtsCUUsmnjnmnuRfuwgHtifTig tgsnGiniGTfifggnjtns nSmstdJHri
u  U  c p u

fniLURtuwgHtunGtssdattij *1 Hfigimm sjHUisgitiHm sInti s a s i t t t r r tw iu s i  ntww 

HntfjtTlGTfi5,tPiUmSfiriJnHTriftnStdJ <fmfiT3StimfitS«gHnjnti Task and Amount o f
c *  U v  E / u  u  c 3

Authority ) stiHfituCuggcumntinsis 1 m :sn8isnnisgfunfiu 'is gjHfitftgmtssfcutiSj 

Histt/imnmgm fiusm sf§frifi5tytSfu5sm G§jHfit]Tn«§figtsi2 m sm nnim jfiG U jj[u 

ficmmtmms ttJituirts{Uwgmcitnstgjm 1

(Establish Feedback Controls)

tthm ntnsm SRtm m H ism srnJiRnnsRjtScufnjssunTititm s Stfim jm S?i3jyis 

s fu rn is is i (To invite Problems) *1 tfisctfifncu tRt\ScTsfcugfinntrftuthHntimH§figtsis 

tlu^fijS fagfdtt^sfw gH tim gnam iw nG ^njtnsL U R rtw gtgitH itugs *i fn im S tuusrn j 

[Rfinsfij t2HjOTt5wmj(ULnRmwHmuriH§figtsis fisbiutSsfnn[nindpi^i ttitutsi 

umisimsi3T?iftjisjnu3nitjius anm  fnjnct^ss^Tfi^wtjgtrisgistnpjRtuiPiTnugiautnni
if\  U u  x j  1 l >  U

SfBtUlGn5HmtiJl39tt3tUtnStGl3nl3fTlJRGtms (On Time and to The Desired 

Specifications) *1

tfitmcumj[uitR{R^tihRnmj[RRriSfijtmstsitnpjtSHmjtrifirnl3fnjngna6tJTisSyti (At 

the Time o f  the Initial Assignment) 1 pHt{njt3ntnWtfClTltjinClJimt3CU (fifum u mJHG 

(Time for Completion o f the Task) tdfUHRtIjTlH§fig[fifnmfriJlirin^tuingiU8 

nGtuiGtytsmj^ntiwutncTtnsstiucTnwsissisitdfutnstfUGtgjy i  m j^R fiSR jgiagjiti) 

m tsutnnim sH  t^ m m jn sn j^ itu ts Isam sa tjitg jtig iR  (Perodic Spot Checks) 

tSHjmm^jtnSt^msmjhnriRttUtmnjfnJCUittUlSI tSWgHtimti (Authority Guidelines) 

UlsmJHS^RSmutmWSttlTltlimJUWWIUS (Organization Policies) H ism ntn jnn is 

|RU[R?Gtmssn^S (Proper Procedures) sttucjn m encum jniiStgtgjm drom fins *1



muCU5Hturanit5in5t{CStJlWSUlfilS1S (Too Much of a Good Thing) 

thom m i (Can Be Dysfonctional) 1 [UWStUmj^RnSfiJfSl? RtHtitflMtinn (Too 

Constraining) H m im H Sfig ititjin tjas^m w nam iR fiiiam nt^tJim fifssD a ttfitumR 

t{GStsltifnnfiin]gnGRnamiuJfinjM|H(UTiGtss n saciR uattii t  tu n s^ n n sp y tsa  

[natnsnj HScmmmmHm(mH3fis LuinnntnhjfiaRGmc y ts iu n s ts s sa tc tm tu H n ^ a

tilSfriH1) tSltnEUtuCUHISUtTriG?) (When Big Mistakes are Imminent) 1

(Discipline Skills)

(Fashionable in Management) ISIntiHtijglS 

LfiULfifcSfcmitittintjittpsgi Hnmigtu ittis yfsHSiwmgjtintJfnnjitjfi  HOfnitfingtinny 

(Punishm ent)y^inlsrn  (Discipline) tgjm  i  m H { s^ sn m n s jsw tf i tm nm jm tti 

frutTingn-nnymgcyuUGlfi ymRUatUfTjtiriUgtStUnWHyiJU (An Undesirable Behavior)

m sm ju ingcm nm ss HStHSftigtntnsmHmsJitutntnG sJm itiiw unglm sffitm ugttinnfi
I o  I  o  V  w o

G^UlSiS-mgjm (To Desirable Behaviours) 1 RSRHlgHlS?t3njyiStSiRt3SmJUMmrij 

fBJulfigMfiHStifnJtflfiJstI5tSS (The Negative Connotation of Punishment and 

Discipline) RHStHStftycmtnfiyiUyTlS (Sufficient Reason) tSyjgimtn&unSmnifjt} 

mi(RULR^tinjM^?m{urfitiTiugiuMSttinBriimstg *i titstanjm m tpstsH R iR tiptitns 

ujaw ym m s fnjqyLtnwlsm  tntu8sHistunmi:tntnGt2tytnRmjtjiHUJSttiri2n tutuuns 

ucm i
i / i

tfimgltftsmtfincirm  m w n m ra tia tm tD t^ ra ip p M m fy la ra  ? m njJatm ss 

wttFltgltt^OTsmjmmttiwHfiTPiUTPiatTUTtnfiiwnufnjHsfRSfnuwbitJij stiugurm  iuw
c <  L»  U  U  U  J O  O  O

ftTIUS (It Refers to Actions Taken By a Manager to Enforce the Organization’s 

Standards and Regulations) 1

ffffiin9ti-m = yjtfigtsucrnm tilsm  stiqgim ianntiLm figsHtus 

j’yUHS " (Attendance) HfRHlS (Absenteeism) fnntSfitih? (Lateness) ffUntlTl^GJlU 

ClBUWytnmncucmglR (Abuse of Sick Leave) 1 

gf o s s r e a g e s n a ggen g jfn K n }  (On the Job Behavior)



SanntD IRpU lpti (Insubordination) mJ3n81Sntimn{3gUfiJtUlfd5,Rfnn (Failure 

to Use Safety Advice) [wlbtfiTl S b m n fU ^ ttlljS ^ m Jtn rifi (Or Drug Abuse) *1 

(Dishonesty)

ttJG (Theft) fififlUlfigimw (Lying the Superiors) tnbmmnfiHIS UtlRfiJlJ 

nbmnjfdtGfDJ (Falsifying Information on Employment Application) 1

WfiHfnnS'UKtfTi (Qutside Activities)^ t§mJ§J^USHmtgjRtuCU[Unf1[Uttibtfl 

HtIJhJIUStutUigSRnatGfTlJ (W orking for a Competing Organization) ugqjfig 

(Criminal Activities) ftJRUfnDRufiHgfijGJlU (Unauthorised Strike Activities) 1 

j 5 ^ Ig fiM g ?£ aag fij3 6 g teg 5 fi (The “Hot Stove” Rute)

I9MtSfTlJ^n9lUJf1HtfrlRnri R tftm m stm rom itlfiujuriu  (A Frequently Cited of 

Principles) la m a tm B m tfim p N g fn n  *i tcunsts^gStss

tGCTHnnfnn^GmfnjussaGg'istni sbm jggculstij i  t^tihJgitifinssntm G iugG m m s 

fnnrfGmmfdf'iuisstiJtfb^tiJUStgitgjR *i tsitnmtdtuHfiussbG[bistniHnsbiggnjmj 

tfjUjfitTfilff” (An Immediate Response) *1 mnCUimtltUHRggtUtnS RGlStfifUgjbfny? 

HtUJtnG (Instantaneous) feroRSmUMHnmsmnwtfjtnHtgjOJ HngSin9StiJfU3HWtUlR 

Sb cugtjtu (The Relation Between Cause and Effect) 1 HfiHlBH13mj(nH13tthbGtGb 

(Ample Warning) *1 Hn2b5mtjCi5Sbtnfi[ywsm gnustj[b'istfrhm s i iriSwntastgltgjfi 

tmsRtjinjgtinjtticuggcutristsisRtfiunTiu^G^m (Consistent) i  taiiRutntugibHMttitu

HnusGTtnstPTi HRSbggn5tugdcut3G9fntntuRmnfi *i tsimmujutifitais Rtugtituggtutns
• <  U S  r - | t *  u  c u e .  1 L> I e >  u

m sm :ty ijm u tjium un tu tg jm  *i ysttiHR^isjturitgjtiJ^jtRHnusGibistniHnsbjcirin i

fnnj3GfntjiHtusbfnjtJifi5sm TfiftnatHtumjnritfimMb magnriSbnTSfiRafinfrmn
v  e »  u  U u  \ »  O  1 n  u  U  O

tWGtuiggib^ ttfiunuifiGturcgibtas iTitmn5mjnlifdnjtihbw3istsBmni5UhjHfiPibm5
I I I  C* X J  c *  c*

ulfilstU (Discipline Skills) 1 

ft5SiftSTS5$jp£  (Immediacy)

pignfuts?tnspnj3ib5smsb{RfgmGs tsitntutwCUGtsistntujfibugtww (infraction) 

sbgannH (Penalties) m atm fb  *i m w axnm jtfin lsm tG nism stR tajjsm u^usiun  nuiw
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(the Offense) ttJw tnaipifiR inw w x^stiH iam niw naiptjim atR giatficuiri sttinSn 

stid jiim u Jsm tg isan u iw  (The Offense)

ISlst9]tU (As the Imposer o f the Disciplines) *1 H"l{WtintflRtSS t T l f T l J f  

tBufitnJijm jthnlsm  (The Disciplinary Process) m H w m untjism m tS ni m ihrom  (a 

violation) i t^m jnfim jm ?9jH ism jt^n1sm t^usisnH SRn5t9jt3ttJim H cutirim sfnnjw  

nS^mn[WUSf3sH?G[faUGJlUtgjm (The Immediacy Requirement Should Not Result 

in Undue Haste) *1 mjtfingtUjnmthm tIJfiGH (Fair) StiHlSWniin:MRJlSHR(Objective 

Treatment) 2s[n^CTSUtitGin5tdimfmnRmntTiniGtSftTlSPnJCUitgjtII (For Expediency) 1 

STMfflSng a f ig 'a g a  (Advance warning)

nhitis:tjiHRTRUTFit5 HmfifHism finnGRtim nGm sftwGm ntfisgntjiHs ustncu
<ra c* Li  Li  <* LiU U  c*  ~\J V O  Li  I I 1

Imsmjgl^lstUthdffTlJQiTlUtlJ (To Give Advance Warning Before Initiating Formal 

Disciplinary Action) 1 tSSH1SSmtj1SttinBfi[RtofUuanugunTl (Rules) JUW&JIUS tt/itU 

inHggtUmRWR^imtinUtiJUMftJlUS (standards o f  behavior) l2tnsm J8U2sm nyti[fifUR 

IfuitMtai mpGUGisttFitusttinSfi tsitnm tdcusttinSntsistnsggcumJLnmstihtiGjifdtijifij 

(Clearing w arn ing )^  m m nnfinjnH m stim fljtfism jtftfftam  tB s tu

IS1SRH?

$3 £"3 $5 £15̂  55 (Cosistency)

fnjGiR?tnsfnntJitutijfiGU (Fair Treatment) tg ltw atim B fim fS jw altnam i

8ialstl5tt^ltutjiunriu *1 (UMatUHRHafRUgumiBtmsfrintnnR (Rules Violations)

tthtun mSffindGRltgtms (In a Consistent manner) UgurnitSlSSatstURSCItU WCUGU

StitTIfiGS tTTWSttmBfiSmffimgltiSj’umTGigSnfdUfifnn (Competence) JUWHm gs

tinjfTlJtnj (Productivities) St3(RftstIJGSt^tUfiriJHWfRfnn (Insecurities) StimJ[nttt

Gljy (Anxiety) JUWSmilSfi *1 jhtinSmUWHRfiGaStittii n[fltdSmGHSCTTfi§jtnS

Sltittinffionutitas (The Limits o f Permissible Behaviors) \

WfiHmnWWHnwnutmromjnmnflai (To Your Actions for Guidance) 1 fitilftJtmasttil

fnnt^ucuititssnSatHSi^tuiRuniRcuSjtROTRmiGtmsiRumgiRHMgti^mtaisigjmmifns

AO



mtfwtGlSUnnutS^GHS 2tiHSnGtmsmnj:tSfd:i3H1[nfi (Mitigating Circumstances) *1 

m sfid im jt^n9jH nsgtu3w ^Jnt3m m qpn§jw sG jiw tinw H f^trisrn j8 ia1saj ttitum c 

tHnngluSmtfJUSuGSm GtmsSttinSn (To Clearly Justify Disciplinary Actions That 

Might Appear Inconsistent to Employees) *1 

s1g?$$S5gftS (Impersonal Nature)

jnjiahtininngjmJtJirilsQJtSsmsgifigtitgisaURfU (to Keep the Discipline Impersonal) 

*1 gonnn (Penalties) jjftiJIJmu^HtlJStammfUimUUtUriHm (A Given Violation) 

tmcuS HS[RfdjlJmUt^ymsaURCUntURmi:JUWHnhciJlf1tgjaJ(Not With the Personality 

o f  the Violator) i tsstnstw G ntftm jtfjnlstij R iG t^^tnm w tultffim ufusttiriSntjistG  

m innnm njugun ri SH Stysw trJitSuGtutJisttiriSntsistgjm  (Not the individual) t 

HR[nf^m giM iSfnihtirifiugunTi RHStHStfimifiyfifmgjm *i

mtitUSUITlSfl dGHmtifUGlStptmnRHStnCUHJSnUlWGll (You Should Attempt to 

Treat the Employee Just as You Did Before the Infraction) "1

(Developing Effective Discipline Skills)

fini:earnstsmitfiiftamttfitmuM Sfnn mQMttiutnsttJimsfjunutjgitiriJJtsmgl:
U  c» e  v

tilfifebSfU&ffl (Confront the Aemployee in A 

calm, Objective and Serious Manner) Hn(RU^H1GWJfU^9fnitui31t3gmngsaygCU 

fn u tu u  ttflltiJmjgtiBJJMinj (By a Loose, Information and Relaxed

Manner) 'I RSfiRttMlSmiOmuUtSS RtStfntUSmnSn Hisffljwgwitu (to Put the 

Employee At Ease) i  M nufTiJHSfnanatnnjtJiliJstijSatHSijiM iafTiitintumsisigm 1 

ttijMfltimJUOTnjnuiti (Avoid Anger) UHtSIMtmfimStgigjfi (Other Emotional 

Response) tt/imujunumUBUrtJUWHIinttWfnnMIRtMjHSm^HI (In a Calm, Serious 

Tone) *i msSsTfifnnunHUSjmjmsRfcttfimmiutiwmfiTmutiumjtiitjfirussritS'mgTW  

(By Cracking Jokes Or Making Small Talk) *1 mnGWnHfnngtGISHIGtGtHltUaiSfTlJ



tu ropg jn sm nB n  (Conflicting

Signals) "1

6ftSSi$Sgffl<^St3 (State the Problem Specifically)

isitncuttJcuHRHamtjtijfitiiHtusttinBfiTnfRfaucmfi^i HfiHia&fifmjRfimufiwmti)
a  c-\ U L-O V <-> <=* Li o

(Documentation) UliuJStITtIj§jG9nUCTT (Be Specific on the Problem) *1 Ugininmtb 

untsgtHititnciJ gm sti uficmutumfins (individuals involved) stimro:tgw:fticijH'i{fiR

(Any Mitigating Circumstances Surrounding the 

Violation) i ^fnn/iRtHimtnsLtnn£3{uijififnjnnjimms t^immnjtnQSQ'p ttijwfitim jim s 

tfin jununuguqriu fd jyuu is gitnm aiajauiSn t  tssustus^m jnnjifitffiuguqTigicu (The 

Breaking the Rules Perse) tanjRtitmsHRGfiutiltJciRtiniutftnistg *1 ISSfitfltiCUUs 

m tutarruhfinfi ugurm^tUHis^gitnjfugtinjfTiJtJinuMHtifTin (Work Unit’s 

Performance) i  [RfnsjEunyfmuiRH iE3njaxtmBmaisHaHit5USfTjtinuijgtgis mgitgjsi 

ttftfflUttlCTltjl tRflUsmnjtUUnjntiWCUgtjtUfTlJtTinUMaitiriBfl (The Employee’s Job 

Performance) {yMSfTinJUMHgflin (The Unit’s Effectiveness ) StJMtmwlfftitgtgjfi 

(The Employee’s Colleages) *1

(Keep the Discussion Impersonal)

gGtawxtStitnatSfix^attjimtsInafTijnmrjpMn fimroRttmigromigsunna Rtfimj 

sgisfR ^R tgitw m tiriutJjU M ygcu Rm HauRffinnjniuirygnj^iniga^uj (individual 

Personality) *i aaiouari gjM atuaitinSRaiRHmGfnjtSnmiftjpaatj trygfRfducrnntji 

tRtTm nutjtuutasfim SauaRm itiu (The Work Load) juraHntjtgtuutim untsi 

iRfnStHitu wcuGUJuwHtifnntnfitjstuunjn i  tfiHaTfifgtfifaattmSmmsttfimHrotmfitji 

tfiRlSfnJfifiFii ugism igsnJ3W {gftam g (Do Not Criticise the Person for Being 

Thoughtless or Irresponsible) *1

$ 8 g g p s |ja 6 f f in 6 f in g'\a5ne)pgg«3K5ft56B

(Allow the Employee to Axplain His or Her Position)



tmsutTiHnuisjmujmmjrm y mmsut^Hnjntt5mnwmi3GjiwarifijRt3frijm[s mi 

ttngyjmsjufaHnmtJitu SRywuGjiumftHimHntiw^mfatmmstariBRnsjtunwiamn 

iuwir i tumygwjsiiuwstanBn tmnrotaisHiaHtnatRRtgjfc? HnmjiRHtnatfuRRtng 

tHtiisis? tRSttmBntuwranitmticiiTiGtmsugurrri sr^g stimcungfdigfatsis?
J  N> W

LUWSmmsmnSfammtllUTI^Sia (significant discrepancies) ifujmnmiSmrnmcirm 

juwhr atimiuniwitiiJUMatinSfi HRiutuinjt^gjfmngrrinMUHtaRutaHtsjR (to do 

more investigating) *1

(Maintain Control of the Discussion)

talRt3fnJdiMm93iRgai3ifit3URn5 mmTGSHRGtifijnitmmyismjtjttimtfimtttle* <u O  I PI Li  e» I -v>

(Open Dialogue) *1 HRGtiUm]Umi[RR[m Il/imUtSRtHItUinaUJtlJIRlMiaRIJtjlljR 

tffitCTRitfl.tinWJ Stintifdymn (A Climate of Open Communicatin Between Equals)1!

StnlijmriuwasnmtstMniLUtnaigRtiRiJtJiRJatii *i iriuirh? mynsHnnnnmRtiuis

ssimiS3Rtijn§mfi5[uriyti5 tSyj^mmtyHfifyfifitiwmngugcut mimnlnjyti *1 tssyis

smtjiLUMsmHRHSLRutiniiutcBimg imnns^yRucJiuiuttuHnlni *i

mystyysm miJftrftamtroattiriBfig'iR RtjilmsmndcintiRicywgHnmy (An Outhority-

Based Act) *t HmnfiHmGtmmyismiHSfRSWtitfii stiugunriiuwfirius tfttss

HnigrtRjRUufuiu *i wnslauinSR HnfiiJinuMtRQtcTistQahftatutRR^ti *i MstwtijR

minR maSaiRfmnjntiJtHitsjaitiTiBRtaisfnRMSmMHR umfciHRrernmmnntfltgjtiJ *1

ggcutjisfni[fiytynjti tjitRniyw[gftnsutmjfatgiHmRRyhagytyy ?(Obtain Agreement

On How Mistakes Can Be Prevented In the Future) *1 miulR?StII{nJiyuCTItUSf

tmfUfniaiungsi Stigwtul tSyjtnmfunri (Guidance and Direction for Correcting the

Problem) *i H snrim m m shtm B m tjtim tism nglH m fim dnnm nftG iSm m m m H im yis

mritnnmumastRRyiatgjtitgjR i GtmsmmnriR§gSGj gjftHiujatunBmmsMnMJ

patdsmitflBimS^ tByjtmyuunTimblrfjtiriugtms (A Step-By-Step Plan to Change

the Problem Behavior) 1 UmuyfitfmmOjlmR ttfltyyiStiuyjB (Follow-Up Meetings)

tSyjusminsRjtcymmpiyns (Progress) ttJcumofmjmnjtna 'i
^3



ntniamnmcuTgftKiuWHiynnutjfi

(Select Disciplinary Action Progressively, Considering Mitigating Circumstances) 

]^ft|2wnwganRmHiti5fdH[fi5msist3U9tcyfd i  g tinnu[R ft? im stu^u tnstg jtitssS

tSynmiynyiSTtimyiFi (A Verbal Warning) tu im um uunt§m jt5 iR m im ynj^u  m jw 

UtSlfdtjinnmCUnn/iHnjJ (Written Reprimand) mitainfnJttlJ (Suspension) RlJUStUiflS: 

(a Demotion) ymfiijnfi (Pay Cut) xuimGmymmutieinbiRjnji^cuGSGmdri Sm m uuini 

tGnjnmjtfi? (Dismissal) i ganRH^W HmipM nM uiRHmiuipM im: {RftmHcuuSnitjifr 

IcttfratyfiG y (Fair) stitfiunyu (Consistent) *i tssSyisstyt^tFimjggtufirinjpncurtgfa: 

ttimmjTmutiti *i ggimitin tfiunrumsGSGi (Severe) yam  ? itm am fiiun (Extent) 

tdm sttiyB yggm frij[nyistjiysH nugtm w tss ? m nSm tglstiw sjgnm ssm G titiy jfim  

HnOTmttiyiSmJntnjamtmfflCU:tgfLi:tdajJnLfinydri (To Assure That Mitigating 

Circumstances are Considered) 1

€ ^ g j 6 g « ^ $ S ^ 9 d ^ g i5  (Conflict Management Skills)

t^ tQ tiym tdm nyism Jw hjm tsis w ynfnm sm jyiuy ik igsiw  BtjiBsini§wpis

utimtiWHfiTfiumtiTfiitfiyis i  mjMRnisitcusimnTufiuRisifisM stifrmRamcu tdmuis
I  c* Li  L# U u  O  u  n  c* n  ca n

fGSQJtitultU "wyiRyHRyRUyRtiHTyinfnh (American Management Association)

tnsjps t\SniHnyRuyit3GyfnijamtiJtncuijiyGjU[yyitui too% ntimimfimitfrHmstigmw *i

arij: w snstspn jy iuy iagsifd tss [RftflsmygtfrmmjmfcmgltdjyuGisugHSs (What 

Topics)tuWHRLRULRvltyfU1jlfiJmSUdfintimjnjUGnylGHR^SHn[RULRt3? (Manage - 

ment Development Programms) mjyRUyRtigmW[RfGlStRG1f5R^tU^m^CUyiSfinJ:

fdsiatiiamnGtfdGnfdUGGfimjufiSiuBsitTinamnStijGvim i miemgtfimsytgfmgl 

tm m sH syityuahm ti RHRLfiiify^JyiRtaswnjitcuLRyHRyiuyiti u iim tn sn sfijty m y s 

Bsim StinmUfiffiflCUfiClii: (Personality Factors) GSSlDtf tBHTfinJimmtIJn5rn ti'lRPTIHgS 

tdmgiRg^ tfaytflRB m tsm jym ym  (Related to Managerial Success) ( nmurlunffi 

m rbga m jm m tiLG im sstim jm ytiifis:) i  RtJGUimylGismja/i (Mesures) gitilQtftsis



RyistRywRR *i gufnntsis

"WHRfnnnaGOmfimJtjIUtlJSSIfij " (The Ability to Handle Conflict).

?  (W hat is Conflict?)

tsitncuttlcuttSm Lumnjgsiw ?5tii5t3witrtin5mt3wtni5wraniisi t^imngwmtLlnj

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

Form o f Interference or Oppositon) *1 tSIsUfnnswmsimTIs HRUysriRfimsgiRgb

tgjtU (W hether the Difference are Real Or Not is Irrelevant) *1 yjWStUHSfOJtHCU 

ttucntjl HlSfnn2W?ntnCl5tmsfinSfnmsgS1MmRritnStrfJ (If  People Perceive That
M  I ^

Defference Exist, Then a Conflict State Exist) *1

xrofama:mHamHamiuMttSti9mMi5iHurnwgitifnn3MjniHUj3(The Extremes)

tflcuHismRtnurifnn3fi3musgust5(Subtle)LUtRgtSfnnyjjm{tjRtflitiJLmtir)fu(indirect)

StiyRUultflUcflb (Highly Controlled Forms o f  Interferences)JtflRunj£dRyRintjlGUlJ 

(To O ven Acts) gstfl tfIRRy (Strikes) RUjRy (Riots) (Wars) *1 JURtnClJ

tj1tIGS^RSt3HRtSSHlSgfd}S:2WfTlUyjtfig (Three Differing Views) tdWUlSSttRnti

iJRSGtmsgmMtsifiiacmuamm i
o  ^

g9 -tR tnsH sm a^gsiw [R ftn tty fa^b t^m G ynjuy in itti gm w si§jeyiusys2tnju

fTlJ (A M alfunctioning Within an Organisation) *1 RSmSStffiti§JIflIJlStjl gW]3:urHUl

StUUWngsifd (The Traditional View o f  Conflict) *1

gto-gwJS:HngmngsmflbUSW jmRnSStigmw (The Human Relation View of 

Conflict)HSH1t3ltigS1fii RtjltUgtitUtflCUmSflJRlUl^GHCjlRtfltUttijfafltiUStnS IjltUStjCU 

tonirifinusn/pymtflnjustntrigwgtRmTRRgiaHwtgTtij tnagm wHiawRiantutftnnritt
\ j  »n  u  I  e »  u  v J  |  o  n  i

IgyiSRtiRlIJHlmRgiatggjMtJtjRlltnnUMRyiUS (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 m sg m w u m Q ss t^ it^ ttim tfitn G ^ S s if iw n u ^ u s  y H tifn n n b ^ u su Jy j 

u tn n im it iiJ9 jm s{ u w g fn n  *1 c u n jg w ja rg c m a s  tm ti§ jtn y is t} ig fd js :w n  gsie jju ed H n

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)

ssim jSutitnsw sritji gm wStiiin^nfm Tnm tituijiatjijim wm HnsfrignciJHlijH is
c* X) c J O  u  V c?  u>

(Negative impact) tinj&jius i m nj "gsiw" IS5ta3JTltIJtg1tilMgMMntSmRJ "uitijf 

(Violence)"fDJUgini"(Destruction) 8 tf  fnciRlSWlRtitlf (Irrationality) 1 ftfltmulRtfl 

gsiwRt^v3tuCusi§j5siw(Harmful) i HnLRULfimsIinfmmsHismjggtu

8MtRflgtmaafn9jftTUSJUPi33SjGGlRtitirigSlW(To Rid the Organisation o f Conflict) *1 

gfajSlUJUUntlPSWHtSsniSfnudtlPUtmLgMtSfnJLPiUJP1'^  (Management Literature) Rti 

R g jtiM R jfy jg ^  tt/imusuntgjRJtPRdcum nntuntijgwffijj Qg&o i

(The Hman Relations View)

fiuinutuHistslRlagM js: H ngm ngstifitiusw jtnsH sm tifr gsiwRgugtuiR

GUtjlRStlHSHItsttjjMfltiniS^A Natureal nad Inevitable Occurrence) tSlntiWlUSgiti 

h O *i ttfiw strfi^gsnw S tfm nntdtuS sm G ttitw fitim stsisssim jgw fsrH ngsiR gstijfiti 

uswjtrisRW HSfi;cj§jirisFnjggajmns?gsifd (Acceptance o f Conflict) i  ggiirm astns 

RligcSniRinMHtUlRljfUtaHRfTinmMgSlM (This Approach Rationalised the Existence 

o f  Conflict) tmtuRgmfdusHiGtuuutfifinistgjm iixifflinatnnjgsgmMltiHmtimHR 

aJH Rpm intjs (Benefit) draw-iustS ytgjfitjti i  gwjs:HngmRgsmfitiHSWjniSLRU 

^tUlUtffiRSRtlinjdtUm (Conflict Thinking) tdCUHlSntjtigfijfRj? 9&&0 JUJRttaimR 

murmjgfi5jRjj9^rto *1

(The Interactionist View)



3fiys:lfdtij (3wnmnnjUGUjswngsiwS3Wjs:JUWHfiStiJHmjHSJfiH i  tslin iu  

tticu 3fdis:H n3sinsstiifitiH Sw nm stfiS3C uujfitri«iS3m w ssim nuM H fistuum jH Sj 

nHIljHS1^jn)§]HlS3mWtt}ltIJtdmc5uClJu1StjlWlUSltiCUyiSCUntUi:Wfijairi(Harmonious) 

MUIMjH (Tranquil) WSfiin (Peaceful) StifdtflLUmJfjfni (Cooperative) tfib tfim sg

tsijm m tgid iw iustdnjT S isagnj Hsariunu s tim sfnm gu jfiu  GtmstfijGnjjnfmjfijriu

{TlJdlfijyJSv5lGLU^R (Is Prone to Become Static, Apathetic and Non-Reponsive to 

Needs for Change and Innovation) *1 mJJu7nifi§GtG^mfdSmmJStI5UmJHSJfiy 

nastiJtssh ttij,it5jni§]Hn{hU]tit3Tisi m ji3us^3Sifij§jH isthusn^m RH U jm ^U iU [pns

fanu§jH yfnnm si RttfmusmtaHiSfijHnfnmG tG sgtfijssstiti stitnaronnfl:us[yijfi (II 
Encourages Managers to Maitain an Ongoing Minimum Level of Conflict-Enough 

to Keep Units Viable, Self-Critical nad Creative) *1

s e & a r a g ^ l ^ e &asliggn}
(Functional Versus Dysfunctional Conflict)

gwjsrJUfdHnsmHfniHSjnHHsnistwntgjtidn LRugmwgitJHfjwgtRtytsistg *i

gmfd8s[g[gtiunjtmtutu1mfijfiJius (Goals) tawiuTlifismMmSjHisfiiiuijFnniJnjHis

tURlUi: Wins'! (Funtional Conflicts o f a Constructive Form) 1 tnsgSlW SStgJfinfltt

^USHSSjmna^SlMUGlfiltUttJittinjtUTlljl gmwmSjmtiflxnjijfnJ (Dysfunctional

Conflicts) sbHistunari:u§QH^ini (Destructive Forms) *1 tftm jnfiS^m anH tm tSnjm ti

trim gjtitjisfitii gmwHiGt^fRHiSRtHnmsHR^U[?ibmG[putnstgt3itR gsiwnm Hm fi 

si§jHis&miJfnj *i m st^H nwcuyitflatflcutua

IGn9mftigitinJ(UiflgiSSH1snjniin:5sGJlMnyiMtitiglHgil35stJlGninmgjf? (The Demar­

cation is Neither Clear Nor Precise) *1 tSlnbThUWfl8M3itiHWtfinmGHSUfitjl 

H ism nnonri y m w nugsiw  (Level o f  Coflict) tdCl5HlG33CUmfitIlS (Acceptable) 

ynnm gggtum fi tnstgjtn  (Unacceptable) i ip tngatim m sgsiM ttSw m SaajH iscrom  

C15 ylgHlS (A Healthy and Positive Movement) GtmstmtUtflltStdnHmJUWyiUSHlG

d ig siw sw  si§jHsStnji5fT)jfdrimdflHmigjfi ytiamnjnnatiwfixnJiimiMnutgRtSititiJ

tSlsnbtnfljym8W m(At Another Time) *1



m LM ti5tinRtssfnnStniiimm5s^tnJiimifii^unpgiii9auCumf?s5m *1 ju m n  

9Cj -(i Utiirn§J^l5ninfnJLUm5Hy8 (The Challenge) JUfdHfi[fiU[nt3 1 nmhGtimSh 

m tm m w utu isIn tiH afnn  UHgfnnGoris^w^tcijisyisnjnansfy (Healthy) m snm hritn s 

[fi$HSCTTO§Ji9lufUftriSfnn^ (To Pathological Extremes) *1 gsiW fim nny

sm wiLSstnnw gifi5siuschgufTim ^fum §ji[Swufijtgjtij 'i H fip u ^ tm n fiu tiw g s jw  

(Stimulate Conflict) ^UjggnJHlSHRLUttmtiStnCJttumfifrinSiaJijmnuwil (To Gain 

the Pull Benefit o f Its Funtional Properties) mS[h^USmmhIS9SlfijtSlsmPJtUTl^ 

mmiglt^mnSsSuifijfTU (A Disruptive Force) 'I tLhmfiTlt^UjtiUSgiSnwitiguman 

jhfdWti§mSUUdfiHm (A Sophistical Measuring Instrument) 9S1W

trniytusitm ujuinJim j yuSutn?ijm nTisfiw R ^H n[hU Lhm uaj|h^§m j1sfim [ynu

ttfiw fnm fjm j’ g ings stigm w gitusisiti ^ m m u w fig w u d f is w c ^  y g iu sitt (it 
Remains to Managers to Make Intelligent Judgments Concerning Whether Conflict 

Levels in Their Units are Optimal, Too High or Too Low) "1

JUfnn 9)d-(i9SlW sanjgtitUfnJFnnUfilfiRUS (Conllictand Organisational Performance)
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(Developing Effective Conflict Resolution Skills)

[UWStU9S1fijHmt^gmfa5stHimutnjijfnJ (Dysfunctional) tfiHn{RU{fitiH1GtGH

tnsss ? tSin^tdntSntStisanSRJtUCUtjmmnamn^SLfiJltljgmW  (Basic Conflict- 

Resolution Skills) *i t^M8isHRtfiCTt5|RJmtu3aHn?Sfm[fatjiHtudismfaHnnt3pnndi2 

lfJltU9SlM (Basic Conflict-Handling Style) ngGtftJTimtirogSIMmgititSS (The 

Conflicting Parties) ttJHjWCUtjlSn ^S m JC l/it^m S fitm tlJH lS gS lfj (To Understand 

the Situation That has Created the Conflict) StitBlQtHimHRlgRltjlunfifiMmm (To 

Be Aware o f  Your Options) *1

(W hat is Your Underlying Conflict-Handling Style)
f TtSSUtaR t SttHi3Sli3 HfdPTI HIS WHfiJTintjCUfTinSStilfiUt li ji3 9SS1 Si3

gmfdttlBWtgimHWISfnJtlfitSls (To Vary Our Conflict Response According to the

Situation) tt2a^R9m9?GfmiWHtUttiCUtt5vlGnJGR3timntJlS[{iritI!gSlW (Each o f Us

has a Preferred Style for Handing Conflict) *1 mitSnunmGfTlJfltIJRtnJttJlUJ8Si]t3

(The Self-Assessment Exercise) mcdt!JSnjHRnhmjntUlRtmmtt5cjn?GfmLfiJtjlHCU

glSJUWHnntirnndlsyilimgSIfd (Basic Conflict-Handing Style) *1 HfiHIGyjSGWIfW

tdCUHRGtUGRtSujtHItllLWUStt UJU9 (Preferred Style to Suit the Context) ttftum s

gmwHtiJGSsfnmgTti nmslGfjiTwdiunjjlisjuwHnshTtnuHPidi tSm Tum sm urm tituu
u  u  vJ  |  O  u  O  V  C3 C* L / C *  U b

tun tuimil5smmnt^2Ifmm?UUtimtl3WHnitj}ljin (The Conflict-Handing 

Approaches) 1

^gS^gft5fiSgggS5fi8gn«jgftS6}fe5d^g^ fereSjjfig96g?Sffi»eS3
(Be Judicious in Selecting the Conflicts That You Want to Handle)

QmwgifcHMHStHSfagifiTfiftfiHtuatimiffinGfigntfimuwHmQTas *1 gsiM ssm ts
1 e> Laj  u  n  I <=* v J  a j

nfdHShmm sm JfUmfUhtdlsffilim tgjtl) (Not Be Worth the Effort) gStgjfiSsH'lGSti 

LRUyiatnSXgjtSJ (Unmanageable) 1



tnnjt^cuisttnGiutitjuaiLutajuwHfi nH ism H w nm ^stfm m nfusm w tsist^m  *i 

tsItnnjttinjrrmtsjMfiti 5s^s{fiTimgmMHit3tHtut\5f3tjit^mnfititfwnfnjnrfHS (To Be 

a “Cop-Out”) mS^SmcUflt^mnSmRU§WHLMUtjigut4R (The Most Appropriate 

Response) 1 HRH1t5mSs{ywgfnmsmJ[RUUit3tjigtgiJUWHf1 (Overall Management 

EffectivenessJdiniM W fl^qntim ilRliptigaiM m W Hn (Conflict Management Skills) 

tL^ti]fTntjjWflt39SlWtutURlSfir)JfiJ81S (By Avoiding Trivial Conflicts) *1

QniSwnfdmJLUtljgmW Hm^mfdRlsSm (Choose Your Battles Judiciously)

Iuim[RfWS]mJ(Uf3t[Uf3JUWHRfariUt^ hfitenJHISmH (For the one That Count) 1

tgjsutjJutiii^Ltngi (DesirejiufiittStaHiarniaiunmtJitiJ m irm  (Reality) m sstin tn

tp u tu tith  smMHmGSSRHSHiGLRULRfinistgjm (Unmanageable) i  isItncmiJrauBuR

fnntnRUMtU1tit{tii (W hen antagonisms are Deeply Rooted) tSlinfUtufUfflRUtUU

fHRgitinJUJSUtin^HWU^tlJggiW (Parties Wish to Prolonge the Conflict) UfUSlfflfUtuCU

HtmwtciiRSinsmynTinjsMtyfdtnRJuiR dcutRusHJGtSHsnRHSRbsmftriusinistsis (Or 
When Emotions Run so High 1'hat Contructive Interaction is Imposible) 
RGLUtityjajuwHRnam jyiujtibgmfatsis Ssm GggfutflSttftfiSm ^m gjtu (Unlikely to

Meet With Much Success) 1

tRHSigfi^uHm fiRtifi^tacussugm cm GS^HRpuifitiSty RHitntfisifmtiigmM 

tpu{utngttfitiJins{u5gflim sistg tiJ i gmwgsnwHLfdusamynbimJLuatyjmgjm 

(Some are Not Worth the Effort) 1 gmW38tgjfiSmsitLfifiwffiISfi§nfUroMHfi (Some 

are Outside o f Your Realm of Influence) *1 msgmW8StgisUt^HlStUR[Ui:StClJilfriJ (Be 

Functional) (Are Best Left Alone) 'I

S ^ e g e lg f i tn S ^ o d C lf tf  (Evaluate the Conflict Players)

{UMSfUHffllBftsfiMtfl Sb{RU[RbWlSmJtingSlWnJTlHaitSlS (To Manage a 

Conflict Situation) tfim jw 8isH R]T^tunm tnfut^tiJit2ujtm m tnsfJitunfriRm sjnb 

9S1W (Take the Time to Get to Know the Players) 1 iRSJnmgsmnnSfitigmfiii? SRJT1R 

Sym9tSlSRlUTlvJtHJmHR[tntJJltjS (Interest) (UlfigCUTl ? tRHtgitjim n (Value) UR tun 

FUR llfi:( Personality) HlJUtUl (Feelings) Sti GSCTS (Resource)JUWfflRSytIJ9?

SO



§m wu{ytwjnt3t^R8m tsm j[Rui?it3ssipam w Hfi m GtnRtsjti[uwstuHPitunjt\Sniwis 

miClfismfamHJm:[n?WtgnmfafnRnt3 9S1W (If You Can View the Conflict Situation 

Through the Eyes o f the Conflicting Parties) *1 

S'3gS5g36gg33|535g36$58$5'3gi5 (Assess the Source of the Conflict)

g^faHStUStifdtQniHnfisjfUHlfnwtmstgjaJ (Conflicts Don’t Pop Out o f Thin 

Air) i gsifijgi^gjim Hiss^ynjttfl?; (Causes) JUftifi i

gSlWJUWHR (Approach to Resolving a Conflict) H1QSh[J^nnflfi§JtnSflhv3gnjgE\rim 

ttflfflHCUWlR tsg s iw ts is  HPitnnit3[RJnanfiJn§jtt5nin[ynntSgmfij (The Source o f  the 

Conflict) *i m iif tn ^ fs im c tin ju tf in ji i i  tg isu t^gm fagiag jim tnntg jtinum itd jti^m n 

UJltiJ (Conflicts have Varying Causes) mnjnBtuattiRHWtUimaistilUlUing (Three 

Categories)^ fnnSWmUCUflCUHfinfriJtStlJS^m (Communication Differences) gsiW 

tultintsSIwyS (Structural Differences) SftgSlfdS'lhUhtU (Personal Differences) 1 

d&^CTf?336j5$S5f56gp (Communication Differences)

^niEJCusw stifd ty tijs isnh

UCUTICTUgtllgvlhl (Disagreements Arising From Semantic Difficulties, Misunderstan­

ding and Noise in the Communication Channels) 1 HSWJtt5htfihtGmJfdSRttFiaJ(y 

njiu{unniutii fnm |psudR]sgm w tR?itgjhtthm fiflJ3s8ififnngm «hm  (Lack of 

Communication) mnaSmSW Hfiana yifitnafifiMfritmaisStfi t^gtglyismnSm sshfTi 

§I(p8W8fiM3’lU (Plenty o f Communication) TSlfJtJffimpSUtimagaiW *1 tiBttitmUJti 

tnstatirau^njtsittinsia iB m aflnR tasttlitii Sm m paiaH afigtnatuw sw gm iJitijR R m i 

xgmgam§tyRyiafriJiinmmiSgM ]a:JUM ttSa tflim Hnfltgtgjh (With Having others 

Agree With Their View) *1 mflfUtRJfUgjntUfUniH (At First Look Like) ttntum m nfi 

gntritF igsnw nhg^ngshyrinj (An interpersonal Conflict) farattim w tim ngfflgtifn  

yst\5 (Based on Poor Communication) ttjimtfltUthint\2nitFigtgi?nyrnjlfri?iSl3tri 

(Upon Closer Anaiysis)tmsh mjysanfnntuCuu^tgjhnfi[yfm j3wm 3it3RSigtm fljtfli 

5UWHgfrin ygtunrogftn: juna  ynm fltg tg jh  (A Disagreement Caused By Different



Role Requierements, Unit Goals, Personalities, Value Systems or Similar Factors) *1 

MnuHR{puiRtiLUfiniasmMts3n5ums?itiJfTin§tiJgajn5stuxRi3tti99wnissffnjujRGR8R 

tfintjU3mt3cut?it5linistgit9jR *1 w iu ss is i tntitR H isjtjm faH ssw ^m giatsjgg^stipriH

tSJUtnJTltU (Horizontally and Vertically Differentiated ) 1 fynSW R^tilGTIfijystSs 

(Structural Differentiation) UtSflt^UCmiglnttfTlJJHUmwjn (Problem of Integration) 1 

mgtanjtutuggwtnst^mnnTiuR gaiM Uijas i urcusiti SsfcRfnnmHntfnnntfl (Goals) 

tjnWtStMGRWntiGR (Decision Alternatives) tURCUi:?SgtIItSfnJttlI (Performance 

Criteria) StifnmJtitERGStnS (Resource Allocations) *1 gSIW ^titSsyStyStultUfmj 

fnngQJGv3gl5scu (Poor Communication ) yftlJfythsyURCUtgjtlj (Personal Anim osi­

tie s ) '1 UtSgaiMgiRtasfltnatnRUM (Are Routed in the Structure) RfcftnuSIS’mRHfc *1 

TUnrigmXSgmWRfnciSMfnJflRURW (Personal Differences) *1 9mwmGlfRStGnifiGJR 

USGHmJUWURtU (Individual Idiosyncresies^yunStSfflJcjjRtyyRfU (Personal Value 

System) *1 mjn(R?G1Rm (The Chemisty Between Some People) Jflt3HSfd]HtU 

csatfSjnm RrijtnRSti tGRTtfutfiymm i  ntngiRgjitDgGtji2fiyfR (Background) m i 

HU1 (Education) ugnthBGS (Experience) StimiUOJlSUnjnCU (Training) tR^RtUtilGR

iyTR9tsyRnjtglRtitJRt5RfURnji:ttfitsjt9iR stiyutR gtSRtyttfjtism  (Mould Each
• • • ^  ° - Individual into A Unique Personality with a Particular Set o f Values) "1 9UuR

HSM]HtUGSS(RfCTStSnJlt5njtl3ltIJHRtitStgjRtslLRHRLR9H (Abrasive) ySRJ§J9RGR

(Untrustworthy) UG19JR (Strange) 1 mnSMRlJftiJURWtSS (Personal Differences)

u ti§ jy i39m w  <]

^55n5S95i^€655i59i55x5gfi (Know Your Options)

tSutGJItnm UUtGfitgfd (Resolution Tool or Techniques) muroHR{RULRtitGjft5

tlw tS y jm riu sm gsiw  isitncutuCugsiwtsisuismRSfd? HR{RU{Rt3mGt$Muwtijn

t5uWC/tihtltSyjt^S[fiTimgSlfd (Five Conflict-Resolution Options) tmtUR T -m ntjjfd  

flRgsiW (Avoidance) fflJfi5[ysfij[ym (Accom odation)miufi(Forcing) fTIICUSUti 

(Compromise) SttRGWUlR'IJ (Collaboration) 1 flwMSHtSJ9yiSGCUlG81ti (Strenghts)
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stiGtinmsjity (Weaknesses) mfdfituitHnHisfinwHtuamtSn3MGy>JUMnuncufijis 

m m m sjtll (No One Option is Ideal for Every Situation) *1

Hfi[RftriRSfiytGJItrimSUm9uGtjl gumiUlWnULRUyitigslfij (A Tool in Your 

Conflict-M anagement “Tool Chest” ) *1 tSlsUt^HnmGt[5[pfijgunJtUiniTymtnSLmwj 

tfltigum ttfiutstgjfim tfiw  nH y^y^^tu tuy iS ^S IC J (The Skilled Managers) StiGJlfij 

tn tfigumcinsymsH'ityGHtjisgs upm tnpjtum tiirgum njitiT iym tm sm G yisyjfygfrin 

u t im  ^Gtrffutt5awsfi?iwm njn8i^t3yyntyim tti ystysnnjgT iw gi^H fijw gtfiR L y^] 

y isw nym nyjlfdnrifdam ym tsi^gjty  (Not Every Conflict Requires an Assertive 

Action) *1 tnn58smntjjfi5fltiystul§[fmm (Avoidance) yyTIStRdFiSStim (W ithdrawing 

From)y^nmJ?TlUfdtiRtcSss1fij (Suppressing the Conflict) nt^flUPsyiTimuyUtWJ 

UtjRtuJ(Best Solution) *1 mvnCUnPTglttinjmntijwflti (Avoidance) tfitygfiTiyyttfpjfj^ 

t(§fdfjW (A Desirable Strastegy) 1 RtSltnPJgSlfijySGSgJ (Trivial) tSltntUtdPJ 

ytmwtmR^nsnt[Crnt\5 (When Emotion are Running High) 81t5tuity[RfmJ 

tnP3t^tmtSuj§jflfdUfiJiritgf5ni (The Time is Needed to Cool Down) msItnEUttftU 

w m snnjtsfnnntifdsnw nyrnn^nniin iixT iym  t^yis^JT dsistF itiH R yjttiritjS tsS  

Uim§{fiTQJ (Or When the Potentional Disruption From a More Assertive Action 

Outweighs the Benefits o f Resolution) *1

tm fm tfltsm jw yysw tyojs (The Goal o f Accommodation) ttSyjttjJfijlSfgSlfi 

gstity Ii^tytriG gnG [y?m nuW 8S§jgiU ^fi[y^U fyH Rutg (To Maintain Harmonious 

Relationship By Placing Another’s Needs and Concerns Above Your Own) *1 

ggiuunfi HfiHictyuRm gm wHntitgyim sum Tiriym  i finw tss R w yyauutifi (Most 

Viable) t^tnP5ttiP5UnT)Rt3fitnrisysyiSfiT1J:fy81S (The Issue Under Dispute is Not 

Particularly Important to You) tFintWWGtmsHFi y y  WRHnG^RfmmmwnuunTI 

tyTlty^tgjPi (To Build Up Credit for Later Issues) 1

ts inam jm uw yfi (In Forcing) HRyjmyutitGtintiwnytnniiRLy^mnufyHR^ty

ySStunmfiyitisgjR (To Satisfy Your Own Needs at The Expense o f the Other
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Party) *1 ts ln tiw iu ss 'is i mjmuwtiRiasigJinatmujcjmRmiuutiRtsItnwitJroHRLRUfpta 

^{tjlMMfHfUntidffriJIUMgS (Formal Authority) 1 fTIJfnuwtiFi

tss tjitjfUQdnjtnscutsitnnjt^^ifiTRfmj^TmsijtamsTfiTitijmiasriujtJiMQtmsucTnwgis
I c>  ^  L / u  U  1/1

(A Quick Resolution on Important Issues) tlJltUJRtoRltnSfns fuCUHfi utQHStnniGR 

(Unpopular Actions) StitSitntUttitUfnjyjglGJUWHnti'igGtmsStCUnsLfirimtSlSHSHlS 

£iHJ:W3"IS cTIti (W hen Commitment By Other to Your Solution is Not Critical) *1

frmGMHjgiS (A Compromise) (Each

Party to Give Up Something o f Value) *1 RlHGHRIfrmgWHjgiS tSStfifiUlStgjbfib 

GJGlfltiHnipULRtiStinHfinsitntUGSfiGWSJlS*) (A New Labour Contract) 1 m n§  

WHJ91SH1GtLim9fiByyGbt[fnm (An Optimum Strategy) tSltnCMtiCUmfintttfrciTlSHlS 

HtunGiyunnymtfinjpn (Equal in Pouwer) ums1tnnjtt3njmjmutGtiR8itHnn«fnn 

(Time Pressures) 91H91J§jmSutCUTlsyfiritIJHm§faHLWU (An Expedient Solution) 1

ncw infru (Collaboration) HtjiHtGjitiitiJGatymmudmsStnjn§Lfirimcm§ ngs 

(The Ultimate Win-Win Solution) *1 IfiUfTlRfjasslfiinjItmHfiJnGSjWSSfHRtUttiriljS 

JUW8S (Seek to Satisfy Their Interests) *1 ?HHGym3ltliTlsymtI5[RftnSRnJlRGamt^ltI5 

fnjnm njltjlfiuiJ (Open) StittfiffltftJlstfltj (Honest Discussion)fJtiGttUnHJnHmm mj 

fiTlU tihtiWfiHtuyjmcUuvinfnngwm (Active Listening to Understand Differences) 

samjnfnnpt^ayjtiLUmRtlSljUW HmGSSG (Careful Deliberaton Over a ful Range of 

Alternatives to Find a Solution) t2HjJn9jtl2cjS^tnjnsyfJltIJttin5yiStUn[Ul:HtCUritIJ 

dnjw nti{pufnS (Avantageous to All) *i winnjnmi9llflwfiBMUifnitiifinMfiwtJtiR? 

GISitnfUtufUXntUtftlTlfTlUfdaRgiatHStgS (When Time Pressures are Minimal) 

tSitnWtdWfnSgi^HWGtitnsSttUnsLfilltyngs figs (When All Parties Want a Win-Win 

Solution) SbltSitna5UnptSlsyiSfiriLW81S8iatGStSS ItJCURLHfSjtGMHjgiS (And 

When the Issue is Too Important to Be Compromised) *1 

$T3$€3Qjf^33'3$3si$5'3£3 (What About Conflict Stimulation)



tn m g 1 tjig u fn n ^ m g jm sm j[n u [p ag m w

L?i^jni§jH isgm w tm s (To Stimulate Conflict)? MCTTMtsmjflinitssnijingtiggcii 

tu m u n an  w nufnm jpau tim sttS tig ittH w m  m nj "gsiw" H isstuH ltitfisu tim sI 

fitimfiJim8JGtfa[WGtSlnjiU] (A Negative Connotation) 1 ltifism sm m n3fi§ jtfis  

gSlWt^tmGRSltitGS imnuGdiyiSu3fnnt^umS^mj[RU[Rtify (The Idea of Purposely 

Creating Conflict Seems to Be the Antithesis o f Good Management) *1 HlSHSftjjfiG 

RGCimwtufulnnmstifiJisfrinfiRnagsifij i  maOTSfiMmtitticuuincntji insfinsm jniiy tu
u  ^  <n <a i o  o  i n  \ »  u

GSS?t3tuni3tS1SfnnRSigtiSJ9SlM?S3tlJinsnjntUi:firiUS1 (An Increase in Conflict is 

Constructive) *i itfitu Minus fncu as sm^m£mji?inHisifitt3sGjifijcinwjfitigmfi5 si 

uUlf)JfTIJ Sv3gslwSssi§jutnPJfnnSls (Functional and Dysfunctional Conflict)tt2ti 

tn su lan tiin m u fn n  9 Cj -& sfnjawwintiwjriGtitijSwHRtns i tgisutjimslGjJiGcunRM 

nuftm m HH nfiTHim im sgsiM  tfim atnsifim tfitij Rm nSm xuulijm stglatiM iim Htu
«\ j  L * V  U  «u  o  v» u

y i p s  sitn[mmssmGtjiHSfiJifds tiiHiaRiHffnintimifijniSjHiagaiM  (A Need for 

Coflict Stimulation) "l

ssssna : tRHian{Hfmint3mi6}ni9jinagsiwtt3Jut0?

9-tRHRinngti}injH3fijnjJitm5tu"©a"jiiiRU
c *  I  cy  1 o  CVJ v  -NA

(Are You Surrouded By “Yes” People) ?

lQ-tRHntLm u§lig^Gim ntim jfm jfnnnfnncytit3l ynfnnnGjifiicuifaynuHmtlJ 

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

m -tsinam nS fdU jm stu fusi^ jn iR utigsfncisiam y tnfiu& m rattfltm m titi y

w sH irom m uaiftnuatais tSynsmjmnGfigntfifitihtisitinHmGtwGfi&hjGGmuJms (is
There So Much Concentration By Decision Makers on Reaching a Compromise 
That They Lose Sight o f Values, Long-Term Objective or the Organisations

Welfare)?

c^-tRHRyiuyibitt^tgitSRsmtlnjtiT tSi§ticuiuttmti383MudRiUM33HRLRwtRti

(y^tiJpjpfiiiiRWSfnn atiMUiLunuSmjnaHgmnmMtmgisut^igfGWiiasHMmHycifTi
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fitulCU (Do Managers Believe That It is in Their Best Interest to Maintain the 

Impression o f  Peace and Cooperation in Their Unit, Regardless o f the Price)?

^-tRHntGtwtjnfdntjGRtnsfriJfnmtniHtffiwcuu ntim justG Sjusm njtinjw fim
c* •  ' o

JHQilJUfdHfiutgy (Is There an Excessive Concern By Decision Makers o f Not 

Hurting the Feelings o f Others) ?

niB Stsiw uQ G isj^sjuw ftjius

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

Performance)?

fomstWGfiMUtiSfiJUW (Are Managers Unduly

Enamoured o f  Obtainaing Consensus for Their Decisions)?

d-tSstmBfiUtiininmJTUS31^mitl81^8fi5nGHrriGtmsfnjdlWUiU (Do Employees 

Show Unusually High Resistance to Change)?

£HR3SS1fiRS?i§ttiJm9 (Is There Lack of New Ideas)?

90nBm jm iSm J^fdU JStm iBnyiSm figiU 8fi5nG ym y (Is There an Unusually 

Low Level o f  Employee Turnover)?

*1 tBsftnatntjinificin: GHtfiS

mums ntimstLiHSWjtcirm (Human Beings)tnsmumjHnxin{yGisug tsmjfrmusuj 

gsifmsstftqps jwsti mjGsmsmumintin

RtiS81RRSS1MnmgmgMtSmjfijni9jH1SgSlfiJISS(The Death of Ideas on 

Conflict Stimulation Techniques) uBfUGiaugigu

smfifiHlStgjtifitiSo moms (The Very Recent Interest In the Subject) 

1RSR81titLmutSSIjlHSftTlfi5SBiniSl3yti (Preliminary Suggestions) l£3tUHn{RU|Rv3H1G 

m m g i^ u y n w tn s  *i



(Change the Organisation’s Culture)

fiunSuytintifijCjgmMtt3nj^HiafitnjilfTlIMnTiHR[RULRtXThe Initial Step in 

Stimulationg Functional Conflict) RUmtUSffiTintltU[gL9littiimwnUfnn|pUHnt[friU 

§fl9tsl (The Message, Supported By Actions) gmMHiagmatilWUljJlumMfl 

(Conflict has Its Legitimate Place) 1 UgfUSif39jnmtdnj{ynilHHSnsmJ att fiJiammal

(The Status Quo) tiWttinunit£3fUHianjRfin:ig(ulmt3tUtini(Innovative Ideas) 

R8fitUR9 (Divergent Opinions)smdfU TJ18UjJini3j uSm nrm gBlftafiaR (Original

ThingkingjjRfdnjtiasfjaiaftinjiHnjttSnjtjimMtigGiji RtStitfia: mStifpmujffyi

StifTljfijniUtSHdtS^Sjfi tdtuyiSfnnlgHlS (To Be Rewarded Visibly With 

Promotions, Salary Increases and Other Positive Reinforcers) *1

(Use Communication)

5stustjitQ atuC ut?iH Sub2sm ^tu tfiJuinyitusisi tnatiSyaftfriH aifiuanSuis 

t2yjfl;ni§]HlS9S1fij *1 H[StflSSfdHtlJGSS "u ttin f aftw on (Plant Possible Decisions) 

m y ja j:[u n sd jn t|p m  (M edia) mHfrm(y[tnw!S "[UfimticuHiGtumjimjtns" 

(Reliable Source) Snyn ijinp  ggitmtui tnOTsmfiittJlipyfinQmfiigftnatmfSjGitiJ 

nfimayRSimijTl (Leaked) ijimyggcumfiLbn^fifmfrijRnfu1! piM atum nijataisttijM  

dnntuSnHtamiimtHnJIUWfiTliriJlUltia (If the Candidate Survives the Public 

Scruting) wcmsis situ m t iy | |  atiluinM iRtim tittrlifiytais *i utadtm gfJnjpjM axu 

tuntiataistfiftna Lunsdjntipm  atterntnicuitiaimtSouji HiatugiUKMyjfjsss'imcmitais 

icusiSm : 8 ibnS y ism eym tym dy[| yy jst^sgw d tg ig jR S b tS tw ynpurriw ^i^m j 

(Formal Statement) dytLi "mntiajmsgmawgfGiatRmnyfiritJiiiUTiyticuTit^tij" (At No 

Time was This Candidate Under Consideration) 1 ftfttyyShfinfRJGrojywySJLlb 

neuron] nnyiSHws: RtiMfntjiatLULtnfiitmaffiRtmuafiyRmjJtuHiuuifitiirnitnaias 

(The Reliable Source) wnmftmGm9W tjjm §jyisgm fii (As a Conflict Stimulation 

Technique) *i I th ssy isy jtf iy jty  m n m a t R ^ i g a ‘3t£JitiJtijarnjwriufnntJisfiJinuCuyis 

fillj:{UttilltfS (Because of Its Handy Escape Mechanism) "1 yjWStU9S1fjtS'lsyiSfn?i



S&hnmfiHItiuBxWGS UnCUUUtmittnfULUfintSlS (If The Conflict Level Gets Too 

High, The Source C an’t Be Denied and Eliminated) 1

ftjinufuuiscunnfliuatsjiwnrifij ynnSyiStdCUdjltUt^ (Ambiguos or Threatening 

Messages) tntiGLRHtumGStiyjfuggij simRuisHmsti[RftRtyuuuiR ym im riustu  

IhunSngstifriinfiUis S^nnHistdcuusms^fnnysfjitniu (Apathy) i3;ni§jHismmj 

(Stimilate New Ideas) StiU^jHISm jfim mUXgj^CJ (For Re-Evaluation) Xfiwgtfi 

t^n jg titu lgu istn fitg jbnm njis tsgsiw  (All Positive Outcomes That Result From 

Increased Conflict) *1

(Bring in Outsiders)
V

15tdtu[gftflstmyuLtflwtfigtg1 w nuH [gsH bfnnyftjiustdtutsisbtin j(A  Widely 

Used Method for Shaking Up a Stagnant Unit) RmmmtUHSfdjntlJTlt^mlSgCUHnS 

(By Hining From Outside) UttiTHS&yxtinnsIfitiftntJS (By Internal Transfer) ttiCUHfi 

gimmsHisSfiyffimtuisSti m ytfifm jm tiri y nu juS nm  (Managerial Styles) sw nw m

Smjgujs i  LnHirsG^t^t{5snist{yutQRtgfi5tssni3gwffi/jRsmgitsitncutdnjtRutnni

tfTlHgxSlglR{fiH{5fiJl(Boards o f Directors) *1 \ S  W HlSnyiy fflRRG (Minority Group) 

MRHtjStgmiyitnfiitjroRljnj (Consumer Activists) StiHndxgxgjmdCUUIsfimCJS^fi 

{uttintj§3M|n^t3nMHi2RifiH[ynjiRtntutSnJHisjt3HfixtjitDtm5 {RftnstiSwuM nmtnfu 

UtUimSyjUtSHgfdjSllwmaS^ (Purposely Selected to Add a Fresh Perspective) 'I 

SffisdsCSl&ggggSfiOSffi (Restructure the Organisation)

XtStiStittntIJtfl UtyHULHnJSlttJGSIMHS (Structureal Variables) RtjiyjRH 

tsgsifj *i xinmss t3^9jMHiuiRMHticunj8[fnt?iHfiyiuipttRRRjnfriJwjuBSGmMHa9j 

tgit^mtSJ1Wtyfijni§jHlSgS1W (Look to Struture as a Conflict-Stimulation Device) 1 

mngtMtiRMntjGRXJ3im(UHWfitSi^tinnillfU (Centralising Decisions) mmjUGUCUTim 

[R H fnitnn^lcT ) (Realigning Work Groups) mjmSmUUUgtftgfmj (Increasing 

Formalisation)StifnimSsmJnt)XdmgfJnixgiHmflt3Htifnn31S1 (Increasing Interdepe­

ndencies) RWgtRHXGJinitIJ81i3IGSlWyS (All Structural Devices)
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fslstitittjfu (Disruptt the Status Quo) StfltHSGMriHfnntBHjUtasmmsgslfij (Act to 

Increase Conflict Levels) *1

(Appoint a D evil’s Advocate)

HngtRjstss (A Devil’s Advocate) i5i^HaMjis3fuatitpg^ninjiij}itiJTORgitJ5nj

uTcmMmt^HmatimuWiwntgTttti^mHRfnmTSsmutuTUjriasia m H sfm tituRriittfiyis
U u  « •  u  ^  L i  - o  U  v  I c~\ i

UGUjS (A Person Who Purposely Presents Arguments That Run Counter to Those 

Proposed By the Majority or Are Against Current Practices) 1 nntfituJRS'igtj'lHR 

StfijS (The Role o f Critic) t^tUtCUnggjRJtl/i[Umas^frifUt3uindja^ (Even to the 

Positions With Which Her or She Actually Agrees) tOTSUimwflmnmsgSRntifaOfi
VJ

fyntfiytyrntfim *i HngtRjstsst§mjRtiitis:tjiHR{RRnsrijtcufnjRfiRnufij[Ry(Acts a 

Check Against Groupthink) StimH9ftJUiJti*> (Practices) tdCUnHlSmJugimfifTinjHu 

[RfmLfiinHsmtitii "tsst^nujumjt3intitut^SGrntUGiutnst§jt5uniuia5ts1giss" ‘i {uws 

XUttStiWimifitlJyiSnGIJWn (Thoughtfully Listened To) HmhfijSISSHIGUtSsfjafifnCl 

tafnnGtPatjnMnGQRJUMLfJH (The Quality o f Group Decision Making) *1 UtStity

tg-ftni yswjdtgtgjRtglR^[nmRt3tfitiJti5tti HngtRjstsstfiusfUjtdnjt§§j8iFiutitnn]

\in :n (As Time Wasters) lam nntim m sistw nR utSR §jG isfriiH w usitijS tn jijfrinsm i 

tStfiJGnwUGGR (Almost Certain to Delay Any Decision Process) *1 

€ s3 g } C 3 9 g « n  (Negotiation Skills)

ttUt3Gls2f3tfltytn1l (Lawyers) StiHfiCUmdmS (Car Sales People) GCUTltmnCU 

xftuiuUGSwsnfdsiujuwnntRnttmjGJtn i  IviHnfRUTRttnGtuTitiJtncutftiJiSnGantifriJ 

Gjtntdj i nntRTRftGmjGJtnnTtnnmfffinstariSmticutguGtutSfnj stim ifrm usujfnjcufi
U  U u  L i  i J  O  v  ^

diti'iyrnttim w t^sTfmtyfTinseamtfiyfflHmtlfumRnsBfiSfintimjtrikWork Out Differ
TJ U  «  L i  1 C* u  e *  d  c *  N

-ences With Associates) Sti^s[finm gsiM t^H m H m [pny9fig *1

w nm m njttfljuw tm ti tt5ti§jsm ysm m jGiG 'i (Negociation) ditfiBtnJijmjyty 

ttituyisfrirm i uqGStjim sstGm itiiwujysgsfTi u tw finy  unffliu tiqum fim jafiffim tu
M  U  ^  CXI O  1 - V J - N J I  L i  L i

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



G o a l s  o r  S e r v i c e s  a n d  A t t e m p t  to  A g r e e  U p o n  the  E x c h a n g e  R a te  for  T h e m )  1

tcuwffrss uSmLUpiW mnjmJtiJtn (Negotiation) StimJfitjj (Bargaining) RtiStmtfW

u

(Bargaining Strategies)

HlSSSIfnjgtgifij (Two General Approaches to Negotiation) nvifnJGJtntUfi 

niJStnrj (Distributive Bargaining) SvlfT1Jt55triW[UUfi5[HfU (Integrative Bargaining)'I 

ju m n o tf -o  un jfm m m jtju jm G jussifriJs i^nnss i 

mfnnQCj-QmjGJmmncmstnrfis^friJGJtjifijfHUfijTHCU
v  c t ' o  O  L»u

(Distributive Versus Integrative Bargaining) 

cunnji:ntwfinsfnjGJtri fnitsitntHRroKtnnj pnjGJtnwLHUWLUtu
(Bargaining Characteristics) (Distributive Bargaining) (Integrative Bargaining) 

GSGisjBGjnnis RWifinuJHituiGstnstticu

(AvailableResource)

mjfijmgpiGfitjiGua
l  \ i  n

(Primary M otivations) 

HR{UttintjSljlGUt3

(Primary Interests) 
(Convergent or Congruent 

With Each Other)

m ntaiR 8iti9singsti
o

(Focus o f Relationship)

jjnltUtiUSfi

(Fixed Amount o f 
Resources to be Divided)

8nns. Hfitnni 
(I win, You loss)

LurmuHsmigfJnitglufi

(Opposed to Each Other)

Jturtnfuf
(Short-Term)

m m cuiG striatufu^ftuti

tt5RH1GtIU[UCUtnS
(Variable Amount of 
Resouce to be Divided)
80GS. HRCUJS 

1

(I win, You win)

fnm tm jnm  UHisfnnfifritgi
c *  - a  ]  c *

InitgiHfi

(Long-Term)



(Distributive Bargaining)

H ntnst^nifnjdnm m ajitinucunjtjm stututm TU tJitiJ ts itffig n jfju n S m s *1 mj
c *  V  o  U  O  u

djntistms[yurin(utuin]msaRSfiHmtimRnmfdv3jnti H nm gitSw nSuisim : i  HmciniGR 

tuim tsbi^sjtitiistsis 1 H ncufitn spunm ynjfi i  HnSsG^GmTitiJjpntiQmHtticutRgiu 

g in sistg jtu  *1 u^uHRHRsaHnwRJtjtusRGJtnm nm H *1 StnrijmnsrriJGJGi itecuficititfi 

tgtsnstmlijirnJtiJtrimntmsGirn (Distributive Bargaining) *1 9ufnciRtUlRtjlt[fatn3i 

RtifniGJtntSS (Its Most Identifying Featura) RtflLU[nRtuim5stnSCUR3fmnanf59fi 

[tnntjiystgjtu  (It Operates Under Zero-Sum Conditions) 1 HISStGtjIfflJGtQfinitutUS

(Any Gain I

Make is at Your Expense, and Vice-Versce) *1 SOJimtSlwrtr^^tJlJantSmiSHlJtstiJS

tss R^tuHRmGGttn§]HntunGstgt4isHtiJunjiJ u issm tjiH nw sjtn sH tiiun jin  titm gflnj

(Conversly) tUHRHIGSlUginCUnmHJtjtlJStjlSHtUutlJIJ ftt^mJGttmtmUfdHRHmtfflJlJ 

ttij i  RasmtssfiiinwsistsrnjGJGitiiPingsGicj RtjimsGJGiHntfi tRSJCunfnfggtumtuiPi 

UtUTltSStutGHIS tRHtG (The Essence o f Distributive Bargaining is Negotiation Over 

What Share o f a Fixed Pie) *1

ggiuim/i ttJtutjjunuGjiwtinwt^gtgiHrifriJGJGitiJfinBSGicj RuistsIntimjGJG'u

flbfiHRJStiHfiLRUjtiti (Labqr-Management Negotiations) (Salary)

ypncm cuncuny ( Wages) i  tnHGym ROJTitiBitiRynjHfiHgmtsItffifiGJGitFiywHn 

LRU[RbHismnygiGRtGtmbnjnt2Hjgiugiinis[pRt[GsmmdfGHiGtGnisnHRLRU[Ra *1

ntymsjywstu ROjn^RynJHiGgiHgiJtnstffiwHtiJtwsfitjirnjmSsmjGCuntiJiuwHfijfiu 

IRti ^tGsfnRSHtij^GJGifritihbnbtRb ttjiajGirigfiPntgfimtgiufitFi tftmusrititticinfifmri 

CUJScjjtJlS (Each Party Bargaining Aggressively and Treats the Other as an Opponent 

Who Must Be Defeated) 1 JUfnn9ti-& ncuimnmgfiTiTwlsfnJGJGimnfiGSGicfi *1

fflR R StifTIR 2 RlUnb§JHRGIGinJSin *1 HRGJGlHIR^HlStmtUttfltutUntUlRgmG 

IjItJWGtFl TRGtlfiJnGSjtnSH *1 ynn^tTIStmtUttflHUjUJyi (A Targe Point) Ujtt93S 

tdajRiihRHnmgtjtuamGmtututRGtiwtiG§ps *i yiR9RHiSGttJiGfigmijti9SS (A



Resistance Point) ?E3WRCUlRnCU9tifUHUjUJH1?t3tUmtiggCUti3ntnS (The Lowest

Outcome That is Acceptable ) *1 tSlfR^GnJlGfigUfSSHnGJtnStiCmUGJtnturausnwtlJfi

(The Point Below Which He or 

She Would Break O ff Negotiations Rather Than Accept a Less Favorable 

Settlement) *1 Qt^snQnilCfignjJUWHfiQJTiyin^ HtjltasnCUims3t[irns{ftJltIJ (The Area

Between Their Resistance Points is the Settlement Range) *1 tSitnnjtimtuPJHISfTU

^Rwm tw ttisniuim sG tuitajufiiiRSititss tugtinjtsSiftmsLcmojHiGtnRHistEJitiicmjfiu

(As Long as There is Some Overlap in Their 

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

Be Met) *1

JU 99d-'e>

◄—
ttiswntmtfiJUftifTifi < n> tdsSuunsytnm tdstfncuttJiiuwfnB ( 8)

(Party A ’s Aspiration (Settlement Range) (Part B ’s Aspiration
Range) Range)

---- ►

tmroitflfiiuifi GtuiGfigu GCUiGRgu unnntflfinmii '
(Target Point) (Resistance Point) (Resistance Point) (Target Point) 
JUMfnS(R) JUfjfTlR <2) JUWfnR(R) JUWffm (8)

tsitnRi[ugjRni3mjgitnmnfmsGirtmg15jufijHn (Tactics) R{UHcufitwfrm| 

mlanmgjgipj/iamWHRilRmnQtmsBanQtmfUIlflJUMHfl (Focus on Trying to Get 

Your Opponent to Agree to You Specific Target) yntlhbimiG§jnisBfiunjGtU1GtfnR) 

ttflmHtfiJfltittngitns (Or to Get as Close to It as Posible) 1 ggiunoh fSwgiGISS*" l <?

mjHwginjR|]jmbJUfi5Hn§jtijnjnfr)husHigtgijg (imposibility) RbmjggpjtimGting 

ttnnJUJlJUMRLUSriti ttfimgirn§J8fiB?1tmtUttf]jUWHn (The Advisability o f Accepting



a Settlement Near Yours) mUlGtentU^mMHfiHISfnnmRGy

(Fair) laccuititmnjtiJIiuMRiusritigRHatijgGHtg i  u m u H n n j iu n H tg S jR lp ^ ^ w  

HnHISHIJHniistignGRfaUjJWGtmsHn (To Get Your Oppnent to Feel Emotionally 

Generous Towards You) tUimggnjmnnJgdfUymtuPJtnjnSdGnilGtfntUttii JUfdHh' 

(Accept an Outcome Close to Your Target Point) *1

gg55gssa&5sg (Integrative Bargaining) 

GturtiggwusmjfUfifaitujnumnngjimjstsfiHSfirituym (A W omen’s 

Sportswear Manufacturer) tgUtRStiUutWGmJUmignittiCUmygn^n $ 15,000ntm y 

njnfifatwjnumn§GGym (A Small Clothing Retailer) i  wimtitgRnjRtinasntna 

tydgjfijn^gimSTimnunSfinFgiSJUMnySfirin5 (Firms Credit Department) *1 yifi[tdnis 

tfiUflutfi ujytiisinHiGanfnntffimjfimfiJUfijHRStjStss^gjm ttftmfiyjmjmfiuyffitifnj 

fi5v3IplRFTlCUritCUF1H3 (Because o f  a Past Slow-Pay Record) 1 ttiUSluyRRtUTTlvlttifi

tun si3HR{RuiRtisimndnFgistnsygtyti^Ryiwn unruss *1 RamtisititgRfURfiTHaisfi 

tmmyiRU^fnnfiwtsstg 'i 1taHnjmi[m3Sifcificingi8 nyisRSRdGmtth m stRysGdunm  

mi3winjiniFiaJfmJfri5{yyC\JfdCin^ySGlStSng (To Get Stuck With an Uncollectable 

Debt) *i nngibinimnnnsRjtgjfilmtffifinfijJurd^njd^ss *i u p inm jn rn f i j iS ttpaM an  

fdsiyyn (Considerable Discussions) nntRyis[nyt[njbim^Suims[fmmymtdRiutncTi 

waafifatsRtRfrrinuMtRgiariiaifi tmcu RHfi[mj{Rti?iiuigi3 stiHsymffimjnjRfGfnjrJti 

yiWyyiieijtnjjnumRS^gCUSftSsritnSI nGSlfflJ (A Bank Guarantee) I^tUSblGISlwa

UnmgwxcujRummas [uSsmustnssgiR(tnRiai:tcicu&()tti ‘t ggiumui tsm icjcu

fltiaimmgfiRnJigia afcfiiuntittifinjfitinss Rt^miGJtnW[yUfi5[yCU (Integrative 

Bargaining) i timnmjGJtnmfitms trim mntfis^iiimumimynujuwLyuMLycu^ssRtji 

rg thorn n r  ttfimyiSRuwsRtti tihdtynGtimeanyisStajys[fmmytii^tumSGtmmyis 

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

Win Situation) *1

G 3



^igisitRGtuSrinurnJGJGiwTHuwTHCu^it3mjt5Jtriti5finijs-GicTi *i tnunm uiRH ?
xj u  n  U  u  U u  « *  n j  i  «r

mpsmitjJtnfa[HUMLHn5tjimjnMltt9aiRgStltBJmat3 (Builds Long-Term 

Relationships) ItlitlJntitnMlHWXHItMHISmnGmibirijlHtlJjnmglHSlRfi (Facilitates 

Working Together in the Future) 1 mJt5JtJlW|J9UW{HCUtSsdjlJniugTingsti 

jf-iLJHntiJtnsiLsnjsin tuiwHsnTmmmtmGmnfiGJtmtfiwuisH'ijynfitfi tRtnsggtuSm
c*  I m  n j  i u

fissgitiHfijm i  tiungflni fimmsiRnmtuntigs trim RtjiStnfiimritirogmHramRHtu

d inn tncj *i miGJtn [utfigtsstnaQtmnsijRfnmwitimciHHLRifiaHSMjnjmR (To Build 

Animosities and Deepen Divisions Between People) tt/ltUtGIHItlJHISfBnUfitnnfnS

(Who Have to Work Together

on an Ongoing Basis) *1

tittsstmmfiHtnstjifffitiHSttumEismjmtnwTHuwTHWtssmstmTGSisitis ts ln ti 

fTiussim  i GtffimSmLfdmtgitwtiinsaFmm ttitutntnGwnmHitijmjtiJtnM[HUMLHCu 

tssggtutnsttjiPiStu ii ransn-pgibtssjytris m unyu inH im y isrm y is (Openness w ith  

Information) Sti/nnfftn8{Rt3Jfia frmS'lS‘1 (Frankness Between Parties) fTIJmcuSti 

nfnnyitTIQtStWGni^^fTinUfafriRSHtl]1) (A Sensitivity By Bach Party to the Other’s 

Needs) StiMS3S:mMmR9ianJfjamnnjlSffTinJMn1fi (The Ability to Trust One 

Another and A Willingness By Both Parties to Maintain Flexibility) *1 

ttfimemjj’uTG&mwfintJS stigmRgstittififcJUMfmustfifctfiHSOTsronim^ufiGtmmjgficJ  C. «  fN o  I

GflstimnJMnlntmstRHSTRjfrintSniiQTaitji mjQttnfrifitTGStRbtfitdntWHCUuistins
Cl  U u - O M V J  L< «  v  C3 «*

ItfrffitHlfflHliHgjmnril (It is Not Surprising That Negotiation Often Take on a Win- 

At-Any-Cost Dynamic) *1

(Decision-M aking Biases That Hinder Effective Negotiations)

mjTftnfTtjiffititmunstiiglS*) tnsjnranisffnnrijtH ttirttihtintifnnStfatsnM tJtsGR
u  U  C» r u  N J  U  U  C* o  o

(A Set o f Seven Decision-Making Biases) tdnjt5tmmHSWjt5mHSt\5rnsf§mfi5fl59

sbnfitiuhtuSstm m ggfucugdcm TGSudfinm i tym  i
i  o  u  o  Lj  i

fflS8g586£fl3ff ig5&3jjjS  (Irrational Escalation o f Commitment)



(To Continue a Previously Selected Course o f 

Action) xslinmJuatGMRHfnntJSnjOTuinsiGfnwnHSHRntimniuatiutJincatiJiRswn 

HSfmwStsmjlfnRuLRHJR? (Beyond What Rational Analysis Would Recommend) 1 

fnnfififJiniSfagfLiluitSS (Such Misdirected Persistence) mGSlXHIffiyismJSSg'ltmriCU 

tlnnijiyncu Sti{pm m w ut[pSfd§Rfi5S']U (To Wasting a Great Deal o f Time Energy 

and Money) i  "until"

(Sunk Costs) *i m jGfurmttBtutssnmGsagmRHnlrnnistQjm ttnm ysjji? td jntufiyn 

R R R ngjR ^tinsitn tU tlpM nfaw nH fnn XtltQHSifiSXSltntUHS’imi (When Selecting 

Future Course o f Action) "1

jgi5lggfig6^R 6g^5^556ageS5 (The Mythical Fixed Pie) 

Hnt5JtntRti?RMSRSfdWmtinmJUM8SinRyRrifnJ8inUtlJUMHn£3tS (Gain Must 

Come at the Expense o f Other Party) 1 titittitmfi TflSn?ifdmtm^ntimjyynfd{yUfij 

IHnmSmtfi R jn lis iia tw tss tfa tin ^ fm n u u tssH sty sw g tR ^ R y is tiin ja tin m m stg tii *i 

^mncjtytm \5m yis3xnjns{fiiim tms-cig§ i msxslRtimjfdSfitji tcujtatScuigfimnja 

ttfimystmmtnrii^msis fimsstutfi tfimJtnRua§mw§fy^fanumjgn]dnt3cymijnty

GttUinigitlfdviSnv) (But Assuming A Zero-Sum Game Means Missed Opportunities 

for Trade-Offs That Could Benefit Both Sides) *1

(Anchoring and Adjustments)

yaftuxm rffifctfiyisgtm jntim ngifi mjlggtDiuMgaigiiwnfiyiaitSronMyifiJu ( 
People Often Have a Tendency to Anchor Their Judgemts on Irrelevant 

Information) gtStiimiUtiinifiuilfiunsSytlXSigtifnJlsnn (As an Initial Ofter) ‘l HU1

tjit{psnistjstigntut6y5ifiiuyl3 (The initial Positions) tdcmfiyjmsmnnmcicutnu 

tSyyitn  I tfltjyrm unm gi^tSStfii3tR nyiStgm  (Are Often Meaning Less) 1 HfUSUn 

§yisTufigfnn5suxam ujtm m fnjuliinifiim fiuaxs2?nnustuTnyiantsnfiins (D on’t Let

an Initial Anchor Minimise the Amount of Information) SisflxflxSfTtffifiRntjflStFi 

X jy ipW Iu^fim m un^S m jn jiH aJ (The Deptth o f Thinking They Use to Evaluate a 

Situation) ttjim fiysgnjm yt|ystj]w tnytgitn5m njynn]t5tpji5yyynutnnm fi5yj[uyiayt,i



StlUlJmJtsnmgjttf (D on’t Give Too Much Weight to Their Opponent’s Initial Offen 

Too Early in the Negoctiation) *1

(Framing Negotiations)

HSfajitS^tRainggtufignfutffiM fuunjtujm sm m a'ininnwistlcugs (To Be 

Overly Affected By the Way Information is Presented to Him) 1 ggitflJCtfUSl 

fibjmiGimnGwsnHnmittinfitiFmm  stiHmmjTfiti HfiTfimftf3T?rftGM§snH tfiutsms
«  - » a  L* L* o  l_i U  <-ju «* o  l»  u l  =•

iss[tnncmnjJuwsm n2fiR $ 9 £  ntiH tm m b m ssiafauiSnnntT isjR tjntiJH ism im w ti $6 

fmytmH'iti i  H ntnstyijm H itu $9(1 nb rn tm u itn  m n§m ?iujuw fdui8ngstitji8w m sti 

rnJ9iH9inuMatuHRaiGutficTiuJitiJUjiR8mt3i m nH itm uw H m f t^ssim ntiajticm m mLj  c* t_n -o  c* c* o

msmiGuinm $la gtiymttfiti (tut[yjutGjusf3[tnrigmcuuGUjS) tticuswnmisimjii $lg

fittHtmthti (tLujm G jusam jsiH SinufdfiJinSn) i 

(Availability o f Information)

HRtjJtntRtitRnaidngltiinWtffinSHlStSnjggjUtnS (On Readily Available 

Information) t^t[WGJGt^HSX£JimmHtnStigSStU (While

Ignoring More Relevant Data) 1 ttJlfimmri U[nfimjnf1ttiCUUSfdJttSt3tnS^U[UgstjltTfi 

cmmG^Gbnm[wn5Sfiti5tT) tm ro S in s tp s tiim m sig tifn itjtiin m M rati (More 

Available in Our Memories) *1 jngrnJtintjlfitfiJti (More Vivid Events) fifrltUjfdCU 

Sm tScj yjjJtUCUtSfUtuJ *1 nfiHiafatUttffitMWGtitn (Easily Recalled) ttfUUftimfi 

OTUtnsSb (Familiar) ytfim w titais (Vivid) mG(RftnSUf1LRntIJtjlt4infiH1Stl3nJjnGtil 

m inis (Reliable) tticuminmiHstHstfins 'I gtg8HRGHn{nftJjStUtiXGf1SfnSHiatt3tUtR 

m u 8 m g is tin n m s qymmiSSb[fi5H[fdU (What is Reliable and Relevant) 1 

^$g$$?S3S5gi5!ffiST£5g (The W inner’s Curse)

islRbimPiijpstsmiGitrifTinHm ct^giglliHncum tnanfiyiatjpatfttimRHtmgjfi*i 

nm sH nG cuiH ntim iG im m sgim intim raim nirdfiH m niufdssttFim w sRiti y jjjm tiiuw  

SSUSWfWfiH (Inactive) U/itllRUStHtniW nfimsSmsmH (Valuable Information)

t^fumGmtuStitnst^mminnniHnmnGtMGnfatJGGRiufijfTiBHimgjfi (By Thinking

(oG



About the Other Side’s Decisions) *1 fTlJGHf1JUfiJHnCU5SlS2i5SUn7ianmnfiTlRfiTiaj 

ttituusw jtfititfiH igm iHajiisitnm um um jQJCT *1 R[ynii3m wHnggtum nt5iJinuwHfi 

ttftujnauqrintji H fitnstin ttm tm m psiiSw rou *i Hfim tjfnRusm m j "ghh" (Curse) 

tnsttJitiitRggcutnsriRHistipsutiRfnm fim titG tsitns tt/im ithm m jfdSR tjim tissaatji
u

(Putting Yourself in Your Opponent’s Shoes) *1 

(Overconfidence)

fnnrijtHjatjUlpS (Many o f The Previous Biases) ttiCUyisnHSHmssmtiUmCUm 

t2H jn[Snm n^t^nm fdH SfajynntsitcBfnj1sSm  (Judgment) ym nfSfdnfdJuw ifi 

(Choices) i ts i tn tu td tu u s w jy if i [u m s 8 iu s ^ ^  (Beliefs) ufru intigm urratij 

(Expectations) iijitutmstmRtitRHiss^mjRamjHStHtnnfiHisttJcuHisnjniin^tijfifitaJ 

StifTUJnmsis (To Ignore Contradictary Information) *1 tfitifijltTIfifitfl HRGJtn 

s iag jim y isg tm n g ijn ffin ^ tjin u iw tn m cS ssa ti (Overconfident) i  m n ^ tf im tu s s n a  

UJMiastgtHItHlatlJfriniSrigRSRnafnngMHjgiS (The Incentive to Compromise) 1 

mjBntgiunjmnn§LUfiJltuCUH1sytUlfrin (Qualified Advisors) StimjJUtityjliflfU 

RtytuimtTlStmfiJluilTinfirifi (Seeking an Objective Assessment) nfnfitmntjjHtI5 

(From a Neutral Party) w nnfiu inuw H R ^H tG jiw ajn jtm atS tym R uam rnn^tjin  

Uiwtss (Two Ways to Temper This Tendency) *1

(Developing Effective Negotiation Skills) 

fini:M813tSfTlJQJtrilJ3CUH1SLufi9fiin (The Essence of Effective Negotiation) 

HH5MWUHnipHHafiTlM3c)t3ihti (Recommendations)

HR (Research Your Opponent) tnUlSHttJiajmnUfigfiTltlJtjSgHIS (Begin With a 

Positive Ouverture)$ftffinnuCTp (Address Problems) mSfinUfiffimiSfitin: (Not 

Personalities) mRSfignthRRGRtitffimititlsfiuijSubl (Pay Little Attention to Initial 

Offer) MaRgSiwSttimsL&ntH fiys-figs (Emphasise Win-Win Solutions) saggtl5tUPi 

fistUnfDRgCTl (Be Open to Accepting Third-Party Assistance) 'I



$ 5 ^ 9 3 5 5 (Research Your Opponent) 

mumn9jWSIpSUtiRSfnRHlSHnHR[UttiritiS (Interests) StitRICrnttf (Goals) 

JUMR{ysnti *1 IRUtilflStUn8SttInjtPi[Rf?RttjjWflt3 (What Constituencies Must He or 

She Appease) ? tRHtgit^ojgfiTi|WJUfi5tR ? m nw tim njsfnR H ism ^isssatim ^jH n

tiinimaiRiutM jrifrjtmutjmMRiusnatimSjHnQitiiQntiiHatnarimngtiifimuM tR m m  

filillttiCUHRdCliSj (Offer) [nUSllltimHR§JUjUQfi?tims{finUJttfltIJM{HU9j[nffnHHR 

pntintiSIUMtR (To Frame Solutions in Term of His or Her Interests) "1

(Begin With a Positive Overture)

wHjgismmtRtiiRHisfiinwajnigficmglHR?tinjm§j 

niBStgiunjRGjpHt|X]jv1 (Concessions Tend to Be Reciprocated and Lead to 

Agreements) *1

H1[fatutlfimss ttSl3RnBHmJt5Jint£JltIjmnjM3JginS (With a Positive Overture) 

mtjtil tflWEjgiSRtSHtlJ (A Small Concession) jmJitUnmSfifTinMtijritgfJnjiglHn 

ISiRtiMHTgiSJUMRTUlTiti *1c* i J  u  Li

6R5f5ff3$5GVp (Adress Problem, Not Personalities)

TRfTUHCUfitSitWUrmtSlntifTlJtiJin (Negotiation Issues) SsiRfTUHClJtfrgiflS 

URWfiniRIin:JUMRTUS31i5 19101 (Not on the Personal Characteristics o f Your 

Opponent) *1 taitnnjttinjmitsitnninatJtumRRtitPiti (Get Tough) u jjw fiR gtm nsfnj 

fimCl5msitCUR|UmaJUMHn (Avoid the Tendency to Attack Your Opponent) 1 

H tanjgnnanfnnR  n&RfnnftURSR (idea) y^u ij (Position) juwfiLUsnbmntHayRfu 

(Personality) t£3tUtilR(USrititmst^tin [g?tmn§jtflGJfli3UnTlSt3t5RCU (Separate The 

People From The Problem) tt/itlJHSmnfnnSfdmHntStTlunTiygajtgjm (Do Not 

Personalise Differences) *1

e s 6l 5€*SM&5e (Pay Little Attention to Initial Offer)

TRftnRgnmJtjCUSffiuijflutiTmStRtilQn/lGtnmSuStnJlJUUUTls (Treat an Initial
'~/u  i o  u  v  cj  i o  i  r w ^  v

Offer as Merely a Point o f Departure) 1 HlR9tRtitRHlsflumSH (An Initial Position)



nfit/inSSHlSSSlfnngijnLljnJSmHSagRHR^StlJU (To Be Extreme and Idealistic) *1 

fa^G S id ju tam syinm  CUK-ttB: (Emphasise Win-Win Solutions) {uSstUCUnsnr?fl(g 

(If  Conditions are Supportive) WJHUWIHCU (For an

Integrative Solution) ‘l QItJlfiLnU8Iint3nifiww (Frame Options) itfltDRfitiCUtinj 

IpttinijajUMRJiussiajuMHR tuiratw ajnfiiiim 8[{^ratanjH am si9jRJiu sntiiuMHn 

nutStflJUHfi ggtUtnSttjlRStUuGm (To Declare a Victory) *1

(Be Open to Accepting Third-Party Assistance) 

tsitntutdfuwRHRuPjfnnginjLgfi (Statement) iRfntnmmnmnLULtnwfriRgm 

tticuanntij *i "Hnw(Hsw[HnT (Mediators) Hit5titii8jmBmmninai3wmJinHtinjti|p 

(Agreement) *i m sHRfdi^sfdLunjtss5sud§jggnjmn3tnfns[fiTiajtgjtij (Do Not 

Impose a Settlement) 1 "jflglfUUTins" (Arbitrators) WlUfflRgibWtiSimsgSlfjtSS 

tuimU^jgSCUmnSttUriS[firimtRHb (Then Impose a Solution) 1 "Hfitijstipf 

(Conciliator) frlHSrdjt{jTltiffTlJ (More Informal) tt/itlJtgwnHfnnt^HfiRjagMtSfnytS 

nuSIPiHSngyiS (As a Communication Conduit) lJim i§t^Ull^nium snRHlSJfll3frig 

SIS! (Passing Information Between the Parties) Ufi{fiTUIIfiTl? (Interpreting Messages) 

[pygititSmSUfifi Gniltjtutututusfdmmsi (Clarifying M isunderstandings) 1

*  *  
*
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9 . nsjnjnfm j:w 8isism nijum tasm j^m sfiji[fi5 (Strastegic 
planning)

to. raunmngwfnihumQftnTWtsiljinHStfithnj tfimnubis sfctfin
L» i «  i <? l_icn cx | o  «  U  i i c*

fiTlStfiUtS? (Corporate-level, business-level and 
functional-level strastegies)

m. [punfiuns^isinti^nJijm nGttism Jt^m feinLw (The steps in 
the strastegic management process)

G. ClSjCUnmilfTimfU (SW OT Analysis)

tf. tifunuTnyfisniusTnHisifinmnUHiTSfi BCG (The fourU  l j |  u  n i  U Li  |  c* Li n

business groups in the BCG matrix)

l Si[slfiffiHlflS (The four adaptive business-level 
strastegies)

nl. njuntB Shm m cunjnM :m st{yjunam Jtyn?iLutojuw  Htimn 
(How to assess an organisation’s competitive advantage) 

Cf GinSjtUtfltR Enterpreneurship tflH *1

£. nsjnjn?5tdtufi5tnfns si3Hnfnu[pi3nbmltinrijtiJtnm§u

HSffU9ltlSu5SfiriTWHtI5 (How entrepreneure and 
bureaucratic managers approach strastegy)

1 •

(The Increasing Importance of Strategic Planning )
tsiHStuugfaftygrto H n^ugy^u tu tg ttisrnnm itnn j^b  (Long-range

plans) qpS^RWSRljl tSimfUt9lH8I9jfiHSv3tnSfU{U^wngji3 (Better time lay 

ahead) *1 tdsmn9lHmfiEiB[?nS^t^rnJUSunuij (Extension) JUWHtifnnnHSri



Hmmhtups *1 folufjtflHCWJ minjUirnttSopUGnyirnSjalni (Deregulation) fnj 

tLUl]jnJtlhv3niUJU1fatsmGnJ9JI (Accelerating Fechnological change) ttntUSti 

mj[unfi[yttiatucums?fitrist(pstsji3ts1tc5fifimcijifi jHgitimnfnmtjcuttijta 

tgjmWtJJMlS (Environmental shocks) tSlfitiSWfhjg nlO Sti EsO tj!St§§]8G 

t3tusfajs:Hnmn5tissrnjfijnuitij:tnnj!fl3 i mn{U[un5tS9finm§9it3tsstjisuagj 

Hn[RU[pmjjUt5HtGJ1tnil3t9lmH{UnStSlfJt3milmmtUiriW1S^C3 (A Systematic 

Means o f analysing the environment) fltiJh tCUHClG tints giti StiGtUltstSptij 

njMHtjfnmUMtfi (Assessing their organisation’s strengths and weaknesses) 

iuimst3nMRjntun39mMtE3njHgfnntS8Hit5inst(ujmwmJiynRtuttjti (Competit 

ive advantage) 1 mfUtsmnjjUQttjSmJt^m9firi[W (The value of strategic 

planning) [fiftnstmnuggcufmcu *1

mjMnjiHtiJtsitnfuS9tS8igitwmM[f;Hujstnsu^n)tsi £d% msttiami

ffigwifw tt/imtTlnagttimHtrifijTnyuisgitttms ti^tStutjitRUicutjixtismjJuwtRI e» U n  c* i* U  i i  «u

tnsruw gm n ggntrunxi tmwnt^titjifnjt5ttisfriJtjitijgfmfMtnstjtu§nRS^fntuLi fp  «*• » o* L / O  J  v

ttfltfintiJIW (Specific goals) tt/it5Jgnjt9l8jUgWnJUMIRSfgfijJS:JH (A unified 

vision) 1 wmtjtSS mn§ttismil^mgfm{Mt4lSt2jU)fan?Mti3tlf1ljS (Private 

sector) jtntiutufdnusju n sn n g j stijrsnjistSnji i  ggiuimn tfmthmtitimtijfris 

tftt^stSm Jw njitsi^nuunlgjicijtij mimRustufistHiuMigintncu gitiwnuwnH- 

fnnjuwuunlgjicijm  gitiwnusfdjfi ttJityst3ntnxistsm j[unfi(yttjm 2yjgingini 

spajmuCutGtrinJgjinjtiJSisi adfUBisassniuifi) tnstf§jHn(pu{pUfannilgjicutu 

t a m c m y  cunt wending! (Aspirations) lUMwiustfi njiw sm fitH cu$m sgtijiJ 

(A market niche) ttinnalfiittaiStfiH'ltjJM StiGJtiStJSUlS 1 II.

II. f t3 g ra lse33aft5?feg (L evel o f  Strategy)

tytuatUHafnngitiHMdcumRticSfidtuHtiJHS utinftwfttfiHjuatais nn 

{RUJfit3mcwjummd8mJt3Jgfm[W??iHJia (A single strategic plan) tdCUjTI



ifinm w^uHSitJHw^W Hgfnm sistG i iRHgfncitjitLSsinswnHfrinHgtjsni 

3W9fTl (In diverse lines o f  business) *1 gsiUWl/i tUHafiJHfimffltrij Coles 

Myers ^CUtJl[nHt]lStIjnj5gn81t3fUnnm (A retailing giant) 1 tUnSRjttUHg 

GiRtijjuwifjHUis tsisuvnnitji ^m ncm u[nutIistss[R j{un?i]]j^y^H m sb)8s 

ati 1 gsiuimil [RHUlSmnuntiG^fTltiUtUpnini (Two different chains) RUtUTim 

Coles StS Bi-Lo *1 IfJHtjjstsltnstSnum3njnum:mH (Discount stores) 

GSSUfnu umpmtdjbtgj?! Sutuprn Kmart, Target Sti Fosseys 1 fiB81 Myer 

Grace Bros lU«tfitn8UrU3E9BSS rife) fUStt (Department stores) 

Ijjfum m ipswm sl f1v3g[ni3(Mainly in capital city locations) KjitHUTmamgw 

(Specialty group) JUftltfi HlSim^njnntUHtUGSS (A variety o f retail outlets) 

ttfltUJHgitttJTlti WttUjnumfiHuJUfijml (W omen’s fashion stores) 

Liquorland, Red Rooster, W orld-4-Kids, Office works, Sv3 C hili’s Texas 

Grill 1

gminjangbis(jiHujs?t5njnjSR{URugmnsH8fisniJUM8sii Burns Philp *i 

bnHtnstssmcumuugwJRjs So (Shipping)

sauTivi^snitsIfriHtmstslGUsniwtFri  ̂ rigjJts§(nuuistssHns[tfitgnw8is^ 

(Five main divisions) FifitU (Yeast) t[fi}i3tgfi5 (Food Ingrediens) H1UT1J 

(Consumer foods) mi?tjgiW3fnn(Health care) l Uimtnsitflsmftsttirmgs 

(Investment) tSintiRUSUSWm GRUSHIWtflWtFfi atfitmHgifc {jngMH{MltU 

titi) hiihjh  tuim stiHiu *i ggiuijaiiuRi§jnfiMmfuumtgjms[nHins twtums 

Pmn[SnU8fiscj (Widely diversified business) IUMIRR{j;HUisIfmtUjHIWlffi 

tcjcuins^tunsth South Australia Brewing Holdings *1 UJHtnSfSsSsffitf fotjdjfi 

[ftJlUlj( Brewing) Stitfnjfi [fiB( W ine-making) tk f^ s tg  imslHlSIGfTmfGSU 

(Packaging) Sti?«nHtgjfi(Engineering) gGfrmJtfinfiTlEfiya (Meat caning) 

mititmwfigmfil (Hot water services) WHUfUfi SittSlfnHtjS 0[&1S (Stoves) 

[pEjlUUHSjCU (Evaporative coolers)
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w nuna [ROJ (High-precision control valves) 1 HS^SniSHm^SimssgiHSlJ 

mgfiTl[W ttfltlri9]R9 (A separate strategy) *1 trowmsstgjR [RHUjStttaJ HIS 

UStjSny [pS till \3(Multi-business) mGRtftttpSttiRUfr (Diverse funtional 

department) ISlRttRG&riJiiR'linJWfl dtifrUgRUlimfR(Finance) tdRJR gtipjf 

(M arketing) tdCU dmdtUHStjSniSHW') 1 tflEUgdOJ tt2t3(Rf5n;fl9jSJlt3jnifll3 

UJgfin[WISl£UifiU{URUf) tflCU (Functional-level strategy) tSJgfiTl[Wts1njtJlU 

JjlR[RHU}S (Business level Strategy )StitlJSPinLMt3injaiU^lRftn2jflH 

(Corporate-level Strategy) 1 ( WUtUfURSfinfUS Cj -9 ) *1

(C o rp o ra te -L e v e l  S tra te g y )

tUWSt^[nHt^ s y m yis^ 8 m n lPsti^^(More than one Line o f  business)

tsisTRHtiistmsTRffTiJtiigftriTMtsicuuiutJifipiriSfRH i tDgftnTfjtsttsscinglsfcU  i i U u  I c» u n  c* -* i c» u n  oi

wtimtfi tm w tim bunuysjm y? ti5Sfm(MtsinjcJiu^firm2fnHnMRRSig?£3tu 

{f1HUjSSHtS59tSiRt3HgfnnGHtXJ(R^SlR 1 tSlntiLRHUlSHmtiGti'} Eastman 

Kodak usgfdiTwtsIni^ut^RfmSjRHMriufnjTRUTRatjifiswjHtJifiumcusttug-i cJ O n  <=* -* U  U  a  n  u  w  u  i c»

Miguftjnunit^u^'RHsflsnjsftSfii ru tsirannjgj tisatgRtJigtgjR (Other 

divisions) 1

(B usiness-L evel S trategy)

mgfinbwtsinj^u^nu8^snit§mtg1safijn{iJtE: tRttMtiRJLURRtutdtimia 

timumsl ntJus^smsum^mwttSb? QtmsHbmnfiGutmdtuuisuetfsmtfiumus
O  O  CM I  U  U  O U U  |  u  N>  U  I

UHafnnG?dCUtdjwfiaH8dsnitbGStOTa (Avoided diversification) U39fin[W 

isInj^u^RHsijsmmHGHmRatimgatijgfiriLMiUMHgRin *i GtmsHamntdcu 

HlSHS^StmpSHS (In mutiple business) tS'lStdnSUOj? (Each division) 

Histi5gftn{wjuM8StdfURnnmwtinjRdci5 u twftRHfecijssgfu. HfiBtfstecussoti 

ufitiro 105*1 ggitmcin Boral t^HiwStn/ijRiJfRHtljstdRMfTiKfanna (Building



products, construction materials) riiynttf (Energy) StiHltiCUTfflUTltjl " wnu 

fnmrijtixgjff *1 trims "wnHtrijtttgjmuwtmmf tricumsfi5unni3anstus 

(Tyres) IwflH (Engineering) }flfnnnaG[fi (Manufactured buildings) 

ritCUlJWS (Elevators) riGHrilR (Natural stones) (Concrete

placing and Scaffolding) [R?HlSmgfiTI[Wt^m?gjntUfU8S trinj{fiUriCU)UttSujg 

fin{wgit3gjim wntiriffinritu SHm^gititSs (Strategies for each o f these 

product ranges) *1

tsitntutri(^HgmnHmLunuu8risnitLGSH8ttijt3^m tRmGwjfurinjmnf 

trismnultU mSfiLnumgftriJWtrifirisni (SBU-Strategic business units) '1 

SBU tSSR[UTia§JU8risniHm (Single business) mfGSitf njyism jgirigtim  

(Collection of related businesses) *1 SBUSHm9[fjfmstUWnfiHStiR[mrib 

GJ1WJUM8S (Own distinct mission and competitors) 1 [UmitSstG§] SBU 

wsmgeinTWHmtriatusnmrimdjHsrismritgtgtmuwHUmnmsmgTm i tsinb  

(RHuisymriGriiijiHins Coles Myer trim[unuH8rismt[Gsy8 tsisyn[pu 

HiGutSri SBU t[csnuw unriitns

gwjs: (Concept) jura SBU tslntim nm rism jutum rin^riitrififim gjfi 

tuirntrimStmtuprunji uG8ttn{my*ss:

-  HgmnywiGftjlSfGULGi3rilUMUmtSH8risni (The organisation is 

managed as a portfolio o f businesses) tulUJyiSHgmnsyty9

rinjtwftwnugrimriffifirinnticmfiftnsnMriGnwnyfy triim yism g-
o  x J  U u  i c?

(Each business unit serving a clearly defined 

product-market segment with a clearly defined strategy) *1

-  Hgmnsyw9is1ni3unmmsujuGmgfiJiLWLwmg1myfayRmnjuw8s 

satwG5iRfmnt5mJLun?i{utrii3 ts iG ^jw m tg ism w G n^Jfn j sti 

wyGmmyJUW Htimn (Each Business Unit in the Portfolio
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Develops a Strategy Tailored to its Capabilities and 
Competitive Needs but Consistent with the Overall

Organisation’s Capabilities and needs) *1

-  unnt^JHtSH8i3sni[R^s[fiULRtii^ti iBtuufitinjLmtindsmwHgfnn 

siaHn5i3HjMut59jHismn!nat£3wHiSRcujfrinmifit3friJcuR Gansu sb

^gnjMHjmslRl3mmsmj[utjtiJHajtuCUHisfnj[puLRatI1s stifeaimG

^JtGSgtUtlJfitriS (The Total Portfolio is Managed to Save the
Interests o f the Organisation as a Whole- to Achieve Balanced 
Growth in Sales, Earnings and asset mix at an Acceptable and
Controlled Level o f Risk) *1

(F unctional-L evel S trategy)

mgwiTWisIfiamfiHSfriTURumHtmsIstiwnmtji: tmmtitfmtiritidGmG
|  t?  O o  C* » U  O  OJ u  u  t i o

dnjm gfinffatsintinjdiu^riys^sni? tgR{URUg (Functional Departments) uG

(Research and Development) RHSOncu 

(M anufacturing) fTUJRgtipj (Marketing) GSGISUSfG] (Human Resource) 

tuiwstit/iimffi (Finance) [RfHismn|rautgist3tGgfiJihfatsinanjtfiugiPiH8tjsq) 

(Need to be Conform to the Business Level Strategy) 1 nn3stjl[JjUHfi[W'lf

[tjlftSinrftimHmU (Yeast Division) JUfG[f1ufhS Bums Philp UtSfi cheese- 

starter ttJcuu^Rticummiufrnnsljw (Virus) ttirou^m m iuM stnm m  

(Bacterial Cultures) tt3WgftnstmLUt2ty?LUmtI59Rtt?18tfn (Milk) 9jig1tfl 

tiSUfiGtugmulstfn (Dairy Products) tSlsttiR8iaingtjJ1JIUfatR]^fUjUGmgfiTlLfG 

tsInbpjtfiu^RHS^JhU Rum u^djntijim  

tsisTRftnsutmmtunHncufi i
U ;  »  m

tfiustgfm ss twatt^GmimnGRgntJiRJUfijttGatEGtjLigfiTiTfij tsinbitudiu 

^GfinSfriH sticijthufinHg^sqi i pum nssHStusHissm tjiuiriusiu ftm iw sis 

tsHnrRUTR^tsirianj^utjifiHstriiTuBuR tacunnaufuBtijgpinTMwnuttinjuw** U  U  c*  c« » U o  » U  i e» U o  c*



tm s'm s i tSungfini stiHfiHSfmgl tmmi

WjUBinuangragfiniM (Strategic Frameworks) 1

(The Strategic  M anagem ent Process)

^cuijmnsfTiJ[RU[pi3t^msfiji[w tiGfafUtfisuttmisIntifisws ti-to stfi

fllriSimnatUHIB  ̂ films (Nine-Step Process) tt3tUHlSJH91timn5niSmnfttHg-
U I o

d 0
W1[M (Strategic Planing) miHSfgS (Implementation) Stifnjftmmflj 

(Evaluation) i  t9i§u t^tjim nGttasmj^tijgfiritwtntfinmffifiimssiarifiytjn 

( fnujti5:mj?nmsia (Formulation) ffigftmwiBlfitirotiiutftfi mivJiiHSfsnjim 

njtJiu^ifiysfisni stitu tfrugififimSffiH) ?m9i8Ut^aj9«m[wxticupytfiifatRR m si 

tRHiGmsmjtgistmm tSMSt^Hfi{puiRt35smRfixgiHsfR§jtnsft3H[Myinshtii 

mcuHnrogticuJUWfi *i tsInattintssttSansfij^cuH Rtglttufiim sttijii^tsintifi 

tn/ijrTiJTfitnRi3tjia59finrw i
U  u  » ©* U n

€s5r3$89: 5laa356a56*5&5?5$$ 6 ^ a 5 © ^ e « 8 e » a ^ f t5 f c l6 « a 5
------------------------------------------------------------------------------------------- ---------- -----------------------------------------------------> C P ----------- C Q -----------------------

(S tep  1: Identify ing the O rgan isa tion ’s C urrent M ission, 
O bjectives and Strategies )
ifiUHtimn9itiHwwstfiHistufanfiHHUHuCuficmfiHntmcuunjitiiuw3s
U  n  i c* u  (u

i u \ttt (A Mission that Defines its Purpose) SmStmglSfcWlUlItji: tfitfflfcfintt 

tmgfismHUHSS? mjntirifintUfi5rifiyJUWHgfTinHtI5 (Defining the 

Organisation’s Mission) ufi§jHn[RUfRt3JG^tlsfinmfiLmdStStiWfitim m w fl

JUW3Stuimgx3fUmR(To Identify the scope o f its Products or Services 

Carefully) i  qgunnin tfitflstnjmuifjtimtji miGinGststgnHmwtinsRt^imfirii 

tRHSWsnimfit^SGjiwcmwnH3fistj^njt?innmfi[unu (Misdefming) i  ts ln a



sfjffysm o sttCsO tuwst^HmwtiristnR9n3S0^thtJiu3JUJ^sni2r}tims 

(Transportation Business) tfttFltithBSmiti fluff (Railway Business) tHSJUlfi 

Hf)ucutntu^ssfiwsimw^nfiiji5sut5tsitnnnssig i
w

tRHnRRilimsit^tuMfifiHmMLfjHuis IKEA? tUHnstmtat3i[nuuis 

IKEA WfilSlnt3H3tjSnitiCUW^lH^Cl5dsfa?Hjt3 (Home Furnishing Business) 

ts'isHfifmtfisw i tu^minji9lmH{yGisst3ftriusnmfahRicirifi ingvar Kamprad

ik e a  insHStSstjt^namjtitiiHSftySjtnstsliM t^RauiunmMflJnjHtsjw [wu

fnHG9G1SSt3MHtg1fnHfnJGlatnSJUMIR (In the Business o f  Aiding People to 

Live in Affordable, Attractive Surroundings, Precisely to Their Taste ) 1 

tim sw  (Expertise) juw{jjHiSatS8RWGt^{R{3mnngamnj3titnsnGtui43Giuifij 

GmuMHSWjisItncuGtmsHB njuGrnjtiWRJuwi{U[piMts1nti§8?E3ti3instunnji: 

mnnjm tgficjisiHmuiujstiiGfiGitiJiuMSimsistsinttfiicutijin atafunuiditijfnj 

sinTimcfi (dnjnBBtis) i tRHi8GJJmnTG8tnjifR^t3ftjt3TJHtdcuMfntgiatiutix> O  V Lj  O  LT» |C »  aj

ujuctijit5Jsi3mjmusijmj?GRtjimn[fiHuis IKEA *i tgisutjifmunjiRGjifj 

cunwmuwfinHnjw IKEA tHnngltiGtfiGnriBfiBHtHR tfifnHrmFiustiujstg iU 1 U U o  t» c*

mmminiSstinjtflRJtl]?nPSlwnUHn[fiU[filJ (Guidance for Management) 1 

qsiuuti/i tuwstfi IKEA (RfniSmsjtiWRRHJUMgatgimHtUMPiRHiuMsa tsis 

HRipiiipiagalii^BtJRRRnwmjn^mraHgiUMtaiL^titjyLtnMtaiRbtis ssltncu 

tasttiHtgjR (A W ider Range o f Complementary Household Items)

n[SnmaHtWH3t[fj}tiMgi5H iiaRdnjmnGigj^mafMailHfnHiStunRfritis
(W idening its Rnage of Furniture to Include Reproductions o f Period 
Furniture) 1

min[U1RCURlUi:tSH3t5sni (Determining the Nature o f one’s Business) 

luwiRmmsHaRinSatwtajRtiWGtMcj 8l3{fjHtiiai3BniRHiaftnj:M3iBdGm *i hsj 

tng j ftjiusiy sawRculgjidjtuRiRfiRflwiRSjtnsGjiMntufafifiHsuwtRi qgnmn/i

tBwnnj1gjicutijnn^RuciPsuaiTcuswjfi§jtriumfiH3JUJHm (For the 

Profesions) Ut{j3jBSMjRtffiu3JUn£}ltSItgjR‘J (For Particular Jobs) UHUisWjfi

2



(Or Educating Students 

Through a Well- rounded, Liberal Education)? tfiWntulgjlfUWfintitmwtim

swjfinntimtiJTHWwjtdcuHiSGamR^nmcue 9 dcmnjs ti tsifnulgjnnjm wwj

idnj^srisgiutfiyisnsifiww HRfrintu UHtiiwwjtuCuwmsintaGnjnRPifuncu (The 

Vast Middle Ground) tfigtsl? Giffiajigis^wn^nuutssunnuanttuGUjsmw 

Hgffin (The Current Purpose) ‘l

to:
------------------------------------------------------------------------------------ C ----------- J-------^ 5

(A n alysin g  the E nvironm ent)

Xt5t3tnSutit3ltflftns5?njtiigUfaRGUtiHtIItn3miQlRmJ (Primary Constra 

int on Management Action) JUWHfi[fiU[Rv) *1 fTlflmfirimMlSlSniStjl ttimn 

tnGUWISutnJijrnjmgfiTIJW (A Critical Component o f the Strategy Process) 

i ujirh? t^JHt^mcmjujFJisfl?mjuMHt3fnnHtiitustints39T9ciTitiJ ntuiRsf&lftj
l ^ - u  ^  I NJ o u  <J V v

JUWHfi[fiUpi3 (Difines M anagem ent’s Option) *1 tl59fiTl[&JHtl5 tdfU99m 

UjIrBlu (A Successful Strategy) Rt^tIjgft51IMtt3raMJUt9imHmftJlS t??ni (The 

one that Aligns Well with the Enviroment) 1

dmsifitimanHtmss TnHinsuiiasJidroRHmjtDTmfigtanjHiBtnxnstji
V  «=* u  U l  | |  V U U u

Dream 2 1 tjlUtI5StimJHnfgl§lStfadnGgtjnnsiTUt9WtnRQTiy HfilSSTR? tnsu  cVJ c i  u  vJ  L/ cJ v  v  Lnj

tfiStUHtjS *1 umUHnfnUtJiStJlStmTUHtj§tutUH13ttliriSt3l Dream 3 ItitUtUltfl
<• U  » |  b  u  ^  ^

cunustfiGig-Rm i TnHuisHStnstHnjtTScTinRjffrintJnjTRfMJu tglfnumjGbtns
M  t-l I I V bAJ

Juw{utjitjSrijfinmH 1 ^RStDtatiigfmLMinStijiJUMinHtijs Honda tsinti p  

tgMtfjRnmHn^tdn5spHtmffifnitiirotnstt5fTii?pptuiwutcFi?9ji utnjrists 

(Technological Changes) xrftiH91ttnatdntitit£5nwmnCUHmsmjtpiUfU Uafi 

StWimW Sti«jptSlt1tJ9tjJlf tflttntmtfltms (The Fine Detail of Political and 

Social Changes in the Target Market) *1

HRfRUTfiatsintiTRUHi3mngitiHpaTEifJfnRHnuJhJis5}rTiit5M3S *i ggi-
c» u  U  C* u  O  ^

U!jniitRpJuat^tRRptt3ttiuM3St2jwCunrntuiti5 tfiBjimtinHuijustmjnums

3



(Pending Legislation) H1SdtUU§mtUtshmHt5tCUHgfnn tfimJtifitiEntljitintunH 

tsi (Supply of Labour) naRusttJfUHgfnntsis^njijrnjHiSfnntuiatHtj^n

flunsStotsSin/iifriJtiJSftnTWHisfnmnnncufTusitntuttJnjHRTfiUfRaHiSfnji c* o  -o  c% L i L»

tdCUmGUsmnjltBnG[URUmUfa8S (Step 2 o f the Strategy process is
complete when Management has an accurate grasp o f  what is taking place 
in its environment and is aware o f impotant trends that might affect its

operations) 1

&5T3S8 cn:

(Identifying O pportunities and T hreats)

tlfnmrBfnmwuifirisiSn) HfipufpafgffitiiR tw tSnjnm ijcugstnstjjs

w[fiHR3iRSfcsti8fnw (Opportunities) fecuHgfnnmGmmojfiLmtiritisstifnj 

Rnam uia (Threats) t^tuHgmn[Rt[ycujHH8tfiHti5 *i

GJtnt^ulfmsffiniutuCutmsmGtjnjth§fnwufUHuifTinHaj ttntuH'iGtfimj
X) ^  i  c-\ tr% u

RnHmuitadcuHgfnnHtiJtsjmsintagfajiuinHgGmtsis ttfituwiJ{umiGStns sa  

nmswfmtijtitGjfi i  tslsncu tstnuH s^m im nnstcS num sH  (Fringe benefits 

tax) tsiiuxQMHgiriffi tfntjSuigisfnmipsBsitji tssm fim jfinunufltitfnjysjm  

JfiWJUfiftfi (Livelihoods) tp§mtninti[p^n5t3tflH8GniTiaJ[WUGJlUfdriU \T\H 

UistSjGttfitl5(No longer a legitimate business expense) *1 tflSfniUHlsuCTICU 

81v3SttintTltl5t|GS (Considerable Lobbying) anjHmijUGXfntUStUTltntlJriwtunfi 

Hf1{URUH8Iun5ntfnij3UIglS (The Restaurant Trade) *1 tmmtjSmtftSSStHftf 

ttSmmn[U[ycutS2trith§fnwtgficT) i tRGiutSHtMfitinjmunngLRtitjinjnnn: 

Wfp finCUlwnU[fiHins (A Business Seminar Luncheon Service) SultGttJlfith 

miGfUJHwmfiRtintuutss mltnstRGiRSRijit^miGtimajTRHTnlfanumHt/isv  u o  Ljxj i Lj U u U i  i

(Legitimate Businen Expenses) mm(y9imS(RtJlMnU5H8HU (Menu) UfUns 

mm(Pricing)9j{ft5tIt9iStiHlf1U]mtintiyiyWJUMHn6at3 (The Changed

io



Attitude o f Business People) §JWI^St3rnJ51HSingnmUTing[Rt)JUWtR 

(Lunch Requirements) *1 CUStiCURttl tfntjSm^StJjWU1SRSmG{u|fi8WtJlSGIb 

G nsitJia iw ijm nm jUG jim ss *1 giG8HfecuHgfnnHti5triR9R6iiji§mM nnmmdcu 

8StnRsn^m iRnHm uitiH i[M tiiin5Gains (Resources) tdfUHgmnts'is tmu

i s s n q a  &: s g re se sS sss re sg& saesn fl

(A n alysin g  the O rgan isation ’s Resources)

fi9j^t5tiu?tijnfrm5nj8im[fTlHgfTinHmRmn5fU8iv3RtiHafTiri}ni *1 m

sttinBmuMHtifnmnafimm (Skills) stiwHfifTin (Abilities) mutinies? m aris- 

fnntummhlUWHgfnntihatHG (The Organisation’s cash Position)? tfiHhfnn 

9Sn5tnSt^fi2t9tCUrnJtaCBfiJUwSst3tyntSls (New and Innovative Products)? 

tRhnOTJftn:tj8tnsmimnjraniuhmHG?j3iGtm8RtuifnnJUMtirafidti3 ujufiuwfi
N> I V»

JUfdHtifnn (How does the public perceive the organisation and the quality 

o f its products or services ) ?

tjtmstssuagtHnTuufRasgcufiricutjiiRUHUfringiiJHw tsistfimifnmmsG
o  J J  c* U  U  O o  U  n  n

(Large)Sv3uisd9ncu (Powerful) uhannim^tumsiHisunTitsinatuncuiigsttJitu 

finuQvlGStnS (Resource) Stitfs'ini (Skills) tunjjfifuis (Available) 1 {nuuis 

tjCUmtitUSfitiHtU uGtflTfiHtns Alfa Romeo HSmmUU9lJfitid5fi Minivans
n  u  u  v  u i  i

t^tU{msmHnLuuLRi3tHCUtiunin9fnfat5dmstsistg‘i Alfa Romeo hshisgs 

gis t2ujGtu[ygjnttrituttfifi2tutnstsinagdjij Minivans ttJitussnHiGiuttjtt tfi 

HraStiUJHtnB Ford, Toyota Sti Nissan tsistnstgjtu *1

£%5n&& d :  s l^ fiS fi65a$S S ^gfn8gegaaS 69^gS 5

(Id en tify in g  Strengths and W eaknesses)
m jlfnm slntitjurisg  d mmSl§jmftwmtimSGJIW(A clear assessment)

nGtUlG8iv3S\3GtUlGt8ptl5JUfi3Htifnn 1 umUHRHnipULRtiHIGniUlfiHnMHRRG



GJIfijnnw (Distinctive Competence) y6sinitultUt9JfiSv3GStns (The Unique 

Skills and Resource) JUWHtimn tuJnJfimiRHnHifGpnRtyttjtiJUWHttfnn (The 

Organisation’s Competitive Weapons) 1 3T1U1JQTI [fiHUis Black & Decker 

tnsgC5tgndCURt(^m[UtpWRQ9JUW{j1HUiS General Electric *1 tdmsstiCUfi 

t[^asam nri(C offee-M akers) EfttlSHIti (Toasters) STltiHG (Irons) 1CU *1 until

Black & Deck

sitimifimn (quality) sam njSjniw tiism i (Durability) tSHjgjtumufdtssfgltns 

GtlUinitpStjlti (Far More Profitable)

General Electric 1

frmunjnisHnfujtsH GWitssfa stimnwHpwutjiucinu (Liabilites) juwHtt 

mn wnuHnfRUbFiv3R^tgnfamsGitnG(A Crucial Part) istiunsgs! i m s until 

§jgtgiHfifRU[pti[5^htrifujt;H8iasatsjimuigticu8fiimigitmuigfin[w n/itUH 

idnimstsIfitriujGuuiGtSniuntiG (A Major) tsitcu8Hfinnstijgfin[w *i

ggumnn isIfitifujcHSiti sttinBmMJ?RSiaHwwsmimcu2ttGjiwnutina 

st3 fannfnujufiiHgfnn *i fnns8tg§jHR'{RU[Rv3aisfnilJitiJjwniiglRafrimgini 

tglstunSnSnfaHRnGttJitntgTmufiiHtifnn *i tstufunmtmacurintu Myer 

tsiHTfon^trfcuHisfuiGHSitittJtUTFiu^tuimcStMh sttmnnnramuwHfiStjsnRtfi 

moumwfujG&iuwtmglntigttmBffts? tsinttJunm custjiatiTutojufiSsstdfu 

m sfu jcm sp u i *1 n$nHltiui3tsfujG§siti n tPfiusm tustitm jynis i  ?ujgh

8ii3KiGijigufdRHti5Gmmsmiggtutijnmi^iMims1nv3ti5gpinTftnuwHi3fnn (A 
significant barrier to acceptance o f a change in the organisation’s 
strategy) i tGHiGxS^t\SmnjnJitsstsinhmnwfi59jmsrnnfi?[yt65fi5n8CinfnjvTiJ

islntifinusifrifitncu uOtfittinSritims *i mnwwSiHismmififijufmffiffimMS 

wtii[uf§ ttSm sam j^w yjH m G fiw u[fi tsim nitdcuuism nffim gjiit^nnm giti 

tsisystntnG m sigisiG ht8jjgfffit]gtsutsinag[nh Melbourne tsissi§]HSwj 

tunitG m nsim yyiututhu^m stfiiJ'itssm m jyjsria itnwmsmsmuwtifitihfci 

tpstgitcyHfitijuGtmcusmntnty ^H jurnjunSjm nm LinsstnR tgatna i  ngfnn



3S (Successful organisations with strong cultures can become Prisoners 

o f their own past successes) 1

(Risk Taking) ginitun

[yttintiSnmnGLulfi (Exploit Innovation) (Reward

Performance) 1 tthmtlPfit^2ufi5S1SltjlUjgfinrWT?iUutUimmrifrisivltSS mcu 

(Values) xafUJGHHlSfi|nnn9ilwgimJGRmWHf1[RU[Jiti (Managerial Prefere 

-nces) tcumgfinLfUHaiGSS i asntnjan tsinafujt55tuWHscfUGRinsfnj{utia3 

(Risk-Aversive Culture) Hni?iUTRt3HCSGnJC?itIJ9fiJ1TWtS3CU«1SCURnn: mjmi 

(Defensive)tbGS?unjmfiUSm31t3ttSfnJ|UtjUJ[y^S?gntlimmn (Financial Expo 

sure) tt?imGtuQgji3GitPSbu ^ n Ms u ^sbrnnLUiutii8ihmfiTis ththblfig jututu

iSfustitTRfHtjius i tsintitumm:iit3futfi5aGnjGfifnjTudojTut3is tfiH sm tnsm jU U i  «  o  tj r> U  i U  u

jnmSnns mfututmiScjHPipu^m^^wsnsttumjmfiusmtfiriuimQtimm

(Cost Cutting) ttxitiJ?PiCUHt2jts^fidtufinm^cuHis^mJHmtjimtsi§ *i titmgl

lqits1ntifijnJitt3gumnGLU?fibmng§^ftpstP§jmcuHnbmJLRtlIP s^ UjH tsltro

utGfi1sji§stifnjutS?idtCfititu29 i^i^tiiRmsagnjiMfit{GSX9jRyir;«HnjrigdfiJ 

tutUSIb (More service locations or a superior sales force) *1

g s$ n sa  b :  ^ ^ d l a 5 6 f f i e g g j £ f l 6 ^ r e g ^ 8 g g 6 g & « «g$$5&$s$8gnCT

(R eassessing the O rgan isation ’s M ission and O bjectives)
miumnjtnsfijunsg m sage* mSjifimBtgmifttHmrotwSmMJUMHgmn

( wHtHfURSwtcug cS-mn Gtuimss tm nisw ritfifm lrnm ra SWOT nnm sfi
u  V I Li Li

{UHroSsfcnjiGgifc GOiiGtsjim

HUJtdn5HgfnnH1G9irnmritfl[yttirit5§tnS (To identify a niche that the 

organisation can exploit) *1

tunsRjtsitcurmlmmw swot sbfrijnMRtaisngfriwwnuHttfnn HnjRU 

{pagJfitijmnjtgtjlniHmuwfinH sttitncuutuitiJUMgs i  imuwrmy



uwitigititss^sm n[pnt5stiJH tg (Realistic)? tfi[g im sm nm [m g (Need 

Modification) ? tUWSt^[Rto3mnm[Utc5sfatdiJUmfi3Hgfnn (Overall 

Direction) ms1(fitilSSt)ti ?tiCUjjnfwmGtfmPGGimp£yti (To originate) 1 

yptitgjfi tuw s^ystfiu iG H isrnnm pig  tsisHGLmjptifinfiGimptGmjGin 

t G v3 tl] g fill [WISH tit gl (To begin the actual formulation o f strategies) ‘I

(F orm ulating  Strategics)
tGTGfnnriGmgfmTfdtsinjuiutjififjitSi’nH Tnuuisstinjthumjtiiitfimfijti ^Lr\j |  cP L i O  c-% L_i i i 0

mirnm?itimgfiTibwsitits§tgtgiumun^tnJijmnsfnJwtJGGg (The Dicision- 

Making Process) 1 tUStlTim§jGtgi Hn[GU[Rti[G^pti^mmtGtGgfiTlLWttijti9 

fijnutb2wnwjGttjimty2fanwajgfiTLfyiuGtdnjf5mmunjttiugifiytiJ9 (A set that 

is compatible at each level) ItJimtuEUtpjHtifnnmGgnnimnGcUGtMniUlStLGS 

utjfinGSG'is sti§m w m w 8sttifuy istsin tiu jw ispn itsis i

2unsg nl msfnntncntnjmtsitntut^fUHnTGUTGtitnstJjuGSfuojimGfinTfij 

(A Set o f Strategics) tdwtifu§jHtifnns?t[]jjut£GtGtsintifriJLunGLUttiti (A 

Competitive Advantage) *1 ICTICUGtfl HnLGULGtiStintUlti^UinuWHtifnn (To 

Position the Organisation) t2HjmGtnStgjjUtffiG[y^ti 1 HGStiGIStlSniUSIU 

um gjm slntitfnm ss bumnssgnugii^jHismifimmfuttiimyjmGtglttunciritiymtiti

tufuniuitin^tnjinsmJhUGGhuttititsintiJtitigfijjiiJiGy ytinuwHtim n (A careful 
evaluation o f the competitive forces that dictate the rules o f 

competition) i HnLGULGtitdnjuisttfiG2mtL2wrjwtijg^Lwttinjdcii§jHtifnns^ 

tbUjUtLG3UptSintifni[ynG[yttiti (The most favourable competitive 

advantage) 1 umUHntG8G8Jnjignt[Ujtnsns§jtriStIJJ (To Sustain That 

Avantage Over Time)

---------------------------------------- 3— n  »  b b --------<a ft



(Im p lem en tin g  S trategies)

RrruHafns

(Implementation) 1 t91SU^mnGtdSmJt^tIJSfiJl[WHlS{Uw|fririt]Jli3aiTin nfl 

uaggratnsujiRSmttJjtuMStjimiHSlfistsitGHStnsnjtsis i tJimjnfiTfi^RHiag
xj i  o  ^  m  L n J

aifisaajfititijgfiniM amcsiwHS *i tygfmiwyjnmfrtmtfifiStij giggnlijwajG  

siwhs Ht3fnnumtunjHisfnnwfntnsm *1 tuwstfiHbrnnHmtGrnjtjifijui
n  cj 0  u  ) «  h  n  u  cu n

G8tcumgfin[w tsitutJiuginfimBJnHJuwgs Hgmm8i2{gh5mjgiwyj9jtn3faH 

[WUttUfTinjjUGJGSIfijHSgntiUfUJUfijgS (To make appropriate changes in its 

overall structural design) 1

necessary ingredient)

tsIntiojgfinTwtdcuggmttfifiSaj *1 TfiHHmmjmfcttsItfifinnjTicij abtfimTfnyfecu
cx  1 e* u n  u  U ) c» U  u  c* o  «  u

ntfiawiKMSistihtt

dtGsttfJ 1 lGUtjwtiSRgnGgdnjHSWjt^Gtiti5tncuHLUw|fnmsifit3tiJHfi2nsi 1 

HmfimfitiTmuinjTfifmmSwuM utuisucunfu tfinJstG tti? Btgltiwn u
c% U  U  U  L / u  L> o  r-» v J

ttinmncuafatojiSfi tSujwtictfntuutintit^tijgfmLMJuwHgmn (The 

Organisation’s Strategic Objectives) 1 t2HJ§[Ojgfiri[W§gGtUtth?i8m tClCUgs 

tEi[5^L2wnWHSWJ§t£}fUins8sini3W9m (Different Skills) itijatunBriuguja 

tglmaHsmiuititj ujitijjwitmGniafBttinSfisss 1
I  ^  V J  V  CU

<£: s ^ a ia s a s a s S a s
................................................................................ ..... ..................— c c ------------

(E va lu atin g  R esults)
2unat5m[fnrata1ntifitnjiimi(puiRa^ujgfmiMRfitiJRironjgtiW 1 tRtijg 

EiniwJuwitSttHisiywgfnn (Effective) yaiumuitu? tsitnaiRffnnfiml 

(Adjustments) tBllfifilumg?

tSSH1 |WmtWutnxijfriJ[GGnSGj (The Control Process) *1 gWj8:8titn§fi 

tgw (Techiques) ttinjtiSlttraRTBnHR tbdmGI S ^ s l lSl^wt2yjnmm(TtGgtiti5 

tatygMlLW tuitIJ8t3t?1Rlf3fnjniin:3faiUinRtjlunfta (Significant Deciations) 1



(C orporate-L evel Strategic F ram ew ork)

tt5i3nnjiRsmHsmtcSm9fmTWisinjuiut3infirij2fnmuimwjfijfixijiji : tS
l e> L><-1 ' *  u  u

tt5r3RJ[UfiUH8t3sn)H8o (In what set o f businesses should we be?) I ghHuCU 

tRStiJHi]|ft^nt3mnStiJstiwaiinssR[nu8nfitijgfin[WG stJthiptj Portfolio juw 

fimSfffH (Two popular approaches are the grand strategies framework and 

the corporate protfolio matrix) *1

1/ gS5gft3,3fegd (G rand Strategies)

[flHUlS Shell, National Australia Bank, Sv3 Westpac 

QSfUttjlfifitlJ SvJHIStsCUGttUlCJ (Profitable) *1 tm^ntiUBISgltSS IflHUjSSHOJ*) 

unm 2nc5g«3M |n^ i?iHtj}st[utt Shell JHt^uti5St3Hn2nsi[nHujstiyi3tjit{ps 

tgjfi unfitnniGRsaifjpfiJiSfnntJtsJcu (To maintain the status quo) tdcunnatns 

1 GtlUinD National Australia Bank nn^tRn[Sn[uBufimJSt3n{SriU8t5sn] 

m wssuhistnQs i tsitncutjiHtumtsis Westpac nn^tfimRusmsanjriGtciJifiSs 

tsnstfsm  i tRfntinsTCunsMSfiJfTigimsstgisnHtijgfiriffaGutsjQfinTfatacuTn
i vi *vj I <* I o  U o  I e» L j o

tfinumngi^HW ( These different directions can be explained in terms of 

grand or all- encompassing Strategies) *1

n/ 6ft5Sgnn (Stability)
CP  O •  Ck  o

t!jgfin{WtWJfnn (A stability Strategy) RfiCinmtflffimJHS*nSHt{UIUnJG 

U (By an absence o f significant change) 1 ggiUUnmstHgtmLMiSStn.BrriJUS 

unHR§tjSdtuCutuitiJgcijtic5?itjC\5 mwfttiftJnj injimtuingtijidtum ttro jin jin issf 

dcuGtnjimnfnilsttinfiuGtnfunsatgi i
V J  V  tK)

tmsitnwiimicJwHRiRup^lg^iyfTisujfitfnwfninntwifTin? tsltntmticmfi



(The organisation’s performance as 

satisfactory) tt/immtirimwtsi^qiH1St£ijJfrin8st[y[UfU (Stable and 

unchanging) *1

ftmsmintjimsIfitimJGtiruuttmHnHtimnytu fatmSjfnHffigfinTfinwf-
c '  ►< i n  > j  n  u  i e » L ic - i  ^

Gssiumg ?E3tUGtifinjfnntjinRijic3tGs ‘naiTmgwHTftntustitui^cmwsiti minrSnu  u  c« u  v  u  o  v  vJ  b

H8JUi8^imufUtG§jtfimSfnJSinGGChgtsi (Growth tend to have universal 

appeal) iuimmnsiE3t^fu5sHiafnn{utynji{paxR[RJtnsxRggcummjJimpinJtjnR 

mstiJtrnildjtitgjmun5n5^tJv1wnut{Swnw (Retrenchment is often as a 

necessary evil) 1 t£Ufi5ntSstSj?i fniSRSIRp^jHIStWIfTin (The active pursuit 

o f  stability) HIGSlSjtRtnRgflHnLRULRtatiiyiSGgtUltHU^R (Being considered 

complacent or even smug) 1

[jiHins Shell st3[RHUistiyt3t3tgtgjR uGth Mobil sb bp  fitfiggnmtih 

tsbRHujstunjtLSL^wtijgfiriLwiss i {fiHujstsscuRtiffifidcuGtiuicjtipsiRHstjcBR 

tatUHISGSamfi (Limited Range o f  Products) 1 t J ^ n X ujH5tTtmPiHJfiJSHS 

(M ajor Product) ^tRJuwtRRntiifiugicjcuRtuiisfdm uIiimnsjtna?gmwgRG 

tihtithsIfitifTlJClinSGroiglntigwptflfiHlSS (Enormous economic barriers to 

this industry) 1 Jf1HU)atiyaH1sgi|pJCUfUMtmtJltIltgR (Their own unique 

niche)H/iffitnsmi[y^tiyjnjfcH1Sfflfi (Limited Competition) gUiSHntpupti 

USWfRRnmjyjf^Smntumnnv3tfliriSbfiBUtTl§ig (Little interest in changing 

the status quo) i HRpu^t8mtgiunmnmGgsmRjigRH9tt3n5cyjuwtR *i

8 / sl6asisa5gia»ft5 (G row th)

m jsnsinsjtnsm asnjfinnw  (The Pursuit of Growth) RtJlHtuCUtRHlS 

m jtnum jyniitiriagi^ (A magical appeal jtsIn tijy tgw H fii^sfnm jps 

t^ts3JH9itigjtgfaH{wic5 sticimicmwgjtitivi i



(Bigger is thought to be better) EUltlJGUtifiiiCyutifi (The biggest is best) 1

t9inbfnfmnuwtt5bmsfin[wtsnt[uistijRCiriM (A growth strategy) yissmtfi

mSsmmS[URuBrnnuWHbfnn (Increasing the level o f the organisation’s

operations) 1 m nssjH H Isltnsm J (Popular Mesures)tuCUtnstRQtUQtl^G^i 
tiOQCUUt#«(More Revenues) ffwTJltinnnttlU(More Employees) tOtuUtiOtan
gdjlimatRG (More o f the Market Share) *1 mnxjsWfiCUlwmBMUGTjiamHJaj:

ttriCUET) (A merger with similar firms or diversifications) *1

yiHuistititfi MC Donald tnstditffiojsfiiihwntniiswfifuifdmHJmrfni 

n[SnwnHfnmJJltI5dinj (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 isItnflKuCU 

[JJHUiatirafigiJUtJj SA Brewing G9CUUlSttjfi Rheem JUWtfi nritmmjisgn][fftt 

UiadwmUMtjlfiSmfTlHItHin (Two American hot-water appliance 

manufacturers) tm^tijgfmLwntSnHsfistjtSHjMtJGtnsmnjisnjfinjiM (They 

were using a diversification strategy to achieve growth) ‘i

R/ (R etrenchm ent)

BRHnsnjsbgw^jg do mjmRUsmS^mRjtdWHsnmsfmufunuHn{riu 

[Rttts1mHUtUTi{yigMHfiJ§jstsini3nnntnrin i m ssjciri^nGbfm jfnnijitfinnh 

tRHS^tygfiriEwmfiUStiHSistg tmnjRm jmnustijguisbGSSug^sm (Reducing 

the size or diversity o f  their operations) 1 tfitSlfibgfdffijGht[rr)tIKSS fnitnfi 

GStam sipupti (M anaging decline) tflSmtms1tftUCmHffi«Jnj$itnstfimHul8



{TlJ[ynfi[mdticflbnungfiJ (Aggressive Foreign Com petition) rrutwifi 

GJlugnjlUtgjalni(Deregulation) mnuumn5miS[fiHtnS(Mergers) migniFRH 

ins (Acquisitions) mfim uin]E9ttiRtngnlsjl (M ajor Technological 

Breakthroughs) (Some o f the more

obvious) *t gmumin ttfimfiriJuswfggn5tnstjCUGtanni [Ruins Westpac ins 

wxjQmsustijmflstarimgitfUPinsiiJitpajuM gsisiaungM  ( To divest itself 

o f  most o f  its overseas operations) 1 (JJHUja Boral rnfiUSUjlIktlJimn^fiJnH 

G S [fill fU( Light Engeering) SttlgRtinjmsjfnu 8ms1tnfu3*K8s Smorgon 

Group tnswuGtufittricu?gnLu ^ u SfT1Î I P s m wgs i taltntmufUGamu 

Commonwealth tslTmgMHTftJlWSmtlSRGSIfnJ State Bank o f  Victoria 5RU1SLi U U o  m

mmidttfiHSHnsfnjmfiusmuFimn uugftnsuuw G sifnng i tRTmatmujitnwuc« J  ^  i n  m  L»

sfmstiHmss wisi StiygWRtjnjpsfRftnsusm *i

wsTfiHtiistfttfSsttjrofsItnroEtotss H S ^tugw iffam nustu i tugfintMtas
U i  i  Li «• i n  i  c» u n  i c» u n

HiG[GJnistGtHn5t\5nitjitfilG§GUv3 (A major method) Mnuitfmtncutijmg1i{y 

tSHj^sjwiujunp^HmGSStBajfnjiRCUjmnistfdgnGiufijj-yMUins s m u w p  

tgw i jyiRwcutnsmRustsjGSSHntGmnjpsxsiRtitgRMfijiGrnj wsifitncu sbitw 

lifiTiGiJtinrgibtsintiLUtgwHLriricS gimslRti[mgfanfi5fcmwgjti *i tslincuttaiss 

IRtnS«SfRtI5gpiTl{Wn{3fiH8JUJ (A Diversification Strategy) tSlfitimJCUfi 

tmnjsfHsfisnjtgmMfiJUMtRtjitps dGthtdnHBws sm y^bdfidb  H§rjstg1 

SjwinLfnfaands n

ID/ S5W$5$5$T}a5gn (C om bination)

tl5gwi{wunumcum (A Combination Strategy) mfimiHafRisItncugfH

msJti}Sfmiwgibyms8ibtnji38GSSto mjpstfimss i ggiuwin HStSsn^sIntiyiH

ujaHtismtstftitftgljnmaacufinnM Gttinn^ys^sniHmtgjRtsinbhfjutjisdtum 

isisnnbtmHtam *i ggunmn [nnins Burns Philp ta1tnroS*H88tnsmfiusti55ro



ttimms BBC ?atuiytuinji^ttiniuSuRfniGijititRiufijfi tmsItnnjthHmmtsis 

tfintj)SSmmn[nBUlSttinmUJ sat[j5^SW  (Yeast and Condiment firms) tjin 

tw w isim im fi tt?iwts1nasfi9££tf tRCTsmmigit^|nHuisRtujGtjiaimsiitSrifin 

tcuifi *i

2/ g n n s g ^ a s I g g tg C jg f t r a S s f ig  (C orporate Portfolio

M atrix)

GCiniRmjHmisinaGnrnRfnntJwtRsmHijpstjia^ thmsmgfmgmslnjtfiu 

(One o f the most approaches to corporate level-strategy) tilfifimtjfriUfi 

rnnt3Hl(gmBtinJU{|iRniSJnH I Boston (Boston

Consulting Group) nlo BnJTlRfmtS8tnUtX5nHnHSfRSfRSmj3tU

til SBUSHUJ9JUWHafTinHlt5{5ftnsnjUGtgatSltffimnaH1{gc 2 x 2  (Two by 

two matrix)tuHjntuifitucut3its SBU HfflnjmtirogwwmsnwgMtfititfi (W hich 

SBUs offer high potential) ttTitiJBma/ntdmtilusritsittSGsmsjuwHafnn 

(Which are a drain on the organisation’s resources) 1 H"I(QG BCG JUWtR 

tnsuainitsInaGSfiJtnjg d -d  i Hnjttin (The Horizontal Axis) fitunaGtcuin 

9tjJU(Market Share) HfiJWJJ(The Vertical Axis) RCimttmnjisgtijlJfnHmmia 

sn  (Anticipated Market Growth) 1 fanutfimmOJlfiStUHSm GtMngtijlJSW 

Hiaamth{fjHtSai^HRwnsH3tms1nagMptfinHJUM3s i ntrmsst|j~ij]^lt4isntinfi 

LRHtHiaturiGCunw90%tsntnTisLutn^tsdcu?it3fiin5fitGni ( qjnmngjgiRHRtiinfn 

tuim) i Hi[gGISSU^1t3 in u ^?l3tJs Lf?H^

-  tmcym ( mansgiu Gtiuinstipsw) -f 

tiWSititutsinaGnmRiutfigtssgnjfinG[pntps?fint[uisw?icirifat9lHsi- 

RRmamR *t

-  tfttu ( mnJistyfinnMSM GtcumgtijuswjT tim ticugititssnnatfiwm sl 

nagdjindWnnatRBlSrnifURnriWtCl^S (A fast-growing m arket)



ItximHISCtnJinitUMflJmsinagdjlJ (Dominant Share in the Market) 

tsis tfimtj yHsmGi§9jmsGJSfinG(t4in?tiHis tfrffiHi[wwtnjtwGfi 

[RJmnn5frij1stunmc5inv3G[ri ym jdcuG Juw ^ i

-  wcrriwj ( mnJisnjfinriMSw Gttumgtijijgiu)^ tssthtjPjfitjEuSstgjh

(Speculative Products) tufU{UGmu1ti5tTlI{ytjaJt{GS *1 flHlGtinStinj 

Gttl/lCJtRfnRJtGtSGttUlPigtjJIJSlU 1

-  tg  ( ntn/iscuRtuifiigiu G ttu insdjijg iu)- ciunRijnngislum Htm gs 

SssiHRSffmGUjimjpstg n/itHfift5sgiHgiim{psu3j i tifBfiticugih 

tSSHSW^Ht3lH1GdtI5HtnSt|GSIS12tg (No promise for improved 

performance) *1

IRftUratftH'ligG BCG WSGt^UISRSWtmtiWJUWriUWnjl (Cumulative 

learning curves) *1 tSSthmJWSfith IUyiGinsymnnhIGUtS?itjCUGtiCUHti5 tUltG

(Rupai3in?iifriiiiWRiuM3stnaMyLwu ^sR ^s^S nfla isuJH itin tiw R tin jM iu

t^tudWGtTisshsiuGSfmjfrifiusmtfiTiuimtutuTGfGtirntiittyrriJtimGJUfijsutii1) n
u  ^  i Lnj u

loo isim o fnmtu i aiGstRMigiatjiyiHujstijnjHiSGttiiingijjirGijitJiR [Gfctunm

tWlintijgiUtj1t3tR (Business that hold the largest market share will have the 

lowest cost) 1

hgjJGJtt5munginsG]tinf?Gm (Implication) tSfnnhih(gG CG wnum g 

WHW *1 MnUTRHSHt5J9 tRHRTRUTRlJRnRHSfSitlJgfinTMH?
l _ # o  U  i u  c* U  U  u  i n  i c> L , o  ^

mjffinJTtJiJjuw BCG uhimtjiHhfnntdfucGsuhtiCGGttinnifGriuJtGitnnjs
L/ U  i n  m  o  *o «j

tSHTGiutURGiiuingtini saggniuistjfUGUinrmSmittnajamgiHS (B C G ’s 
Research Finds That Organisations That Sacrifice Short-Run Profits to 

Gain M arket Share Yield the Highest Long Run Profits) 1 utGSHn|jiU[pi3GJ

ufitHfigmtiittm§jtnstipsutjfi tuimmRustsimfl8tun?issS9trai?n9js3njmfi 

HUjjyn tTStxjxiyipwwtHtSwtnsmgnmtgfiSttirimsifitftingitiJ *i m ilstonG 

I|pStSiRttXtiflglU3dCUtifUGinnni8W (High Dividends) 1 nm uim tfttgnthtm sl



sutiritsisatsit^tgnxmnjtiJxt^tJLjstynJTUfatfiSidnj (Muture) ufimmsscynciriwfi 

gina§ (Growth Declines) i mjwnaamun5nninthbtngin9t3satgn[ntifanTi 

mj i 8snnnjnfn5ntmcuttjiti53stgjnni[n^[umm9jtgi^itdngitij i tn tgneib  

MtTnwJHisfTinfutatiitu613 ^^Hn[nu[nt3Hsaat^sfTiJLut3tiJ[u6istuutsst[as 

tg i tgn?GHStSunriHthmgfiJi[wt9 i tnnnncumamyfijsttricutuwst^His^fnw 

mH (At the Earliest Opportunity) 1 {JIHtnSHSnjgn (Retention) tJUSfni 

IstrningsttB fim gltgjntg i njffifanjtnsnm injm gm s tnjnammgityuytjiw 

tSnjgnittinwcTnwj i ggitmtui h i(9g BCG m atnhsi§jH npu{nti[nuuis 

McGraw-Hill §JCUnttnCUti3l3snjtdmfajftfri (Trade book business) mymsfl 

w m slnm ^m g unsmtfisritnifym dathys^sn itgn tw j^fdfijnu^nH tm lgjid jm  

jufiigs (Textbook business) tfmjlaiunmgint3ttiRdimgt5tiim?faR(ytnw^t/i 

(Business week)mdnMCTnMJgt5l^tirafitsaJMnU9n^inHn3glSgsStIJ (Database 

information productions) 1

tsif1i3ysisai§9tss gfijjs: tSHfUUffiWll2ffiH (The corporate portfolio 

concept) auiwttfimtgjnHiygG BCG) tnstnriutisJfnn5«cinti(Lustre)JUMh i

inHnnHcmt/inH? tihattTiatimwuisttsntiajystsrits i 5 huj [puHtifTingifcHw

SstnstHcmtSrmfingtfi ntarisgtjjiisitgidtiimjmfiusmtfmtlimGtiTim *i u3hj 

^ttlJijfniniSttjinStlJtgifnHnttlfnawnjl (Learning curves) Hn{RU{pa{Rf?R[RR 

nsny§jtnstiinstgitc5tfiriuiU5 (Tightly control costs) i tntfiHnranj S s tn sn n  

Lnuipagit3Hwmat§ytastgitnstg i §ni gwjsiHnjuiRMSRtJiHsflsniJuwHgfnn 

HmmG^ftUultGnt^lgnnG^i^Gtarnnmtgjn (Can be divided into a 

treasonable number o f independent units) 1 ntymsfanUHbfnnGtdfUUISfnn

ftrinpups ^thmjtrimsibygwtnnninnbrnjHsfns i 55 titmslsaminpmtuigfi

ttimsJwtminithttamsstffistnsuttinimRtjWGtriJinisM (High level o fC* c* r~x i /i  -O o  v c >

profitability) tfiaR[ufav3JUM89 fewnnmnuismnjisfynrmwtdimtTisGtcisng 

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



satumntitUt^9tipJUmmGHlSHntunSH8tmRHm(A market can have only 

one leader) tsis^timnntuiiwts[nutJisgiaHfij[R^uismih?iitiuismntgint3[ytfig

?a i itsnnitolmHQRysiHtuuLRftriiSfnHHsflscjJuwHafrinfTimpsRMmsInb 

flnmfnnjtu safss u/imBisfinntfuii stiMM i5stf5si9funmGrnf?sttinfi *t
v  i o  v o  u  L» o*

tgisuthHnsunrimtiufQsn nw{9t5HCUu(R{mjSfnHtai?ntjigMjs:His 

[ymntjSututu i fignisf[RU3nnfi5nmMt3mcutsitwH8fisniti3}ti')m (Disparate 

businesses) nfimmSfitnssfunmHiQmnwnmGmiwuGSfitiitHgfmfwtiSmnw 

tun tGfimtI5GSG1smmsitLU{piM(Priorities for making strategic resource 

allocation decisions) 1 tRflHlSmRjnttSSJUMflGpwnnw TSl{jn3t3lflJnEgfltfl 

^unJtifiHtufdnuRURjbHriTfiUfPib tsint3m j nt“□ msJqjstu-)ttu^situujitjtinntm5 - 

2ffiH (As a device for guiding management in setting corporate-level 

strategy) *1

(B usiness-L evel Strategic Fram ew ork)
tsitnn5ts§tt5atiirisdnjnjtfiutiifiTnuuis *i fnusnnttStutRStiujuGStjititR«* u  I ? u  E  U

^slnafTumjRiSiHrtLRULRti SBU figwjs: HnujgttijwMJUwiro (Adaptive 

strategy) Itjimst3gWjS:HntIJSfin[fatynRIU?tjt3 (Competitive strategy) *1

9 /  (A daptive Strategy)

{rasnmsffigwifMMJUMinj {Rftnsujumgjt3fnHJtij:mJwnptsiiffiti39- 

riR^O a m n §^§f!XBusiness strategies) JUfii Raymond Miles Sti Charles 

Snow 1 t^fiutiHRSItirijRMRtnStWtSIgfiJllMUSpjtnSR HfimJCTli (Defender) 

HfifmSnnutU (Prospector) Hfi1fn?i(Analysers) 3tiHR§raiu5nH(Reactors) 1 

usiuHfihnfiuginitji tfiHiGwuG^RSmtnstfiHms^mgfiRLwamumtsmgfmLw 

gibUuijy tu w s^ u ism jw m ty j^m g firi[w  stiulunm w tsttifitjstm sis jgs~i



WHSttinb SvJutll?ijfnJ[RU[?iv3(Success can be achieved with any o f 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«5wrafJtjltIJ9fin[MfinHntiCU[URnH(The reactor strategy) qpStfiSItgl 

jfifnnun2tu(Failure) c fdHtHfumntid-Q) i GntStiLntfUfiiScuLutfigsHtu^'ts 

[mngmgfiriffGsitiustss t2uj

ginitjiSLUttintisnhHm m s *1

mntitHJS Cj-9: U59fmj£jWm«JCl51UW Miles Sb Snow (Miles and Snow’s 
adaptive strategies)

pumgtsmgfinpw tfnfuun/iiJ tfiftnawHiwu iGSiwussbutnji}fn}fiJU[fiju

Hfirmmj twimnsb Histwimn muRRnsRjtajis {Ufiufjmj
(Defenders) puwgfnn mspuwgfnn GtimtURc

Hnpmufmum fnnmGumus mstfiuntu JGSIWUSGIfUb UmnjfiSfi§9

(Prospectors) mumruagw:

nnlmn twimn sbmn mnmfuustfGs mipRupfibttuis sbfnnmg

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

mn umfURsri§9

HRpuBnu USGJlfU njRStmamS HSGJIW

(Reactors) G1S

fi/ (D efenders)

tsifutgwHLfiri^ [nHuisjnmfatjmnG Ansett sb Qantas tnst^jfriHmg- 

fiTiydHfimjmjnbH32sm2ntjms(Transport business) 1 Hnmjmnwbjmwj 

fnn(Stability) t£^mwSmfitiffifitjtUinsmRHtIJCSS(A limited set of  products 

directed at a narrow segment o f  the total potential market) wnuuf jgdpj



Hffl|gt3RGtagtij1igitiHW!t5njJni5ins 1 tSlntiLtnKS9tijlJfiG(Limited niche) tss 

HnmjmJ3fi8tint38iaiSHjnnl3R{uton9jGnjgG18StnS (To prevent competitors 

from entering their “ tu rf’) 1 tiI9fin[WtSSH1GSi3[R^RfanGtdlfi2mniSfnUJtI5: 

GtliTGmmhmGWdCh dGt^mmCUlRRtCUnt3StI5{UhG{Utdtl (Competitive 

pricing) ymJUtSfitjnJSitjnj mwfltufUH1Sfjnflfnn3W(High quality products or 

services) *i Hnmjmt[GstRhHS^njsdynBmjnn yssim j(T rends) fecmslsiti 

urdTtftigtinjRGm&hmsis iiftwnSwuwmnmfmstufiCtfiwmHjmrmmrignjsGCu
U  b |  \ J  V  v  I 1 V

9 tip I tI?imsamJUtSRtilSGt4CUt£5tUH1SUJH1tUin[Ulfi(To grow through market 

penetration and some limited product development) 1 uCUU3n 9lHfifnJCTIJnfi 

[tnRuHiGGiu sajfyitnsitjasdjiiRGtmn^gajamsgwjiinnHJUM XR ttinififmtia 

mwtRnmnsdgdiRGtuGs i

to/ f$?^p65fl565si5 (P rospector)

Mayne Nickless t2jfnHm9fin[MHRtUl3tUtHCl5 (A prospector strategy) 

tSl nttHStjSCJtWflWSfnn StigjfiHmfiHSJUWtfi (Health services and 

telecommunications businesses) 1 tthtUtitG[fijgjStgiSi3HnmjmJ HRgUtHm 

tStu?Mi3JRms3tuStuitHtyfi (innovation) i GSGSirnu&ftmslRtimnfitns Sh9im 

ffinpjttintisntil3fitinjti sagtijlltfo (New product and Market oppor tuniti - 

es) i  sttjRjitnsMHRfnmsifjtjmiHttiRLtiyif

SvlinRmJluigihgjim (The capacity to survey a 

wide range of environmental conditions, trends and events) 1 tjlCUgtifU 

tjisunmnmGumustnsfnHfnoKtgfo: (Flexibility) yisftrij:w8isuti?iwnu gisi 

tinfttiimjtiJiuwHn{Ht§£m§nj i

*5/ (A nalysers)

gnUtFISlTtU Fuji tBjmHm9fJiyumWHfi1fnR(Analyser strategy) ‘I 059-

firiLW3R8mRusmthHRUitJisffriiLutiti)yjtjis(Risk) stimSfitiroGtnjicmHimtns



f[GSUtafi (Maximize the opportunity for profit) 1 thGnititGnhS?i?uCUQ9CUtj)S 

(Successful ideas) JUftijUlSfUtHW 1 (RHUjatSoj Fuji 

luCUHISRSfiS^More innovative competitors) uGtfl Kodak tutUHIStiffifitjfUnj 

tfia (Superior products) ytiwfitjcu^cutRmGtgtmmgdjin^tjiHisRnjifnngw 

tntusomt?! RLmtiatnsu^tjtHim raniGjiwtfiHisgdjinuitu *i

HnlfnR{nrtfiHlSMHRnin (Ability) tgUIRmsiSttmimHSIUMHnjUlHtU 

*GCUW81S9 tms1intUtai:tJ5nRJltnSSJlUM|fnniuSuR (Operating efficiency) 

ts lnbhusg tijii stttiWRtituttJcuinsxMifnnjuwimaj *i

Hn[ytHCUtUCU[RfjntKiaJt\SfJHLfnGIftiini8fd (High profit margins) ?uCU 

wHStiRj9jtm§fnifiit3ti5 afc99iRwttmm8WfiHmnmsLUM§mniuMtms1fifc 

uUUlJmJdWfifProductive inefficiencies) 1 Hnlfnm{GStHCUt\5tJHLfriGllinfJ 

giUtfiaHfl[tn5nHHnj tfiGjlWflTlWtflti (But are efficient) r

255/ S ^ 5 ? 8 ^ S 5 fi§  (R e ac to rs )

HnfuBnHGlUnti§jm9fiTlfWtSit[fnHtG(A residual strategy) 1 tmCURGiil 

U jununcuaiyagiugs Sv3HStflStftiJfnn(The inconsistent and unstable 

patterns) ?t3tmflRtnBtgTl3t3itnJUtt3ratU9finTftJHtUnt3mwnHtIJ9fiJlTM91i3UTRj 

tnatRHafgfnHIJJltHHatnaWHLMU (Pursued improperly) 1 tflGtgl 

IGtiJfiUyStnSfijU[WU (Respond inappropriately) tGHStnSCU(Perform Poorly) 

ttJIUJftnmWI HSGi3ulfiGfiHSJfi81U8StffimSfiJlIWGnfjciriwn/nHtl5WnUinCl5HS1
«• o  i n u  t»  l c» u n  u

fifi (Reluctant to commit themselves aggressively to specific strategy for 

the future) *1 tsiG ^ncuysiS^^tS§H nfG U fG d[nuuis Wang Laboratories 

mrittSmtftsaBaGiatSjmHHmuBnHtg i usiuntGgfmTwtSHiufass (mjtinjfi 

gunj[i/f?fnRgsati5) tnaim fijH tui^ujfm nfiatisutLunnjgitiitugatpatnfi dtcs 

HR{mj[?ttJ{fJHUj8 Wang 8G8tWv3JfiGtlflGG|§3 1 ynstm slntijfl 1991 [fjtitjia 

Wang nmmjn/itfisifiHW $385cins i  ta1{yt9WHt{^ratmrifigntii CSR w m sl



ntiw ism m ssfslnagw ffijs 80 isitntut^cuiritunitncufinsitdmLuti stiupw 

(Delhi Oil) tuiw3ifiutitihtit[Gs JGtuimimunsinfiJit3[nHuisHGn]s^isiwuijg 

m tu ln  tuimnQgfUJ^mjsiRuatiJi^iGsigjfi i

g558ft5^f^|5Qg^|S6£g (C om p etitive  Strategies)

RSRSwsisutjRtsiinfuB^iss tsintimnGtdstriJtjimgfiriTwinR^tifTiupirifirii -♦  «  *» i a  u n  m  c*

luIUW Michael Porter t^CUtGmnslHUTllQJlrijmtjStJt^fltiWnfulgjltijtlj 

Havard 1 TRU3CiniStI5gfmTWTUnRTUttjt3JUW?nfiUtlimt3lHf1TfiUf?it3mGtT2faUW
u  b  i  c> u o  U  u  U  in  m  «  u  U  l_j

nn^GUimuQjgfirilwgtglsl^U (From among three generic strategies) ‘1 ttflfi 

2mmLwti5tcumnL2wnwmnmgfiJi{wtuCU(Rj (The right strategy) imnjm[2w 

mRtijgrmTWtufUMfntelStifiUlJTUnfiTUttiaiUMHtifnn (One that fits the 

competitive posture o f the organisation) tUlti5Si39^UinHtuP5tilH3t3snj 

JUWHgfnntSS 1 ftmtiGJUfihtlJlfi Porter R?nRCTSUqTinGJ1Wtjhv3hd^^^Gtdnj 

Hn^UlptiHIGUtSfi Sl3JnpCTSSh{UjURt3fniJURRjyttji3 (Competitive advan ta 

-ge) t£3CUm9jtR9StUtnSdmGULnnit[pStj1i3GHfri (Profitability above the indus 

-try average) 1

n /  (Industry A nalysis)

m nn Porter wstnmtlmtftffiggnjfmtUTft gwjiuinHgsHiGmmcuinitns 

ijpstjitigfdjuiiRUttytKQjfi i ttifiSwijtfiqs'iuiiafi RtjigMpuinHxtJwHnjynfi 

(U?dti91i3HWmGWnG|pnGttUinitpS (Extremely high markups) 1 UtS tSSUS 

OTSBtIJtPjRHUiSHmnH1t5Jf1lpmpSngMJlUlRHRGfnm^[tIJ(A lean industry) 1 

RS8Rng5tnSHnnHR(Uttinti§tsmiIunRItJ?tjtt (A competitive advantage) 1 

LMuia9jJuymss itHtifinmritigfitsi [ijHtSjsHitssiRufitpRmfatairjagMjiuiRH 

tGfiiTlUJ (Glamour industries) uGtjlRnjSimRmuSS (Personal Computer) Sti 

gj9WJSX8]mu (Cable television) [5fGWntl5[J3impS (Make bundles)



gwjlUlffUWnunfirUCirifi (Mundane industries) uGtfltiffimtjmsnSfiHfjntG 

(Fire trucks) Sl3njntg^aumfijldtIiSt[UfdnjiuJ (Junk car parts) 1 twin Porter 

tnsttSnggjnmlitti ^RSu3M9?RHit5wiJi5tnst^Mj?fi[RugftjjiuiRH i ncunjjGfi 

[RfjngjtTSmsftiigfiriJW^If (The trick is to find the right strategy) 1

tsinagwjiumHtunmdim nnnfc[Ufifi{uuUj(pi jJiriugimglxwtsjiuxsfru

(Five competitive forces dictate the rules o f  competition) +•

9 -  jtfltinritimiGClj (Barriers to entry) -  nmSltiSJlWdGtfttWrinGQJtiG 

(Economy o f scale) HGWnjItUltSttiTl (Brand identity) StififHifnj 

tSuQS (Capital requirements) filUlfitfl ytRCUHinUCUTl

fiinuHfiiufjfi junto tfrSiEnn^fifcqwpinnHnmHtH *i 

la- miRnynttfi^nmit^SfG (Threats o f substitutes) -  nmsitigpmdGtfi 

rnHt{U[UfU (Switching costs) SttfinmniUMHnSni (Buyer loyalty)

rn- (Bargaining power o f buyers) -

amsiagpajuGStjijufaHngrn (A buyer’s volume) ciGmsHnHn.gni 

(Buyer information) Si3n5SfnnJfitinjfit4fUtjSfi5 (The availability of 

substitute products) ncinRmHicintsrignwttjCUHfignisaHJStsiiS 

gwjIUinytUTIUtG (The amount o f influence that buyers will have 

in an industry) *1

Cs- ITlJfittitjIHtiJHtUTlGJUfdHfltifidi^Bargaining power o f suppliers)^ 

RmmtagnmjSGtjimmsmiTuatu^iUMHniiRda (The degree of 

supplier concentration) Si3Cl]gfnmnG1SSnGG"im2y^SW (The 

availability o f substitute inputs) niUlGS^HtliTGtutUHndfidiiSv3inS 

tsitWLGHuisgiiasptijtsin^gMjitJinHsms i 

tf- mj[UtdamnaGttUTiyHn[ynG[U^tlUGUjS (Rivalry among existing 

competitors) nmsitigpffigGtftmnJisgMJltflfiH(Industry growth)



StimnswmS'rntirSfitjCU (Product differences) RMHtfaEmilUUjtiS 

msfiti (Intense rivalry) st3Hisut^nt3m nm H[nyuissiagpmt& inti 

gwju/iRmsis i

nnritisntiLtmss tfirmu (WHtScuju d-tf) RnjifisfRiJGfMmmfdqwjiuiRH 

(Industry profitability) ntp§nnrit3sit3ts§HnsflsntuicPm^injisitwmH^p] 

|TiHtnsmt5£3iPi m m siG siw ys (Cost structure) stifiLHim jsitilstarm gs 

(Investment requirements) *1 HRimilftoyrfWRJlfttMRlH Hnmn91RSinUS 

gwjlinnHIUWgS (Industry’s attractiveness) ifrUltafitHtglTCUnfnSlti £ 1 

TMmsimHfRusnmss s~isn 9££m HStSsnitiCUfiutiGtGnHimmSsniy (The 

aluminium-window manufacturing business) UFRuGtfimSR1JS1R9initgtl5 

ISlRitfncUttjtUtftHUJR'KS'ls g'UagwjUflRUcifdtj (The pharmaceutical industry) 

tmnut5t^Slfisinitlhi3gii3 (Enormously attractive) i tjimsnri tjiHncugwjwiRH 

(Industry dynamics)IRt3tRglWUI^13G *1 gwJlUlRmtiCUWH[WUHm SltgtUTlHtlJ 

stimGR'itmsItfinwBTWu ii HRTRUTRtiGitjiGfRjtRtamtitgitScTiijitntu^ s i 

fURSmtsgwpi/lRHIUWgS (Need to re-evaluate the status o f their industry 

regularly) 1

ju m n  d-tf R«ri^siRi3Rij1fnRgMjiuiRG
Forces in the Industry Analysis

miRnHmuitidWHfitjfuS

fnmnumtnanmj^s



(Selecting a C om petitive A dvantage)

tufuncmglfnHtnnn Porter msijiHuisajnmtjStciJijpnngluisttjififitiitcSw 

nmRHGJHIt^tSJtGH^SltaHMMnUHSMJSiaHMtmstg (No firm can perform at 

on above average-level by trying to all things to all people) 1 RlfitfiSSftJfi 

tsjtitfi HniRU(paRnL2wnfamnti5SfmLw5t3cugcut3fUHgmnJuwtfis^[uju8it3fnj 

{URR[U?tjfc (A competitive advantage) 1 HfipU(FtiHim[2MfiwnRfcQtnJTlH 

tyg&ji[wgiv3UR m jsiH8mtittiritfini]im(Cost-leadership) mmnjmmSjtnstjjiw 

(Different iation) (Focus) 1 HOJCUmtiniHR

IfluptilR^lSMtlJRimsmtjijmtffiBnnGglttlUMHgRin (The organisation’s 

strengths) SvJQnilQtSJltimJMRIUttjtt (Its competitor’s weaknesses) 1 HR{RU 

ptiRriRttijwfiafluiJHUJ tdsjtsinatsinRbu^^^»tPim tfiHm saH Sfqj[fium tsi 

ntigwptnffytS'ls (Avoid a position in which it has to slug it out with 

everybody in The industry) 1 titmofim Ht3mnfinfit5lRQCUlt381t3JUM3StSiTRi3 

mgtitufURiyntitiSsH'IS (Rather, the organisatin should put its strength 

where the competitor is not) 1 tSlfnronSraHgmnGfimffifSltflHfitiWfifaWHM 

tfiTlUimRGtfltttfi (The low-cost producer) ISlRtigWjlUlRHJUWSS tSISHgfnn 

imsnna?RHSjRtIjgrm[MmH8tmsilWttintftIlt]jtII (A cost-leadership strategy) 1

ttjiRfitutjiutustatusfinTwissgiHgiJtji HttmnTRf?RtfiHRnmsH3tRtrattiRtfmuiuju  I <5* u n  c \  U u  c* I C* 1

(The cost leader) TlStn5stHS{fnsfRl^HRGCUlUlljt3tIJRR?[Uiauim9 (Not 

merely one o f the contenders for that position) 1 UISUniClrtSStSjR 

utMftfanjRmjTRftnstjCiftms TRftRtRftnatRmriiijiHiiinuiutGfutnsigisatitijR 

^cuytfah^cu^tthmRbmdayuhatt/nGtUTiwHngniHiQgsnjmntTis (Perceived 

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

2/
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^[nH u isi§uham t3 iguH iQ g9m ^ss^(y ju8 ia^u im ^ss?  (A cost 

advantage) 1 HfGJ“ltJimfrU3H?n (Typical means) mS{UwgfnmS[yRURmi 

(Efficiency o f operation) fTUtuntGntt{pS9(Economy o f scale) mjurntll 

UtQnlgjl§0(Technological innovation) nfUnuitTin (Low cost labour) 

ymJH1StUgfnnHSt[rnstsintiinQlSfRG'im3H (Preferential access to raw 

materials) *1 gSltnJtUltS[f1HUiS?un5t[yLtnWUJ9fiTlLWtSSjHH1S GSimitflfi 

HjjtfuS (National Australia Bank) Sti Western Mining *1

(nHUiSttifU3fi8lS3S§J8fdtmsin^SintigWJtinriyJUM8S (To be unique 

in its industry) mulGtuMHngtjtfigtglgptCU RRnt3?m2jfnHtl3SfmLWX§3S§j 

ItUGtGI (Differentiation Strategy) 1 LRHUIStUUtSSHlGtglfitgitffifrjfifjailfnn 

3W (High quality) tWfnWMrimRGHfn (Extraordinary service) mmjUG 

mHtUU§ (Innovative design) WHjnfnniCUtgfiUtGfilgjl (Technological 

capability) tjWfitituyiStfinclBISty (An unusually positive brand image) *1 

RSStSi[pat3injnCin:tdtUTL2wnpatS1S (The attribute chosen) [fitffiSfdntlJntUi: 

tutudniitjimfiTUttjv3 ttjimyisi^finnsfriUTmstuH|jnGurrTifinfnnTHHTfiftsR'sti5 

ttyfatmutumtiSut4issv3tfiriuitiJtSfrinG§jHnstuncui:3fi5tRutGs (The cost o f 

differentiating) *1

His[nHtSsHSRGxg?tiwT5wtiStjfunon:tmt3turiGiunwHm (At least one 

attribute) XCjCm§§Jtfimtmg1ljlH1SfURafi:ttUBtGVl g. Bank of Melbourne 

(IMfl) W oolworths/Safeways ( SffltiSt3fnJU^inimUTlJ{WW) Amway St) 

Avon (USfitntU) *1

m sftniw njfiya twaimjujutromjjufjfipxijmsifiagMjiuiRHxjpsiuxfiQ 

(A competitive advantage in a broad range o f industry segments) *1 U5S 

WlfWlglR (The focus strategy) ttJltgltroipjmgfUMltijtllAt a cost advantage 

UtLUjULRtlCUntUinCUQtGItSiRtitgntjiyfiytlJ (Or differentiation advantage 

(differentiation focus )in a narrow segment) 1

3>l



RthHfipu[Ra3ttt(SMww ?tinyt3tgiutstdnsisitsinbgwjminHHti5( dGtfirmms 

dcBfidtmipstuu (utogiSH ngtj unjptjtcntnm  gm^nSfin[wmwHn9m) ttfim 

wjnjmgfiriLWiSHjuudcuHngimsis tjJitHtGtxhtanmSjtnatBjHaHntdja i mmj 

unii^R9imti5nHR[ytaridsngdjij§RGGiyjfiisis i  nmusttiimtfufiwgfiTi[w tdin 

HitjHSfRtgitntiyHSinmmsfimLfStutgltcugijitstdfi nxitHtfttfifimG{S[gfcs5nj 

tfJ1tIitlJUtSHtSmndlR?ujyig (The additional cost o f focusing) *1 [RHUIS 

msihuiatdnjmmgistiwHiRHJdmst{uiwwti;gfiriLW?un5t^mSifininu5 (A 

cost-focus strategy) isinamn^tgiifitjCURdnjfiJSismwtmalnvJGttunHwtnSri 

JUMwmRH saRjJmitfimwajufdtRtnimjGimnamnjwHyiju stimGgnGRUistffj 

tinsm s (For reasonably priced and reliable car insurance) 1 yGfflfSsfej 

?gjiwis^nHtT)1gjituw8stdnj3R3g^figinisfajR tdmts1yimr;tditGtifURHlGHm 

nGtntu (Distant education) fat^HtjistJsgcutnstLujutBintipniyuRRyjtdatcuR 

iytojUW3Stdimt2jmHti)gfiJl[fiJtdlRStltG3S§jtfUtstG'l (A differentiation 

focus strategy) i rruLMifidiJiaitntuSotasuaicjdi tijgfmiwidiRjuiuinjdiina 

d|nCU31bdlt3tQWnU[nHUiSRG9 (The most potent for small businesses) n 

[JJHU)aRG9H8inaijCBm{p8tira9tai8tg (The economy o f scale) UHS 

HiSGStnsgriwnuHsJEitiisttjiRSmttutusfinTfdHtHtsmgfinTwnngfmsistg (Or 

internal resource to successful pursue one o f  other two strategies) *1

tnrifi Porter IflSttymfiJljlfrimsInnjriClJ (Stuck in the middle) ttStfjujU

nunHUfnmtJcuH3HisuufuimrnnunRTmtjt3mHJti5:ti5gfiiiTW[unum tatuganfM
n  u  u  u  O  l o  L » o  u  i e» U o

sim ss ‘t HgmmuutssntnnsanmstsiMttGtnsttjififimtyjmgatiiTiw (Long­

term success) i  tsItntmdcmRggcutnaitfmStiJ mtiiffifmnfijyfififytottalRti 

gwJlt/inHtuCUHStplSSlia (In a highly favorable industry) ytultttfinJR[UUjti 

IUfdtRS1v3HMtSitjlUfiCU11tuJt3 (Similarly stuck in the middle) 1

mrm Porter ^snRwmojdiHyfnntutijggmtt^RStij t{pstRdu[ygsumri

tditiifmjtRtmwritidfirimnHiatiujuJUMtmaintifTiJLURRiyttiti tuitygudm gl
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[RffrimsIfiOiwute i LfiHtnsmrriwtn Compass dtutjiggiuijnnisinanjnJitss i

|jiHuisisgwsGCun^gt«ji{utswH{fmcS i[fnmnHismnm[utW GjimsgwjitiinH

HimwGjantsifii3gfi5 ĵSCjO i xcJituwttJi

tgiinHTit§StnIijtE3tuSsGiu^tqJf{UGiJUM[jiHuisHirnwt5inn i tslfncmtfcutijg- 

finpfiHSsggfuunStr) (RHuissRsgiriginjHSBfistsJfUGiu^xqjfmMLRHtlisHrrifa 

sici/i *i mns§sitgijnmni3nii2t3mum§mfu itJitijgtjtjR[nHt]is[Rfjfiriti53S i

fi/ 5 ? |^g $ 5 5 6 ^ ji5 6 $ 3 ^ e^ S ^ |5 « C T ^ fe e  

(Su sta in in g  a C om petitive A dvantage)
ufifi2tmcinm:tncutm (Long-term success) tiiymstimgfinpwtimHtms 

mgfm(Wgi^UtSsgiugiit^l|UjUtSs|RftLIStilunriU (The advantage be 

sustainable) 1 tmfURtfl hmG{gi[9niSSt3WtlJin (Erosion) t^mfiTUWnHfnniUW 

fijUUjti yttftffiW1JHlSmJt[Uy]nJG9 (Evolutionary change) IsIfibgwjltJlRy 1 

tssustHStjimitJim[wct5tg *i mGRlgjiuismnpfyfutt/imQtuifUGRJUMHRStjS 

(Tastes o f  customers) RH1Smn[U{UnJtt3J 1 W31STJtjRR[ytojnt5WjSt|FTIU 

tpujugs (Can be imitated by competitors) 1 HR[RU[Rb[R?Ut§RgUfi3R^n5t| 

§jmJ[?riumUH1SfriJnnifi(To create barriers that make imitation difficult) 

ymRUsmgmfdtsmjpnRLmtibRisnRLmtivi i miifyijiiwtnfifci (Patents) sbw s 

(Copyright) HiQmRustii^pnfdtsfnnGfnmsitncutRdffiRJUW m w fi 

SsisInttisaLSituE rnjmRUsmmmt2ujmt3^c5msiRi3muifuit{pSRd?Gtticu«is 

ynUTUjS (Reducing price to gain volume is a useful tactic) *1 miGtittjtiHn 

gfig&tJlUJGSfJtiyTltilQHS (Exclusive contracts) tgajXfiHSJntsgrosSroRIutemg 1 

mnSRgRGRunitfnCUStOTltntyJUWJuIRtjltljtuCUnnJlfinSSitSfU (Import tariffs)
O  => 6> V

mQuinntfiRt^mi[unRymtiuinungw *i tRtgnstfitGtihbtHtjmdimtuUjiRjitjis 

tgjjm sifiafnjyjnRyjxtja H fipuyrtjSsm m gM tyuw j y[ntStijm sm tnstgjm  

(Complacent) i mnnp§jHis^utfiSGS^[yjm ^nbm JLURRLutogiugiJ§jHri



LRUptitgmitjlUtjlSg x2HJtUlsfluna9jinSHaR[utoljlSg (In order to keep one 

step ahead of the competitor) 1

VI- TQM (TQ M  As a Strategic W eapon)

Httmnta1nttGSsma?Rtj5atnuHafgmTipu{RmwRWimnR3ju Total 

Quality Management (TQM) tnm5t^l5t^JJttmin{Stit(UjUtSl5tifniIUIJR 

j u t o l  TQM tdlRtCVmntUnnnWthptnttSRfl/lfnn (TQM focuses on quality 

and continuous improvement) *1 ISldCUmfiHty^CI5HgfrinmGt5tnmtWGn[R^ 

frmdjtdfiRniifnnwnuHR§tis tsisHafnnHitjtgsaSjtnictGittjcjnRjuttja t§§j 

HRStjStnamisincgaiatujHmfi (A loyal customer base) *i uSwmssigjR mi 

tnruHthfUGitnjfituifrici stifnnmGgnSfitnststicBfitatu mwftjuwHtifnntfiGSiSi
L j  i  i  o  v a  o  J J

tRHist[yjuis1ntifnj{URRiu?tjatt3njHRmsjsiSsHiGtuGtijRtns *1 qgiumin

mnGgtSUnmdjtiCUfitifU (Product innovations) ticu^mfdfiGRGwnmnjitnstin 

3ft{ujuislRtJRii[URR{Uttjti 1 w ir h ? nt[ms?nuGHfn RptetimGGHtitsjRmH 

msmitiGiu'i tfimnnnjHtjiwsjHs tenjt^GiRW8iSGitnGHtins TQM Rtfimtitu 

RltHtffiClX'tiRJHtijGItnGHUJ (An integrated part) tS(URURRinUMHRRin tt/itU 

mG^tSitjn(yjUtmvlGWtHjHHti5 (A considerable cumulative advantage) 1 

tSHTnainjuinniriRinanj TQM mGTRftnstRnuffiRttfoHicntntHtfrtiigfinTM 

HtU GItt5t3[fitSjmSnng1[RHUlS MM Cables Busway ?£3CUtjl[RHt]iSHtI5tatUfi 

t[^t3GHi3HRWS81RGfewtm[ytSlni3Hlfni8fij9 tuimsi3[nuuis Smorgon ARC 

lanitjiTRHuiSHTftriratjWRitJRttjuStitsnRawnutjiatini *1
u i  1 y  U n  v J  oj vJ

Busway WSUCTltUtjlUSUSlUSfRHlGttsIti^njRinnjRRnMRIUlfTin ttfltUIHSiti 

TQM dmuimtris?ni3GRwnG§jtnss?fdi3thtiuR(uifnn AS3091 1

tRtnsGimiusJguRiohHiMS CIM tt/iffimSsRiJuiinsunjnnjafcRijGcmHJUwuR- 

WRgiasptHRaRlJtGttiSRIJ St3H9jRSRjGfi5nU(URUR *1 pntUltjS88?E3nJMtIGtnS 

ntiigfiri{wgniHSsjHtnsmjmtiusu5tfiTuia5Gurnt.UGSSl£]^o/c trottinnjRHnjns>£ij£
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u n ic o rn  mimfiuswmnGtifefU9*wmttTUfiBmGGSs£g% n s i 9 ^ 9  tinj9££iQ~ v V «

tuimstim}mfiusajmjfinitriJuwHR§tisjinfi^cijc30% nni 9 <£cj£ tin) 9<££m i
^  H  \ »  H  V «*

isiinnjgnjmnBtttiHjnHuis Humes *s1nttgi9£cjti [rhuis Smorgon 

ARC tnainUtIJnHnHSjRSfRSfidm3HHti3Qasts3CUH1StUUgt5 TQM ItfltUJHSiti

mmjuG

JttlS StimiHS^nHlGBISIRtUlffintUiawnH mjmUHSjRRHlG[RUIRtiJHtffilWfl 

(Total service management) (TSM) mngSugjmJ StiRIjmRUSffinjiftUgimsI 

ntiJGSiMHSJUMHamn *i HRtmtintisttfmtfsunnmgeiriTfijtss sHtnsRiimSs
c* n  c» n  L* i c> u n  u  n

tgtifctriStiraRfnniuwtR ttinjicfytRHiGjuRUH3iuitnsts1tnroOTSRifLURR{yttja 

mStR81i3^titSlfjv39lapJtaraRni3tRIMfiG8 tfrltmsItRHIGWmGnitnS mitI5HR§ 

tisnHismnniBGRGimsmtiMatJiSisgfijjiuinH i

mn[y[tnw TQM R jnu^iyjutsiR am JiuR R iutoSsiH stnaG im stR H g 

fnntGRHSfiTimiRmftmstg (Manufacturing organisations) *1 aSUTWin WRfU 

Is jitu a jjg  Oregon tnstun TQM Hmjut2Hj8jinsmn|tiJRUt3iamstR{ytwj 

GtmsHRBtJe (SMjR wHiBRugwmj3n5t(U[tnwipafiJUMWRCul9jinjtijxss) tslRti 

mtinmM Hmtsmjfnriusmtj5fnj samfiIis^nami(URR{utijats1ntiGxn/nH 

wntBlgjitummsitSHjjnsMjRnnttJ1) i iRntijm:tntu«ti5Gimams [RHBttiritjR

tnsdtutwGniMHmjJtumRusaifnjtjmcijTRtJiMftnH m Ssfuw sm n ttSnnnwfinjG
n  «-> cm ^  L< °* o  d  -»

tt?itGMin5£5nisHJGtsiRtimsatjitpsiuMMfitul9pri5ti3 i  tfncuuanmsictiumu 

fnHw3juwmmnwfiCu1gjicijQ5 r "wfiwIgjiwrattinjmsrnjRmtR" i TQM {tti 

tnsmRHRtj5xRts1xnnj§9tS5xgt^mli3aj5s?HsmiuigRHXsi(utgMHLfiritu stfiw 

jHgittHgmnmmgGtftlsjiwuj wnculgjicuw sfcHfnngj *i ttfitufiriJHtifnngiti 

issniinRtuRtuuidsismJiyRumtJnjHistuniuiiiyRRiyititigia imsiSuitStnSw 

xiSrntTi TQM tinjs^njgtitutuW t^nnnw fit^JiunR[ytojuwH gm ng:it5tss i



v i i -  ^ sa^ gjeg isfts i^ g jggggggjj

tw s a & s it fS

(E ntrepreneursh ip: A Special C ase o f Strategic Planning)
HfinisSmQtUSsnuutiumtnuj *i tjfitm[utRRSRHti5 njtijusisjmdcin sa

mn[3{pMmsacmt!tSJSJUMgjfinJ (Family garage) HSWJ^fitnStnut§HSfH 

ttjcutslgutim slfntutffltji fm jSfRH^njHisgn[pnnuiujfijistJtui i  m m sm an  

ttUlR[« Poppy King ttJnJt^HnUtSRHSfiamtlRjtifjUXfittgS Poppy Industries 

tsItncmticuRiRHiSHitiJ 9 Cjjfi fnRtsiBtnutSHusiunssttJituisistSHjm sfUis 

Nescafe Big Break Award *1

imrtnnj^giipritiJHmnnRiw Poppy tnsmtnt9itji{nHinst{^t3fijHii3Sins 

tdiRStunm  ttjitHinstfi[Rjfni9jmRtgv3tJifigsatxntm{SstsiBtm8H8finGisiui: 

tditytRitBnfrifitjitjitism wnunm naci sttml?tJtUTURUH3 iujfisni i  m tm sIntRti
U U - •  U  » O VJ

mm5wramt^untimm5smt5gciit{fiHtinuHirigGtj3njfTiRG6gnitnstg i tRntns 

LtnumR^tmsit3??iiputgisTJi3tgtgjfi6iSsinat[RHtitgi8tg i Poppy tt5}tfi§mw

gdpjM RislifiatSvJ tt?imm fijntnsHRffi(gm fiiuitij§jfnri8 do ooo dtin *i

tsInmtiKtnnjtRHmsrimiuns RiRintSMttwftcTiHW i  RiRtsjrotsigwmnRHc t  u  «  i o n  \>  U  w*

n^tawmttSaiTcStiJtwtmtnins titGsfnjaijfiuamfattiRHRttJcumatfiftnnjtiSs 

ttjimumuHRnamnifjHtSaltiRgaiiigsawitriinn: (PR Firm) *i Poppy gojtiw 

tn cu m w m m 2 Hjusjtic5 Rticu sm n'ncim sJUM fnm gisagdjiJ nJimtGfnjwntstGfi 

tnm ssm ?nuJti5:Ruci5nfiG^ ttJnnsintitsisfnRHSHisfunRTUttiatjiHtiJsataffifitatuN» V V 44 Cj  \ j  L i U

HRHUjjatgjRtg i Poopy

GUStgiH8tcu]stnn tJresmRtUfiSngnt^mwmiTRUTRttuiimJR tuims^gdmndtg 

tgimsHsflsmiuwmR iCJ I u  \ J

tRmdCUt§§jawpUinU Poppy tCUGtOTSlGnR{UttjttIUM8Stm8? WSiUlR 

dcuGSSusRdffiRtinjHiSRanmn8fijtuCumnnitfUGn[RJrnndriHu tecunnmnni 

s m y m w s TJ m jntR jR gtijiifnH iti5:ucupni?GntritiJ§9 rm tjs (y w u ts 1

n^ttintjnmmniidfiG tuimsamjmutiinstnswtciJttjnuumJR iM “  u  n  »< <* m  o



TnSgRflaij’ (Strategic 

planning carries a “big business” bias) 1 ftg'ingtiStimmjUJtU n/ltUStiJGSI 

WHS (A formalisation and structure) tuW^fwmtflHtlJStlHgrnnGgitiuWtuW 

HisGSGistps i t?iGamummcinfiyt3JUfijswj?it^t{pSR5stHSWRtsi(RtirriJiRu 

[RtiHtimnGStiG'lfdtSlSig I HSWJtRti9frl{GStiGfrl Poppy King t{RR[RHinssfc 

RSSiinutSHH8JunuwxRntnR'Et39t9igi *1 tsIntittjmsstmtiwHtmnumnitftgfins:
<-» I cm c* U U1  -o  vJ

t^uGStt3mnG?d3fnjtjiti5gfinfWJfit5Hs^mtjiu5t4ifu ijfitHHRwJnjGfciefrRiHtiftjGU  ^  » o  u o  I o  c* €U o

tSHttJlffigaaiaiSlfjamJLRUlR13 tRHISmimnGggn^fiSWm (Many Strategic 
planning concepts can be applied directly by those who wish to pursue 

the entrepreneurial route in management, but with a different emphasis) *1

9 -  Enterpreneurship? (W hat is E n terpreneursh ip)

Gtmsmnjtss tRHisstUHStiJtjGS i ggitmnii sunffitiifioiRgasiaRijutBR

HStjSHlS (To the creation of a new business) *1 HfiSSt^RtglttSutlflti 

(Intentions) ^03H8HiatjlWUlfRSM8?fi543JRLSnjGS ?S3tUmnSS8WnmJtnUtSH 

H8t3sni tSwtURXGtjiHiQntnaitsrriJinGiincutnHisJiijiti umraR tG rniw nussati

i ts1tntUHSMjtjitjpaujununMUi(R3 tRfjURtuimHtiGtfi 

munS(Bold) (UnmultI5RinGiy|R (Innovative) tc3fUUTlS{Utjm (Venturesome 

and risk taking) 1 tRtlpSmumRjtjlWUlLRStglsaHSfisniRGRlG 1 ttMtJRtinR 

Enterpreneurship tjitfiuttuijmiymtuWtsinvitsisyRtutwajn^rnw tuimutnni 

iwGRiRffrmuwgstnHJtD^JtGsigiylR 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

tRHSJRfpQJRIJLRULRtiHSJUJRGRlOljIHtUSa Enterpreneurship IQ 1 tUIR

h? ntbm§ustHSHn[RU[RUH8^sniRGmGgiviHwwg^wui|Bstmstg i oririsis

tfitjGSHsmsumtuRsmGLU^R^tsistg i Hfi[RU(Rtty3JUJRGmGtfttjGSfmstu



tiQisiSv3HnmluriGmfimjHBjnjtuCuunfriitsini3firii2JnH sasmrivnjfintnm/i:

tin [5s i

tRHlt5H1SMl/l{RStSlnttHafnnOTW StiGUlStS? QtCUtUGtmSMCUinSSHI

[famtwsti5HsmiuwimsiicumPijtfiwiJips *1 [Rit3fUHistnOTsfujts1fiami{nu[fit3 

mtirm Peter Drucker tflEtSIUlSCin tnStCUmgjtitjlH'lGtflS *1 mmijunUHnpU[Eii3 

i£3tuinsRssii^HfiMUi(5aijiijiHSfajHim£3tUHiafnignSms1twfaHRfnci3aat3 few 

ttjssn9fnwi2HjtGHt£3cu| tuimSa5H8[fna?ii}ntiih8t3HiaH?j3njt59jmfii2fu 

tkti/rmg fefeygfem G gim ujm m m itisnm ntifeH tgffn rnsiuirin'itfitsstfiwnaji:i o n  x j L >  ^  c« cJ  i n  v  o

tjtmgiaaHfiTRUfR^njsiGfrmjiwuj siG fnnysrand tuiwGCUGfiHfermfiH'iG<* L> L> «u c u o a j  L> u  o  o'

gfdjSTiwysuis (Predictability) ttJimGtuGgjnjistosrnndG?^mms|jiriu 

(Status quo) 1

?fifrmiymnjJUW«inR Drucker ssltcumrijtjl Enterpreneurial RHIGtG 

§Jt?imSfnJ[GSj 1 mmWJ?R[RU8tI5HSU591tiHWWnHR(pU(pt3WLUtfi8tUUMlJl 

p S  (Entrepreneurial type) IUWmGR[UtWJ^(yifiSHSUTlSinfitnrifi (The 

trustee type)*! UUWrusstgjfi mRJtjlEnterpreneurship [fiftnstmyutfigtgl tuHj 

tJjunurirnJ3f!3UtBRftJlIRfaUltpa (The entrepreneurial spirit in large 

organisation) tSlnaHtimnGytU 1 festU Enterpreneurship nmGG'IUtyfiHfi- 

sm wtifefnn (Autonomy) atmingJtftiJiutjia (Riskiness) fecuutim slntim nj 

Enterpreneurship GlSISjtG *1 nffCTIsftJIJR Enterpreneurship tSS tUflHfUJUtai 

nt3Ht3fnnG9cinti5 *i tTfnstaiRsiauijmfRTRrnuiatiJitxjTRHUiatSHntnriR (All 

financial risks are carried by the parent company) *1 GJIUSttintntG Sv3Jtnt3 

auwgiRftiinufittJiffiHnMfampa mstGitrntiJ yt^m wfeyjnm rm cui *i m m s  

tt^RfituntHatjiGnntiTfrinsitJtjijmfRtSTtM *i fetftmjm ytiiiis:ntiHi2nmiuris *iI t J  r r \  v J  tu  cm |  c u t

Id- a5S5aa:}S5ft5&5$53g$5 (C h aracteristics o f  E n trepren eu rs)



Entrepreneurship RmJ[Wlf{{jlJ 

tu^ntlhRtjlHt^fUnQfi:§RfiTl[W (Psychological characteristics) tuCUWUljRS 

siv3Sjiti5HiSuQm i HmGsstsctjnnpigiatssiRftjistfijnttSn] i mHHisrrusfistG 

mj(Hard work) mjmSSSnG^ttSssa^Self-confidence) M§BsUJH(Optimism) 

fnj?H\3tSR( Determination) tt/itI3Si3mfitslHnCU3W(A high energy level) itR tns 

nmum^tutu5msiniWt^lUSi3lflRCUnnii:JUMfai/lLRS (Three factors regularly 

sit on the top of most profiles o f the entrepreneurial personality) *1 WU1JRS 

IRffniftJlIQtnSWgtinj (A high need for achievement)

fCUflRJS’UUfifrR (Believe strongly that they can control their own destinies) 

tuitlj5s(Ut3UJmunj(tiratSlstg (Take only Moderate risks) *1

miLRTif{{^JHit3XG§jtt5t3iiMRtnasJmnjjunutiigtgitnjwiJi{Rs ii wuijrs 

UpSljUUtfigHSWjafintij (Independent types) tufUGP]QRggCU3W|R^CJimginj 

IWfnnt5l8[Mltl5UCTp (Personally responsible for solving problems) RtWR 

tRltmtfl (For setting goals) St3WnGtmmtt^git3tSS^05fnJ8fi3{yi3t{yt3tCJltI]3S 

tR (For reaching "these goals by their own efforts) *1 tR§jfiICUt£UfnnQfintjj 

tt/imUSGCt5GR§jUlSUSfaj{RU[Ranic5tmS1§tg (Not like being controlled by 

others) *1 tgiSUtjlfR5smtCJRSti[UtjtUfj mRHStHS^lHmuCUtGStR[yt|tl3ttjltU 

msRRtsistg i  tRuhsiytimtsIntimcuiigw: ttiraiRRRtfrRHiG|RULfifctnsti3 

cugticu i
d

RfURiat3lxc5fURiui:faHjRmwfauiiRsm9jtt5t3Him5miw!yistnsnjtihti i 

s u tu  HSMjtawHiacjRfURCin:xums8HstTimsmg1ijisttinBR?£3n3HiSRinnniGR 

Sv3titl55jt[GStg (Not likely to be contented productive employees) tslRti 

finjSJnH uwiusjgG9 t gjiu ugtfis si3mj|RRnsRjtdtufintJsgibitsstrintgitm 

wHiBmuw^m5§jwuiLRs3sfaujia5GR i ^T/unpiytuiH sacuRsamsIfitimnnu 

iSHHsfiacj^njgswRitnscytiiHmatiGiRfURCinituuHRMUijRS i ufuutnmSHRiJ 

tijmintiHmS tuWIRLRUlRt3tG9j^HlSGRGtiLUt3tI3 Si3MnGUftRilMS”lJUMXR *1 tR

«3i3



U  u u  «  O  \ j  i

(Im petus for E nterpreneurship)

tRn^ttmticufl}niHswjHin9jtsi^ifdtJiiRatna? Bntin3[mgjm3curogtinj

JujGHt3lH[ftriw stiiimfrmwgjti *i

tgmmwwjt^wuijpatipsast^nstsiRauiujifTifdttJcuHisfTijenLS (in

supportive environments) *1 91tiftJJGHISlH[Mlrij 91 tit Siting tut wgjfc t{pg§j 

GtfU8fiit9itwrnjnv3mnttG8St)v3 (Self-reliance) ttlimimstG (Having a go) 1 

mnGtjmrluntisssati ttSuiwuGtt^RStiJtcJitiJSSdatjinjRinsfinrMsistBlnaTu<u ni  c* Li

tgw gitinnss i im slgaftngw itjjatg jfi tfrtmHgteKHjfigjtistisnfwtiti mi

UnSm^ftnStRtHCUtt5nitfltjlfnJHlH1fijHtI5 (A disgrace) '1 frmsstGSjXRHIG 

nsjfutnsnrnistiJHtcuwnHfnnfnutuuHnfouiLRS tsIgngwHgmrij sfcnmfcmw 

Gjtl 1 fSlWtfllgH'UHWI RUggSfntUtgltjlRUSHafUjGHISHnwUlfpS (Pockets of 

entrepreneurial subcultures) tnfltmRHStitgstgialptgwHLftnw facmslgtais 

Hmt5nitj1WRUfnntUUWt/lpS (Entrepreneurial achievement) [RjtilStmwn 

gnGGtsimyTGUJu39iUHWtsi?nuGUStisug sag rna  i
O  U  C3 Li  |

^nnyifflfacutftijfmg tginyiSGytmnujiawsistsinarniHisrignmygitSssi 

mriuuHfiwmpsiUMRS *i fat/i{RSfnHGH?nms§nnuiti3?unj^jmtt5ngfiGRtfi9j 

w nG gjm sm narintjj niimggnjSMigJttuwRHfnniuMtR i

MUlIpamUGHSntilH3MJRJ (Role models) UJtmmSjfnH GHfltSloGtHR

GtitpjtiG i tsitncuHntiSmuswjuintGHumtymtjimGisttjiGStij tsistfifni 

uqpn^jnScTitfi smthfiijffitmsfmthmGWUGigltns i HsthmjHmmtjcmg 

fduipatpatm G fniuuSjgadR  umaScifUjinfifat/upa i

fn j(u t j tu t t3cu tf ia jn j i j iusG ^

4  o



GnijGWtHjttt5m[mtBgingmsisttfafiHmnwuiLBs mgmrnwtujwuijfis 

m snHSHn *1 ffjtinugnstiH RRtjiR JtiJw nufiajm cufritiJiug ig iH giRR *i ttfitUMij
» ai  |

mHGHmmjtnui§urnj{ytjmjnwigitffinglQ sm sbg6 unsrnnirimLwcutjitHsI 

?WRS9miinutSHH3fiac5tfifijRtui:MUifSsi{psinscunan:ijiMn«frin tennrifi 

*IJltIjtnfiiSjfifi3nuu?iri5Ss (Tend to be a recurring activity for certain 

individuals) 1

C om p aring  E ntrepreneurs and T raditional M anagers)

m nm fus d-lo ftnautnj6iuiow8ia988jfU3wtiiTR3 afcHmfiUTfitituumiujie  i cxi u  c« u  U

GmfuiijtjiiytntuiHfi i Hn^pu^^xtJUpniariGtJifimjtTiuJxniuii|pst4iJitjjiJHnjfij 

(Custodial) m ajinaw unBsin8t§9jH isfnri(yjutu ^w gim w nfm tin tfsngm w  

ttJnjHis i

ts1tnwttyi3Jn9mwgiatsstps?R(udraiyt^si^Hmat3MaM88iatjijcTnfRJUMtR

(Put their personal financial security at risks) *1 iflSlS[RHtSlf1tiHgfrinGytI5

t[pstRnnt35s§jHRbfi^LR^ u u tu ^ntl 1̂£5 ?î t lmHf1§ntli ^swisfnn[utimtt3t?ij

crnfmumsstg (Financial wagers) tt/iratfignfrfrltefinfiGims mimmjatIH{fn8 

jUtjtU tUltmtjjwfltirnJUnSw (And rewards them for minimizing risks and 

avoiding failures) *1

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

fniutiwgnGR§w8is miStgjttdisismgisujjtiigjmaro 

Primary Motivation fmitjfRHOTUtinj tJtjtflRTJtinrijffl 

URIUR UHtlfTlG *1i n  nj

RimfltnnKfnn miwutitnstmnjunntiwnujwitnnjs

Time orientation

WUIJRS

anntijmn SrnwtGtuqR 

BtnnmsititJiimfRx» m

RtnnsruRftnwtSHS^sm 

jtimntuh ti tgi 90gi t



wfiHfnn

Risk propensity 
gwjs:mms 

unStu St3Rinw

fnntiimi99CU8fU(Rf st3[RRnsfij fniQnuygjm^mftcij

91U (Low) CUB (Moderate)

Ujjfdflil ggpItUR (Acceptance)

(Avoidance)

$58giS$$^g$5 (S tra te g y  an d  th e  E n tre p re n e u r )

wui[jistnuHsJRtiJSfmLM3MnJ5ts3cuHn[RU[RatuumltinGmRtujig i ir 

mGtufutiurnfnns2tgirnHfu^mufutmtJi2TfiritiiunTit4itijgfiTiTww8iS9 < wmucu
v  u  ifl  |  e» u o  u

mnti d-cTD i

ifriwmjwnjn5mn§mfa

tLlLvimuimmJtnSGStns(Availability of resources) *1 SSimJ(Inclination) JUW 

wtnps R?nHt^smtinfnMi3?m9jtiisMm2tyjfitHtij9mca ‘i tsstnsitecumfimsys

WSlSuGfiSfitlHSlStg 1
li

f^tnrotStunScjgmM nStiJ wui{5striut§ujntH tii^t3ujginim n[uiar)ti§  

n§ man sis  ̂ itfuuftmHRGJfttuwfnR wuipst^tjiRtJimRHiGSitjujnjyttiritisfi 

§mfaxsi§tns fn jw m sstsjfi w uipsusm G iuijtu iS^asifiuacutiJfnP i ^mw  

inu ism Sn gsingst3[5fini ym ciM SiM nngngfSm gui t5H]§jH3iunfrms3i[ffij 

tg lu sy is  i  Mi/i{Batipst55a3tiHsnGim8MRGjiMnnM ?tira{yj3itiotcTmtfi?iijffi 

tiGtfiu3^scj2fecLynsHntGmiGGtfia9omPiHis9fnfi5ifi5tnsymGi2G^t3nl^%iijim 

HisSmwtRHtMfnRutgtsIntirnjJMtnstnun 6ni tgjm gl i uhi3njnrjMui{Ss 

!j3wt5cuuSni9fnfi5tnsfnm ^6in sam iRitaSRjjtim n^ijim nsianiJfsitangsts 

[tjtitflfcKSjfi JUWWfi 1

mnmcus d-m tutfiuisucrmjitijgftJiTW
t n  i cJ u o

h n yni p tatuu ml untimfi tiy win{Rs



tR§{nti[RtiG8t318H38? i R m s § m w H 8 s ?

iRjGSiMHsm^tuntuiRssifiQStiJuw iRssicjm npttindsnJidhaiH G ?

iSSTRflGtiJltltHGtuHTfriRUStlJSTtnB IRSIRUTfitJltUtRtnsmititJGIHG?L/u *r  e J  ^ U L .  V o

fugfnnjuwsntimn§mmii?

tR§mfi5lUTlHtUttinJfi5H[faU

gicutfiwinjRsijisifittSij^fnw stilSsinimRLUsujitjsnh fgufnfiHiGtuj 

tgiBfinGSGis *i ?RHgfnmuMWUiiBsRjmHfUGstnstj3aj[RffnnGtguRnjiRjmSnj 

iGgim tufifiyn i mnGrSGtsstJtHtgisttlGiuMHnfRUfRtiJuufTTjtiriGmRtijnjJsu
N J <* \J O  C» U  U  U

x^iRxfiiG8Gis?ucmRins i  winipsiipstRtGstnjnjntiuitnwtnstuinjGSGisitJnjins 

m s  i trowntsstgifi xsitnfu^nifrmGijifduiTRSfnstRinsmjsuja GSGiauiimfR 

t£3WH18MnUIS(StlE3njfTlILUtjUIJR5S (New venture) tnStGjt) 1 mmfSfGJtifS 

IJJHTJiStifUgSinw (Venture capital firms) mStfiHlsmnGJlfiinnWJtflfitinifr IV 

R8RSHtMRJtjigM^HIfiUUnStS18(Promising enough) IRHIGJRgSGlSMnuStnjij 

mJGis *i

GtiUCTIU tSitC1CUguWG8SGSG1S(The resource obtacles) [fiftflSUtnmtnW

paui{RsmGUjUGiG8iM§8 ngm n HSfiy ttismnGStjju stitgm tijtogjm titu

GitnGWnUHSfgmgfirifWjH (The overall strategy) *1

Htimmgisvigdjij? tG8 [G5’fTIJGSGlSH?



Fi C-U^E 8-1 Levels o f  s t r a t egy

Fu n ctio n a l

B u sin ess
level

-F  S tra te gic  '*,; ,• 
f j i  business.^.-; 

unit L - C,

C o r p o r a t e
level

Strategic"
business^-cjFi-*>••«* unit2>*-

■ Strategic 
-‘v business; 
.* V . unit 3 ■*

4 4



FI GURE 8 2 The strategic management process

2.

organisation s 
Current mission, 
objectives and 

strategies

Analyse
- V - the

environment
e |

Analyse Identify
the strengths

organisation's and
resources weaknesses

to



F I G U R E  8 - 3  Identifying the organisation's opportuni t ies

Organisat ion’s
opportunit ies
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c 6 - 4  T h e  B C G  ma t r i x

M arket share



T a  3 l E 8-1 Miles and Snow’s adaptive strategies

Strategy Types Goa!(s)
Appropria te
envi ronment

Appropriate structure 
and processes

Defer. Jers Sea biliry 
and  efficiency

Stable Tigh t  control ,  efficient 
operat ions ,  low overhead

Prospectors Flexibility* Dynam ic Loose structure,  innovative

Anal> sers Stability 
and  flexibility

M o d e ra te  change Tight  control  and flexibility, 
efficient operat ions,  
innovative

Reactors N o t  clear Any condi t ion N o t  clear



r j  ;  5 - 5  Forces in the industry anjK sii

T h r e a t  
t o  n ew  

en t ra n t s

r

Threa t  of 
substitutes

4 9



T ~ 5 _ E 8-2 Compar ing  entrepreneurs and tradit ional  managers

1 'ad inonal  
managers

Entrepreneurs

Primary mot iva t ion Promotion  an d  other 
t radit ional  co rpora te  rewards  
such as office, staff and  power

Independence ,  opportuni ty  
to create,  financial gain

Time or ien ta t ion Achievement of  shor t- te rm 
goals

Achievement of five- to 
ten-year g row th  of busiiit

Acto ;r\ Delegation a n d  supervision Direct  involvement

P-'sk propensi ty Low M o d e ra te

'•'■ew roward  failures 
and misrakes

Avoidance Acceptance

SO



T A B L E  8 - 3  The order  of sere 'e g ic  quest ions 

Typical
b ureaucratic  m an ager

W h a t  resources do  I conrrol?

W h a t  s tructure determines our  o rg an isa t io n ’s 

relationship to its market?

H o w  can I minimise the impact  of others 

on my ability to perform?

W h a t  o ppo r tun i ty  is appropr ia te?

Typical
e n tre p ren e u r

W here  is the opporrunirv?

H o w  do I capital ise on it?

W h a t  resources do I need?

H o w  do I gain cont ro l  over them 

W hat  s tructure is best?



tQ u Q U E U to  s t r a i l L n t m n t f i  :
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HSSR5^3SfT3!£')Sw

t '5S MIMSI JfJSSSHf^fS

(Foundations of Control)

{ f j u i i u n t u i  § U G i) i |iU fU iu i  :

&s§}gg«s i  »s% «gcsM)&nî Mfn



ujunjb itistifnbitJitD crngna h firii9

srm tm itnB U fstjtinssuB  tfftfnssisLns& refifnn -
u  x i * *  o

9-ntlflfitflSHttiCmUTltjl (Define Control)

b-nSjfUnynJtt^?1HWStjlfnJ[RnriSfijU1SfiTlJ:M81S(Why control is important) 

m-ntU1Sin2tnjijmnSfnJ[RfinSRj (The Control Process)

^-tU bttjnm ngW m jfiatU tfiSSiaulsrriJlR finSR j (The Three Types o f Control)

(s-ntmRtnsnnmmmttiCUHn{fiU{RamGtRRnS?ijClS(The Factors that Managers 

can Control)

h-nanritflSfnntim m jfim m fm tfl sttrunstssm fnngls^T uw sfrinm w tfncu ttjl<* u  cJ Li  tpi
(Contrast the Organizational Goals and Systems Approaches to Organiza 
tional Effectiveness)

nf-nsinjnsm m nsH tiT tfism T gm sfm Tw m m sm w gm m sfm us (Explain the 

Stra tegic Constituencies Approach to Organizational Effectiveness) 

ti-nnfisificu?i[ui: wyiRSlSI tSTUnSTRnriSRTuyiSTUWgfrin (The Qualities o f an 

Effective ControhSystem)

<?-nsjnjriHfU5uisit3i tHfniiRtimjrissijmffitsItilfriciHsSttuiimHtJitunujuiim?

(How controls can become dysfunctional)

(What is Control?)

mj{Rfinsf\]HiGnfuifit4istji t^Stnxiim nsm jiyitycufiifiU fnnm si tB H jtnm S pstii

w nufringim sis [g^stR nntitR utnnitg ifnym n{m t3gfi tuimnt^iSttiJijmnnRjfpanHfnn

gim sis LUMStUflirmtJSI^fittiSfnnSu (The Process o f  Monitoring Activities to 
Ensure that they are being Accomplished as Planned and o f Correcting any 

Significant Deviations) "1 nnJHfi{RU^i391i3HW{RfGnnHf3ttH3ttlJ{fifiriSRjgit3HW (The

Control Function) igisutftH gm njuw ssw nG Cugtarom jtiiJtnsm m tism im tfiti) *1



ujuujii 9iJGb[nmtfiin anqnH h wiig

HnipupttHajnGStitrJitiinRipiJRtji Hgfnnm wtRnntim nnim iUiJtnsLHu^ft^tij

(Performing Properly) njsyTltfitRtnSfimmHttl tRWRHfnnHgSttinjtfSIG SbRIStGRlJ

ItUjmGjunJStiCUl^mMtilSmittinglStiMlitJlRCUlR (The Actual Performance with the

Desired Standard) i  }uns(RRnsRj§His[uwsfnncrisiR)stri w nufnngi^gjitu^ftnstR

Utnn]mHmGJ1t^mtt3nJS1CUnStSit3CljmJWnt5tfnn5t^mWftTlUS( In Way that Lead to the

Attainment o f  the Organization is Goals) *1 nJRtlh:lsStUtuniRnPRtnsn{yf5gfnn

ts{uns(fjfinsfij Bttl lSpnaim:MIWl3wmJMni5tmWttHtasrotUUnni (The Criterion that 
Determines the Effectiveness o f a Control System is how Well it Facilites Goal 

Attainment) *1 [Ung[RRnSRjldCU[mWJ R^{UnS^tUtimmStRt{gs§jHR{RU{Rtl§JWtJG

tmnntiljuw&jius'i

( The Importance of Control)

tgisutjitRtjistGttisfnnGtuiQ] [nusiaHisjGSifdust2yjfajci5§jwuGtmcuttJl§His 

JUWgfnn SvJSttlTlBfiHlSfriJTlfigiCTl SbuRSl (Directed and Motivated) RlSfURltfltG 

m m siu sm sm sm ras iH sjn titji fdRHfpngimm§tns{utfiRtgimHtdsmj ttntm?ncMu1 

ttinjHR[RuiRtiRntitRMstMatsis tnswuGuriffi y tiham m s i

HiLMtatuimas mj{RRnsRjmsfiru:w8is t^m cm ifi^G iuiG ^jgiuism ifntnR tttg  

fdttlRU3tny(RU{Rv3 (The Final Link in the Functional Chain o f Management) *1 

RUtSRtHtSRlJfRRnSRT nt3tdRtlhaW31StSiRagmfiSSl3JUfiiflljlUm StiR'UUittjSRIJ StiRU
l o  <u L iu  U  m  u  *»•

tUtitGRWRHmn (The value o f the Control Function Lies Predominantly in its 

Relation to Planning and Delegating Activities) 1

tmtUttJl (Objectives) RtjlHCU^lS{RStSRinGttjSRlJ(The foundation o f Planning) *1 

tRimt^t^mfntFlRPRRWnUHR[RU{Rb (Specific Direction to managers) 1 RtjtS tUynSffi

u junununtm tfl iiSmaRT^mH^figjuwHRggfumcuinHmmcu^tmsmcJitij rhshisrij 

Gisitsi fdRHfnnmsiitlfUGitnGtsis {jtftnstmnmitgjtin

2,
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“ jdsmfttiftfSfffntsjiismiffftftR nH sfessisfi^i^tnB SR ^srR ds& ftxoiB Sfm ft

8fiSfTKS9Jt[j”(The best-laid plans o f mice and men oft go awry) 1 HR[RU[?tt3tiHlS 

{uw9fnnGitnQ[Rft5mjmHuis (To Follow up) U jB jtnm ^pstfi wnHfnn sm enratfifacu 

tnswsfitfi (Rfm sm nni stiw ntiSjtnaim s (^ R d tF i^ te tR m n n itu s  uiitmEncmtfltsis 

m nsM titsftin

tsIntim jnm njim w ttutiw nfi^nitgnsm R gstiU R C u (interpersonal Skills) rata  

WttimtSnitfl HR[RU{Rt3^{pStnStiU[USSfnjnjninnt3ITindJHtiniG (It Difficult to 

Delegate) *1 HtmUlfitnsmJtUtnmS8(A M ajor Reason) mWGfifraglGtfl Hm[fnH§fl9 

s tran H tim m g ln u n m tfsw  tdfustatnuuRtmtUHnTRuiPitaggfusfaTR^ i
U  C« (U |  0  r t  u  U  u  I u u

JfllWtHUJlRtSS H1SHn{RU{fit3l^tlpSttinJtRt3tRIUt3tLUt3t5H9IJ}im3Sat3 \u\llJ 

ttjjWfltamntiJHtUTlG (Avoid D elegating)1! U?StfimtSmRUStIJfTinjnjn (Reluctance) 

tsstn s (UM StuHn(pu{ptit5ti[ntitm tiJtnssf{yns^RrisfyHtij§insjuw9flici (Develop 

an effective control system) 1 fUnS[RRnSRjtUUtSSH1GgnjsfnBtTlS (Information) 

Stamigsunrita (Feedback on the performance o f subordinates) ntugtifUfnJtaiJJUW

Hm(mH9figtt3tuggcuM§Htunt5tututnstdnmmtsis *i m ytitm uim ss {uns{RRnsry§ 

hisjuwsrici rhisrju:m81s ni[m:HRiRuiRtigjfmHtiiwgHnjrra8jHmLmH9fig*i m s

ftfltmUUJtsl Gt3tgTimUt4nHR{RU{Rt3{RftRggCU8fa[Rf (Ultimately Responsible) Gtms 

tMt5RMni5tiJitiiHm{mH9fig8sras yrcsHRifiuipfcnigfmjufr sfm sm nsfnjgsucrnta 

(Also Need a Feedback Mechanism) "1

:(The Control Process)

thammnsm?[fifiris?ij (The Control Process) JHHIsfltJhSthtijto St3tuimt9jfinRl
«=*»

(Three Separate and Distinct Steps) R:

9-mjflW W tannjgtiftthmwmSfnitfli (M easuring Actual Performance)
o  o  O

b-t|UjUtGjUCUgtiWt^mWt3tSfTlJvringiSi3Wi3ulUm (Comparing Actual Perfor­

mance Against a Standard)

3
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m-cin?tnsfmtdnitiULFia tSujsnmifnnfcnmjsisi y  M iuJitticuaspuyns (Taking 

Managerial action to Correct Deviations or Inadequate Standards) 1

uss^riCTjnjnt^fUHRnfitjTissHm^ ratiigfB m ji tsin^StnJijm nsm jgR risR jm

tjlSfdSfitil ftftitiKSfUgtiromJttl? KtflSJGtlNGtSlttJiffl (The Standards o f Perfonnance

Already E x is t)1! wtitfKSs R t^ tm cu t^^ncijim tlw m finG ns^^stiu jm G jufiw tftin is 
(These Standards are the Specific Objectives Against which Progress Can be 

Measured) 'I Mfit^IRftnStRUtSnt^tSlXCirotGHStJlJttjSfnn ]]jfistUHn[RU[Rt3t[y[niW

iGfmiwijiuiptittJiasttifitwttnwtJJI (MBO) innKSistm cm tfyisstm fi tfirntfcutfiunScu 

ttSnitftfflWti(TangibIe) HlGttijtitflfiG)S(Verifiable) UJltmriGflWWtiUlS (Measurable) 1 

tsintimnjixss yqujtnGjuGis *1

{UMStuHRipuLRti5sHSfRlGpmLwipuiji^2Jit!Jitim5t?nnjt£J1 (MBO) istsiswijtfi ^tTicus 

tiCUt^ntmmsmJtriJttitUWnGGlS tdtunnj?iU[Rai[y[niW (Standards are the Specific 

Performance Indicators that Management Uses) 1 HClKUlfiJUfijftUv3 fiGtiUfrlfntj'l 

Mfi^^mssgftnswtijuGi^atsInausaiitsfnitGttismj ulimmnmtisfrm_ss [RfttiiHS 

fnj[RfiriSRj 1

$T33g>3gi5£i53 r(Measuring)

tS^RlUlRtHltDttSnifjl IRtUgdWlSimM^afnrtniHia (Actual Performance) 

UtimtSIS HfiTfiUTfifcTfifmtHHItntflSSfnfitflS (Information) HnfTUttmSls *1 dtGStitfnSSG) 

tsm jjra n s f ij  RmjfiMwti (Measuring) i tncmsscntStififimtucu tmtiStifiwwiKuunjTi? 

tliltUtfiltUtiflfijfatiH? (How we measure and what we measure?) *1

6fi6gg3S?&5gggfes$3asn?: (How We Measure?)

iyfinjHRiyStG1t3tSnRHlS (Four Common Sources o f Infonnation) 

ffinnpmEJltUHRlpuinti tSyjflWWi30JStjCUt^mwmSfnmtncjmi^m(To Measure Actual 

Perfonnance) -  fT!JW^fitHn5tf)£l5 (Personal Observation) JtfltUfnnifinwB (Statistical
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Report) (Oral Repoi-t) smtnmmjcuitjinjitijfURanHnjj (Written

Report) *1 {UfintSnfiHlSSHaJ'JHISGlUltigl^ (Strengths) SbGtlJimSJim (Weak- nesses) 

nm sm jynum njt^H m m sffU fingim sis (A Combination) sbtSgjHisfru 

I?iat^[ti3flUfinit3nJ98Wins (The Number o f Input Sources) ntiGtfrfnn[ttnti[mftm3rru 

gSCUpjfimfiHIStuCUHIBmntftmstilS (The Probability o f Receiving Reliable Informa­

tion) 1

“ mf&rtgfiSGflfglflj” (Personal Observation) §jHlSGttUls2btflCU SbGJlfdCtflWri 

WfiHfnntjintWb (First-hand Intimate Knowledge o f the Actual Activity) imcu Rtf] 

nRHlSttJCUHStnShTjRWnmGttfim muiUKHfiutg (Information that is not Filtered 

Through O thers)^ mJWtg?itUWtiinjHSnTIR^m5tUtlScjWSt(pSMSnwS1U (Intensive 

Coverage) ntpsgitiCUgtjCUmJiriJfiGfntj UGl3mG§jtmHfm\5ni (Both minor and 

major performance activities can be observed) Stimjg£U§mWu£UHfi[RU|t)v3cytflSui3

(Opportunities for the Manager to Read Between 

the Lines) *1 mJLRULRbttflUKtSjGStSngjti (Management by W orking-Around) H1G 

mumntnSfnnSSGtmsSlSl (Omissions) ygnysttifuw ttltitgjbl (Facial Expressions) 

UfnnflJRtflfiMtHti (Tones o f Voices) tufU U Sm G m um ntnst^m [tJfin^gtgj?i (may 

be missed by other sourcesj *1 ytStFlHnfdCUtSltncUtuCUUJHlOntSnRHIS (Quantitative 

Information) ^ j ’tijlJRlUSbfTinfdRJlSURtms (Objectivity)

GlSGIfigntfl til{UfinfiG8’H5tffftni (Inferior Information Source) 1 nfitnsfanJtjlSHfinTnJ 

WltimStUtflCUtSS mQggroJbSfmntWHjb (It is Subject to Perceptual Biases) tulfflfiTU

m im niram sfa^m nm ututScuraniti^m H ntfiu tR tiH in  m sn iP itg jm ucuusuS ni *i m i

fi3ttiRtUtU^lCUnUbtmtI5HlSfTlJGniTltmnfU§t{Ssw|nWSlU (A Good Deal o f Time) 1 

Gi3tpmugRlGpm{WtSStRbtRggCUIbmiPirifdPnnjgv3gfnty (Obtrusiveness) suiuS r 

*nGUfi{ftntmsi RiJfdtbRtynjt^titJiriHnLRULFivitss (A

Sign o f a Lack o f Confidence) UfnjnpGfitCUSttiritjfi (A Sign ol Mistrust) *1

s
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m njufpw nnjgjtih tisn jgfiJiu itsin tiftriussisinm ntuuG U jStss GistGtmtiiHfi 

{RUpiam3tRntJttinipStga9tgitWItntDmiIlfiljlM?5 (Statistical Report) tuHjflWWti 

W StiCUtjimM titammtnnimJtnn m saum o/ifiw w tl (Measuring Device) fTlHim: 

juitum jniiwfitss SstHsmfi{RHcugtinj?t3cutt5niHrifinnjgj (Computer Output) moms 

t g i  JCnmmjfUlt^WRmt5^RSW[fntJfi (Graphs) ufruJtUSj]{fTlH (Bar Charts) UmtUS 

fnygjtl (Numerical Displays) tUTlHUJ ?t3roHRpUlRmi5[pMlSqfltDRtHnnjgtiWtSfTlI 

U tncjfnjtni (For Assessing Performance) 1 tgisStjigsstUWH (Statistical Data) m sffin 

tnm[W fun^fnnHnnt5cj sa tF isyuw gfnnnafriJu^cjngm fissasisim ^tiJ (Easy to 

Visualize and Effective for Showing Relationship) GfiyiSgRjsfflfiyiSfiGfnGtUhfijHn 

wnyffin (Limited Information About an Activity) 1 MRH1tsnmminntnStfi?MtIJ 

flimsy (A Few Key Areas) yU3GSSGG tt/imt[SstRyStHtnsynmM 81S9d'tgtgj?i (Other 

Important Factors) *1

tfinH it5m um finnyistnsm yim :Jtafflm infi^w yim tii (Oral Reports) tm funm y 

J tu :w |w g  (Conferences) mjJUt5 (Meeting) mJWSmgtljySFn (One to One 

Conversation) yfnJW SSimygiwn (Telephone Calls) *1 fTiriHUUnttftjCU (Advantages) 

stifnnysm am tuticu (Disadvantages) tdcuyish^SfiMfdamgtiCumjirint^tnTnitiJpnjafi 

^niyiRyiscuntui:dG m sam jfgtgm yfu^injfen tgisuiTinRHis^ftns^tifijjrifantJ (Filtered) 

tt/immtJitiJ nfiynstuRonryiuJuiw (Fast) H sn™ §jyism jgsunriti (Feedback) stirru 

UtmnimnjtnQS (Language Expression) ymnnjntflll&JfCUti (Tone of Voice) t3y jsi§J 

yiSmjmcimHRStU (Meaning) *1 fryufiifm ym em tim tSnitjl RfUlJupG (The Major 

Drawbacks) n tim tuhyfm filum sm jnm m jo/itjifijyim ss S unram m gnt^ tin fiiiJS frm - 

yi9MnumJUCTTimtmtiinjntLm m 9lsj R (The Problem of Documenting Information for later 

Reference) *1 fitnSfdyfifnnttifiUtGfilgjl (Technological Capability) JUfihtGtifltiHgjtiflJ 

gwfqjjGbitymtinss tasH Sf^sjm hlsticum fiH m  ttinjHiGtmunfifiRynGis ttfiw yjw g- 

fnns^m m fn jM ^in jy ifi m ymitjfigRRtitSjm fifiyyti tuimjnGifijiQmjiHGijstii im nu 

dGtjiGiswnwjtJinjimcynajiHfijndi *1
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njgtirotftm w tiism nftnm m i& u nmGtHimtRfiwfahtnstdj tthmitmiimycijitfi

njimcunanHnjj (Written Reports) *i JtrimmjntocmmtuntuiHnjJHisnjntuirtBRtuif 

(Slower Yet) tiGfftJGimmiltfiwmtiJ msftU1ShjRt\h:ti5,mj (More Formal) tfltimi 

MttjmHtutfifu stajtnmmjcintiicuinR *i s ia tu u u s ts s  (Formality) tiininnnu n tn s  

SmtuJttl StiGJlWOrifij (Greater Comprehensiveness and Conciseness)

^m w CutR jnraninvim m m jn/i^injH iPi i  tffiwntsstsItgfR jtjitumjaiitjinjitunjnn/i
^  m « *  *  cJ e

Hn?J?nHt5HfnUtifrinti'ltIjTWCUdtUmJtjaTfia^lRJ StimntiftitflfiUnTm (Usually Easy to 

Catalogue and Reference) 1

ttfimfiRJUUUJCUtSnanfdHjB StifiCUlluS (The Varied advantages and Disadvan- 

tages)tS{UrtnSUm^ndlG^fijWtiSi^yS[]JtfiS (Measurement Techniques) tSstSlntiRG 

IJJtiISrifisnj tmtDtnS{RU$tit[thm (Comprehensive Control)

L tnw lG si^ystssi

6CTS£558f>'3fo5gi59£5<? :(W hat We M easure?)

S tn ? i jm n s m j{ R h n sR jh h S c im R m j^ w w h n uf ” (W hat) ts s (m tf ln j th w s is£ n t i  

(Probably More Critical) tfltin “ttffjtT(How ) ISfTllflWWtl *1 mn{2wfifdCUmiJU 

IsgtIJSW (The Selection o f the Wrong Criteria) aiGSIHRS^tuItjinuGSGJ StifltiWsdfU 

utnnJfTU (Serious Dysfunctional Consequences) *1

nt3{RU3tin§gOJSCiritIJtjims:(To a Great Extent) Htdmtt5t3flfdwi)SaR[inRtH1tiJ 

nSnith tR H tsittlw usfdjtsiR hM ius shnjitinutGtaimwtJGGistustichgytms (W hat 

people in the organization will attempt to excel at) 1

n5nnh:lsGmHmGSSfdnUfni{RRnSRJ (Some Control Criteria) HIGmmslHSfR 

tnSfRUWISmJtUltSmJfRULRb (Applicable to any Management Situation) *1 tfl 

affifluan SSnm wnHm niuM Hfittfgim : cuntui:

ISGtUHtBGSS dGtjlfnnnniGfilUWStanSfi (Employee Satisfaction) yHTfflfmUIGfnJtnJ
*1 U Vi v  v > o

(Turnover) StiH?RHlS (Absenteeism) HimHItiJtRfflmglflNMtitnS 1 HR[RUynmwnti

1-
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(Budgets) wniBwmlsfriJgStU8W[RfmW8S(Areas o f Responsibility)
u

ttfw m snanm m tm } i m nytihtiam tHim m jynm m wfiRti

(Keeping Costs Within Budget) ttfimtjll5§fiJHJHjtjigtgiHtU 

fanU?5(RRnSfiJtI^mftWfdt5 (A Fairly Common Control Measure) *1 m sn n jy jn s  

]^RnSRj§|}iULtji3tJtFimtUUaJTimdim (Comprehensive Control System) RJ^mtUHIS 

mjggnJWIWfnnttaja^m (To Recognize the Diversity o f Activities) ISWfiUfnnRti 

QtlUTlHHn[RU[Rbg:ia s jim t1 HnyRUyfitittiRtiffifiRy (Production Manager)tSlR^tD^GJfi 

tiwRHmmctLuyniwmjj’ifijw bH nulynantsafifritdtutiffifinisnaym tg (The Quantity 

o f Units Produced Per day) UGSSdnmt^mtjffiRniSnaHmt^nbnRinJHtllJU (The 

Units Produced Per Labor Hour) URtgyR9]^^tnntncyRtiytIJt]fimtSti£5RtiRI (The 

Scrap Per Unit o f Output) yfnmwtsmmBtedGtjW RtjratdW HfiStjSumsymHimlni 

(Percent o f  Rejects Returned by Customers) *1 HR[RULR^HgmnJdtncUtSinasmniJlJ 

ytmufdJuifitTiR) m ytyuL U w yssgnnsynfinndnj^m tnsnt^ytiny  (The Number o f 

Document Pages Types Per Day) ys^ tsysum T dnjum stg itgR m R ngtiisnbym tyit) 

(The Number o f Others Processed Per Hour) Utnnj^CintjiyGjytSyjStnjijmJ 

tfyjlgjfynSISI (The Average Time Required to Process Service Calls) ‘I HR[RU 

[R^tiRStijij^cTRrnmtyuyjiwmjfifyfg^sisi Sct^fnR jtytsgdjindtum utynG is (Percent 

o f  Market Captured) y m y tfiy y jy  tSyulfiuClJlJnbmJCUnsym 9 (Average Dollar Value 

Per Sale) yySSHR§tiStdfUyRgSingStimJt31JfanumRt3'lJ05fi^yiPi (Number o f 

Customer v isits  Per Salesperson) t n jg tjm w num jm nijw nym nm jtnjyQ jQ SS nmn 

SvlflfdWtiniSfnyUJyinplGCUrify (Difficult to Measure in Quantifiable Terms) 1

amtfuci/j HRLRuyiRJdyicuyinyismjnjCTRtin^tpstTlnamjfiwfytifugtinjfnja'inufij

HR[fiTi^|tfij,Ry (a  Research Chemist) y[RUdyM njiyifitjiRm jBfyM btwyswjyin tdw  

tURRywsjiOTTlS!fidtUHR§dS (A Person Who Sells Life Insurance) 1 titSfynyffin 

twnRgii^HMmytmtinRmyfitgithtdfiRGtdQ5yisa5RfiJi:ju utfimwRtdnjHsn'nmH'iuyR
^  «  i ' a  v  - j  o  i m

flWfyfltns (But Most Activities Can be Broken Down Into Objective Segments
9



That Allow for M easurement) 1

UHgirinummQJulmRSiSunjwiiJS itjim u^uuR m m frinH lfriR g is ts isg jtg lthw h th i 

friR ifpsutim sfnjvnj shw nufnnwstRm GUgini§jt\2tjRasm GjifijtiTiw  sbHiGfiw 

WtitpS (In Tangible and M easurable Terms) 1 tSlintUttJwnjgtiWtilfinnmamJttU (A 

Performance Indicator) tdnjWUGtTlSUSmGnjunUGISmUCUnSMulHltUlfrin (Cannot 

be Stated in Quantifiable Terms) Hn(RU[pt3[Rf?fghJn StitpJLtnMJGISmJ^lHgtmHR 

(Subjective Measures) 1 t^mjnRlGISmJtjlHRtSlHRUlSluSnnjlRHSgfUgnritlJ (Signifi­

cant Limitations) RUtglGISmnSS (Better Than Having No

Standard At All) It/iwH StHtnStiHS^nsrnJfRrinSfij (The Control Function) 1 (UMS 

tutjiWRHfnntt3tuw8is m nt^sfm s^Hism jcuw nfjtim jhfdM fitm snaisw ncin^RU Lm s 

tgjm  (Inadequate) *i nttm iutetcs Hn(RU(R^;RhL5LWWfunn^:1sGmtsmififafdawg- 

titumJvFIJfnunujUHRtSlHR (Subjective Performance Criteria) *1 tflfrunfimfimR 

(Analysis) UmnGtfGGfjWnGGR tEJltI3ltimwnjniU]:ls§tIJHRtSlH?i(Subjective Criteria) 

TRjggfl3fJinisfmR3S81R8ia9SSm (The Limitations o f the Data) *1

ujutjjb 9bDt3[nbuJim angtni h wiig

55^3ygj556S^55 (Comparing):

fiurist{yjmGju (T he, Comparing Step) nniiRnmmsmjttyjytujfiticugticutjifi 

tw m sm jm nm m ju ij StiWtiul (The Degree o f Variation Between Actual Performance 

and the Standard) ‘I mJtfU^tUUmGSStSint3njgtjR5mjUlJ[Rhmnht^lSl3tnRH1SGtms[fiU 

MRHfnnentiHfth m fw tm inm ss mjRCihRnmmdcumGggcumritns m ftucmwsisutifi (it 

is Critical to Determine the Acceptable Range of Variation) *1 FdGStfflTJtffnfcl9<£-9 ” *1 

mnW XHjtitSwttUMnmmas (Deviations in Excess o f  this Range) StifTlUJtjtfTU 

tww§tIGStdRj(R^ggnjs^mJtijnGRgfiE^PinHRLRU{Rti i  isIfitianjnnm niujuiG ju (Com­

parison Stage) HnpU\Ra?Rv3XRGlUH1iytini^mfdMXraSl^ Stt9Mtt}1XSmU|UlUni (Size 

and Direction of the Variation) 1 HIS afllflWWi umtdWtGtmmtRmtunRSRtSsrnS 

tRGJIW *1
3
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c^gnpuifit3^ncununuM UjHtJisgmmwLii^SMSt?fuxui]gi6 miris Cowley 

Wines New Zealand Ifinn Mike Gfc{nmtnmmT[lfi{Utnt3 tSlnjtinCUMtjlt/ig9tS?8 

sum 9 x^cunnJimrimjnjfiuJRtitsnsatsit^mnjuGwnRsnH^Rwmi (Brand Name) 

JUfd[fiBe1 JUfnnG)^-9 ugiCjnWtitfl (Standard) StimnJStSmnjfitiltftmMfc (Actual 

Sales Figures) (fifitfurntn 9 o m w ) M nmsRjjtfi *1

jy snn  9<§A9 ^}S85J«SsftfS?£raaaa5e55fi©$3!8^i£^}|5a5 
(Defining an Acceptable Range o f Variaction)

m fiSM U tim tifU H 1 G 9 9 fU C lS  

Acceptable Upper Limit.

egesti

fTifi9iuut4mt3njHiG9gnm5Rcis 
Acceptable Lower Lim it

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

msitamitipiututiJtujntissni
tuRtna
Acceptable Range of Variation

tm nnn  Mike Tnm tm unm jfufitinutritsnntfim g? mitURSjHiamRSwuststiitiHttJfu 

tnnntnsxffifiQMnfluta u ts  tm ssu issm tfi msfnnfu^Hjt3utLSswsnwmuy(No Signifi­

cant Deviations) ? tgis5tfiW6tinJ9tg1tSm injRtiJM IU (Overall Performance) U1S 

CUnHfi:HttUTimtjfl5mtfim(Quite Favourable) Rginfdnjl (Brands) tj1t{SsH1GRjf§JHlS 

mitnumjHniinHnTRUTfititdntununss i  m sG SStsm nw m ifarom iSitnsm jfriuH iJH a/i 

ISIS H1[f3tumt3cutfirm M ike nQtjlH Ism UlfUUJpSM fRW m u (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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fnni3G)«^-G) n j9 d tu tsm jn jn ^ n u tn ?8n n tjlju w in « l/is  Cowley Wines New Zealand
c »  v  u  n  L * 1 1 J

9(3G«&5)

eg £?»6«g8 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 :
U 1

4300 4464 164

RinCUtHjmsItWGTinMnTltjltJGS (The deviation on several b rands) tJ lS tn t

RGRG tu im nfit j lS s tnn iG U IS m jm fi Gfi9R^ntfin tW fijtg jm  (not w orthy  o f  special

a tten tion ) *1 nvESISBlS Wyn Coonawarra Estate Hermitage, Wynn Coonawarra Estate 

Cobernet Sauvignon nig W off Blass Traminer R iestlingJRRtiSH SJpiU W ^^tSinnw m i 

Yulumba, Svl Tolla tBlStBSmUHtUltjSswSfifijSIU (S ignificant) tuIUtS? tSShm ilsS tU  

fufUttlHR Mike jjaftG *1 HlRfOnTl Wynn Coonawarra Estate Rhine Ristling tflSnjntgnifiv)

mR9g%9iufrimmcmtflttfcmcirm Mike tnsniuiR i  w fnnfnjiuuss m fu ru m n am itu fi 

GRSPiuiri *1 Mike tMtiinfiHtuiinrftituafitHitsjgiutjitiMfitfitss 1 Rtimcimss Mike tns
Cl I ** V  I *">

Montana Sti Nobilo 1

Wynns Coonawarra tjltinjRtjCUS1GR5tuR5h5fiu~lQtj1t3tfitS1S flSv3tG^JUS

mw^viutafiurifigncutsmnuBwmmnfignHtiftmtiffifimRv3LwnG9 11 lyM stum itnm ss

XSmiCU Refill Wynns Coonawarra HStHStjIfni ulRGStfint3UtlJSa3:8 (A Temporary Slump) 

ts is tnnn  Mike s^{Rfm RUsmm m np9tjtsiiRHtI)sgRga{fiJi tuimtStHirnfasG



(m iM nsn)JU M [fJiinsm R giu *1 mjmnjHS[RugfrimicungnssHit5mSRtHitUHisluR

(Troublesome) uGtFlfltERtHSftjUlfijttriR (Overstatement) tSlfWmit[U{ynjCUTlHtU *1 

afflWfd/i mJSmH§RnH1tU{Tim3n5tWHlf1 Tollama Chardonnay tSStj1[nSfT)J£l/i5s 

GBmRv3JtUTClCUHtm8(a one-month aberration) ytjimnn3t9jmsgtjJlJfanU[fiTlH1R 

tss i a&iBUflri fUMft5tiwn{fiHtnsL«i (Cowley w ine)

(Overvariance) SRunUJ03HSjpUWt3ul (Undervariance) fi59?R91H91JcijHlSRlJtIJRGR 

9n^RJUfijHfi[RU[Rb)1

ujuujti 9bGb|nut£nu) ongna h wfig

(Taking Managerial Action):

fitjTisgmt^ifiimst5mLfnmisStnJijmi{RRriSRjRmjtri^OTSpnngn[fiULRa (M ana­

gerial Action) *i HfitnufRtigitioptiJ HiGtGmnj2wnwts1ntimniTiHtSLmfi9WfiyfTin 

91tJCTIR: (Three Courses o f Actions) tR§SHlGtGH91i3Hfd (They can do nothing) IR 

mGtRRJfnjgtinjtiimwRtSRlJttR (They Can Correct the Actual Performance) URIR 

HlGiW ntHnJWtitilims^ffilcj (They Can Revise the Standard)1! UftCUfillJtflSRif 

nSjrtfGtjltyWG (Fairly Self-Explanatory)tSlRtiStiHSmRJtfl ISIS

Gnt3t3nsRjtHtu§jtnsiPRGRnwRHfnnnj[ytR9GmLRitij 1

?TMS?Sg5ijSft5gS5ft5£lS56ggG6$5??13913 (Correct Actual Performance)

LUWStULURmsmnLUfUCU (The Source of Variation) m^fUStiniRlftfindCEGlR

{UWSfnn(Deficient Performance)HR[RUJRtiSt3[RftnRjGlSRinRmf 1 atriWTflfl tS?GlS

RlJtRRJf (Corrective Action) tSsmGJUUmnjS^R15^WyjmgfiJlLWJGSlwyS m jju g ri

Jbns URylGUnFISUtUTimSlSl RlJnjUGtgjtilnijytRgtSRlJRlI yRUglfdyRWRfisw (Changes 
in Strategy, Structure, Compensation Practices or Training Program, the Redesign 
o f jobs or the Replacement of Personnel) 1

HR{RU[Rti ldCUjy^GtWGRWUGGRRRRlJGlR^GlSRinRRj^Sn5gtiP5tflRtwmSRlJUl5 

tS2]TiffGIWGRfijUGGRytingjRRtjl JR5,GlR^GlSnlJlRRj^RlH5tRH{3 (Immediate or Basic

I Z



ujuiijij aaobiniJiiJiaj ongna a raiig

C o r r e c t iv e  A c t io n )  y m G IS lm H H C U jh S t S R m m n n S  *1 1 t r iS m U R m f f T ] H 9 ( Im m e d ia te  

C o r r e c t iv e  A c t io n )  H m n n m fS It m t lJ H lS C U S t in jfT lJ t r i lt J lS ^ G n S v J t S H H t lJ n r iG  ( A t  O n c e  

a n d  G e t s  P e r fo r m a n c e  B a c k  o n  T r a c k )  1 tU tR tG fn JtR R JfR lU H C U u lS  ( B a s ic  C o r r e c t iv e  

A c t io n )  t s f i f n m n n s  m R M Jt f i “ f w n f ” G is t f in jg t fW G if iG s  u / im t G f n n n jm j^ t m s

“tfiiifffstfjtoflnr tt/imumuynRt5iRfnjt^ustgit§mnpiRjf[yfintt3njmtmmHismjGiR

GS U C m H jm s is  ( T o  C o r r e c t  th e  S o u r c e  o f  D e v ia t io n )  *1 f lH S t H S t j l i f ] f c 5 s E H ? n t g jt D  

M nuHRipuiptintifnncuntuiRtinjtsi t«nH istnw tJnnpupnsR am jG iR ?O T am nnw f 

m uu tu tJis tsnm m nnsttiia^JG  4tfiajmriJHPiti'im jnutiiStSw9sfitrism 5tfiRjffnu9v  O  C» O  U V_> X) V  fxj

d G t j i f n j“ n g R i f | f i t n ” (P u t  o u t F ir e s )  *i u i s H n ip u ip t iS in a iu M g f n n in t i iR lm w n H n j  

U n m s m n t U t H jt i  ( A n a ly s e s  D e v ia t io n s )  t J im t S i t n n j t d W m n j[ R H [ G ^ H 1S H G | U tt in t jS  

(W h e n  the B e n e f it s  J u s t i f y )  m t U ^ M X n W t f n n t 2 ^ t 5 r n H R R jf t ^ H S x { S t I J S J f n n  

O J t H jt lu W S n w S J U J f lt lw a t f l  s t i r o s d w t j i m w m s m m i l  ( T o  P e rm a n e n t ly  C o r r e c t  

S ig n i f ic a n t  V a r ia n c e s  B e tw e e n  S ta n d a rd  an d  A c t u a l P e r fo rm a n c e )  *1

tuttinumucua&iwjfin juftiyiHinsifiri Cowley wines iUftiimgwsFtoujjgjiSm 

t s is t n n n  M ike m G G i f i l t n s m n n m f m H H t u ^ is f im m n n s t s i t f f in jn c u t H j a H lg G is  ( B a s ic  

C o r r e c t iv e  A c t io n  o r  the N e g a t iv e  V a r ia n c e )  n a fn itU R lM lH lR  W y n n s  C o o n a w a r r a  

E s ta te  R h i n e  R i e s t l i n g  v t f lT lR  M ik e  m G m S a f ig J U t it lU t t t ip t u m r i j ig n H  (P r o m o t io n  

E f f o r t s )  U t S s t s J R Iw n U R I l t i jn t jp f f i t S ls  ( In c re a s e  the A d v e r t is e m e n t  B u d g e t )  

U R iR u a m m ju q p S n i i s l in t u H m f in m n t iG iR t i t B R  *i I t n s m n u t u x n n R  M ik e  G im c h  s h  

n tttt iR tC U fr iJ f im fitU JU W tn T IR  M ik e  n { u 5 g f n n t S ? G lS m J S H t I J 9 (th e  a c t io n  h e  ta k e s  

w i l l  d e p e n d  o n  h is  a s se ssm e n t o f  e a c h  a c t io n ’s p o te n tia l e f fe c t iv e n e s s )  *1

6feg65gg d g ? 6 sa esg 3  : (Revise the Standard)

x3ltnwgsfnnhjtHjtitsisRHiGunniti5HRnwtiuiti3tunHisnjRnn:gi3u6iHtiJWfnriRiitui

t m t U R If n n n t J lJ U M f lJ n G H lS R J R S W m R  I g i m r m  ( It  is  p o s s ib le  that theo n
v a r ia n c e  w a s  a re s u lt  o f  an u n r e a lis t ic  sta n d a rd  that is ,  the g o a l m a y  b e  to o  h ig h  o r

'1 3



u ju u jt )  3t3Ga[ribitrim angnu h  h r ii9

to o  lo w )  i  n t im a r t e t g s  t R g j f t n u jn 5 n 9 R Sfin tn jM fljJ i u s t u s m n S n g n t h m d jc u g t f c u m j

tnng jtu  (Not the Perform ance)1! is1ntiapiw ff¥nuw tt5ti HRyfujRaftifinjngiHiGtns

RjfmjntifnJmHtiWtiSl (to rise the standard)tSfTliCUR[fillHin Tollana Chordonney ttSyj

IgmRmsisamJStlJHQnJGRlMltSS (to reflect its increasing popularity) 1 tfJtihftUU

tsstnnHistgj^t^mncjtnnalfamngji tsiinnjtunjHRncuRnRRj^RicmjJItsnjgtinjiuw

3S (adjust their performance goals upwardjtHItUmStngfdtSlnftHgjvHnCinSluffigjl

tss {UMSTUiRfatJGtnstRinjtuIpjtriiuftns (Season Goal) frimnnytSySyti i unritticmg

tH1ffiH1sluRtflti(the more troublesome problem) Rmnwfit^fclmSfM&tfltJnmGsQ'UJ

IjiamRttJnJtnsnnnRninniHa (the revising o f a performance standard down-ward) 1

{uw sm sttinSR ynginnninumyisfugdnjmj^ijmfiGstih^gitintfncuTdittlfutriSRtuiFi

tSIS frm§tURUtjltiHtn(The Natural Response) RmntiJmjgctnRRUJfiJtSfnnnjtHjtitgl

t^imjgfinnnulfgttUWi3Lntg11ni (to shift the blame for the variance to the standard) 1

am am ui sfifjm dfuggm nsgiu^nnm nStnM nniym  tnb5tRgpnnnuifdtcu^5MfnRfls”iji
• • •

SfdfCIfi (the grade cut-off points as too high) 1 tifflnmjggCUWinitflCUgtiroiSfnJWfip 

TUfdtnntnSIfinitnjni(Inadequate) SMJfitRatfiHSHItith wtifrgimmsnHISnjRfimMH 

ftnnwutfcmgjtij (Unreasonable) i titsmtss mRtfiJ8iatuRtint3njunSmRt3miwnQttis 

fnituRui{tJint8iUM8S(Monthly Quota) H iygiufnm nStiJJU fasstgistitdsfnnunjnH is 

njRtUi:{WUStifTlinR (Unrealistic Quota) 1 RUHR HltjdlRmmSCUM^SltmsSMt/lMtnR 

tt3wi5§jHisrriJtjiRsn§Rtinjnupint3njtRftRfiujRtHRiyMStJitsis *i msmytitnnbmsfitji 

tsitnnjtdfusttinSn uHRLRULRtinutncjtnsRiHwiitJitsis

nuiwtglfnjwtitfus'isma i pjwsujHmtjJtfi wtoyisnjnan:Lwut^HtumjriRHR(RfJRji 

HfUu1S[S§§JtjlUfinU (Hold Your Ground) 1 ClSjCuflumUMHR HSHItit^^niuCUSttiri 

2n UHfi[nu[p5bitj'i tsitnfUHSiRRHRfaiyHtJismGgjiytMn^aEJcucijgdcufniaij u/ituusiuHn 

tn^tnsmJGitnoRtimnfiRjf tGmhbnmgjmmibjytsismmtiirTijnn (take the necessary 

corrective action to turn that expectation into reality) 1 JUfnn9£-l0 tjltWtSRWttJUtS
u  o  e

2ttuijpnj[nnnsfij i  MttEJilJgjstGninmtijitJI mstthwfinnmcmtfl (Objectives) [Rftns



u ju u jb  3bGtJLRttteitD o ngnu h  t jf ig

W R nnm sIntitntm Sttisfrm si: tfnnntflgim sis [R fw stip jm ingistim jtR R nsR j (They 

are tangential to the control) *1

jump 9<£-b :dtPmimnsmf[RRosRj



m n{ujutGjusfclGis

mntjR[RU[Ri3 (The process is essentially a continuous flow between measuring,

comparing and managerial action) *1 HljTJtiKgltftffUSdfURhuCUTfifTinfUjUfGjU ItTlS

SSstGsitiHw twfiwistfi ytR m fcustin jtsm nfrnm m jti’u (Depen - 
ding on the results o f the comparing stage management’s course o f action are to do 

nothing, revise the standard or correct the performance) 1

ujuuju 9bGy[RtituitD bnana h wiia

: (Types of Control)

HmRUTRtiHiGHSffimnfifinsm is1ustnnndcuwRHfnnnmTfitoSGim§H m si
c *  L> L j  i  o  U j  u  i  u  L i u  n

tntu?i3funnt3??i3uuijmjfanHfTin umsitnfutuCUfdRUfnn{RJtnsumuti grtfigife trnltji 

mJ{R?inSf1JttfiaJjni3Sntj1HS(Feed Forward Control) {Ui-nSSb tTJTltjimjjjnRnSfijGtms 

U 8 (Concurrent Control) S t t {U If i9 t it it [fn U J w m iG S U H T It i (Feedback

Control) "1

l£o n ^  9 ^ 0 1  5|56^^6$SfT355ga^5sj

: (Feed Forward Control)

lytfiQlsmJlgRnSRjldWlRSUJHBWGRUtiR (The most desirable type of control) 

RmJlRGnSRjt^tBJnhSfitJlHsfenjUai^HSGims UCTllttJCUtfiRRtjIShtRRtnSl^a (Prevent



Hjuwjtt 9iJG&inbiEftro ananu h wiig

Anticipated Problems) i  tPiti/dttimi[RRnsEijtt^minagnt^iusntpmsfit^mj[nRnsfij tticutc 

tgjhHStncinSmGWRymni^mwh (In advance o f actual activity) i

mJ[RRn3RJlU^9tSSHiafURnJi:i^mJRJi39WXSHmfi!i (Future-Directed) *1 a&l-

wirn1 H n{putpm ^[nuujsm §nlgjiH ^m w m w H tfm cS  (a s t a ) m BtirougfinuigH  

i9jRm H9t^tnnjiuwnTwt5Rium fam M {jiHuisyHa (Boing) tfi (a s t a ) tjistm um n

tgRHmmiv3GtSnGfLiSJlgngtl (a major component supply contract) 1 fnJtifUURCUn 

tflHS (Ahead o f Time) ^§SR^m m ^Jm H im H 1Sfnnt3?itiri^ (Potential Delays)

ycisptncu *1 H iycm m im ss mjjnRnsRj^mjfiiagni^HSRt^fTiJGiRJtnsfnjtgRLRujpti

ttS^U^IHSmnJUCmRRtflSXQJti (the key to feed forward controls therefore, is taking 

managerial action before a problem occurs) 1

mnRRnsRTtJJiujjntigriijiHStssgscufnjsti5Ht5fi5Sri tffimfmjfmsrmRtjntiJHnfRu
U u  U  i i  u  v o  l *t > C*

ptimjmrocmtjIHStfttjltinptnns UCmmstStanniffltH ( to prevent problems rather than 

having to cure them later) 1 msmJ{RRnSRjtS8RjftHimaiS nRtflSJRByjfStigiSUJlR 

mmn (Timely and Accurate Information) fecmftnJtlfsrijtnR StitMtilRfilS l1 m yam

tuim ssHRpU LRagftm LU ^w t^tjnnim sfyjm gttm H tijR tiRuim uiytRgnngjR  tsm jy m  

IF* 11

: (Concurrent Control)

gt5?titi5tRHiGmtunastujuwfi RijyjRnsRjthm sHsm RRt^ti GtnrottinjMRHfnnnm 

HOinntilRfitluilfnJ (While an Activity is in Progress) *1 ^Sitntl5^t3tU^RHSfRmJ^R?1^ISRj 

thnoritironniaiRmnnimstfiJ HRiRuiRtiHitjtRRifucmimsHSinraijJrofijTimTsli^^wsn 

IHItlJHlSmJUtifgXfpSinfi (Management can conect problems before they become too 

costly) *1 {SthygitmtitmR WinjtjlhtRUfiR (The Best-Known Form) tSiRRfflJfRRnSfiJ 

GimsygRmjJRRriSRjttFimyinj (Direct Supervision) *1 t^tnnntinSHRglUlRttfiSRj 

tHWti^tIJ^rttWWRHfnnmMHRtLrnH§figJUW8S gtCTSHRgiUpiRHITjimiHtUGtCTlSHSSf
V#

wRHfnnjuMattmBRiiIiaiiRRj^wuaniuns^nRHis^ti *i yjfisiut\2nitjjiwijiHisfnnt5R

!= AT



u ju u jb  abE&LfiatJJuu or>gnH h  w ijg

afll8srit3Jfli3fiJngmn (Activity) SUfrmgtnRUjjamnRRlf (Collective Response) JUWHH 

Ipupvjmuim RmimRaflftSStnsmRRCRljUtiR (The Delay is Minimal) *1 iRH1t3njum(RtiJ 

mJ8iatdmfjmurcm9W  (Technical Equipment) S^mumCUfTlJ{RRriSRjGtmsH8 *i am w f-

af\ nnj9iRimpauijRiRftn3iRuniwnHl5tE3njstigriitHitiJHRtp(piMRnjgiafmn5tijRij

tHStflUSlS (UM8tUH13RtJ}Mgti (Error)[UTratmRRi9jti 1 (UMStUHR^RUmWSfRIIUmi 

ttftUSfd (The Wrong Command)lWRnj9JRHJGlRRnSRJG^rn5H8tS2 SbuBtWGmJUCTn 

IUMHR{flH^aHlRtgmitnUHRtjlS6t5tE3Jt3l UJlRHUlStflSW? *1

: (Feedback Control)

Lum9lct3njHis{utfiiyujfnnutiR RfTij{RRnsRjtt3cunti?tintffimjgsunTii31 pnijRRnsRj 

tss in m g jtitp w w n H fn rn  Jtnm m jn% Rns?y^guinjin Mike tnsipipiMRtimjfitURtH 

mJtURdJtfintSls fitfl a^W ff^HmismJ|RRnSRjt^mmJRSUmia (A Feedback Control) *1 

RftffttJR§G (The Major Drawback) I3mJ{RRfl8RJR1H[mfigiSS RtjltSltnnJtSCUHR 

(RUIRa9SronRH1SnRlJgsUnntHS8 ffliSGSIfi (The Damage) HlStRRHlSjmsItT/itin fT1J(RR 

nsRj{utR9tssgdURit9lsarnnjMfriMRuu3fenjtnjm^tit3i “sp iffS ^ tn s^ Q fttS asg tr tR  

tteeittfiiJMniflfifl iw w ltim ” *i m sw nuw nH m ntjitrcs mji5sucTfi^sstjiTutR9tRHtiiRR
C? I o  t j  OJ u  U  u

ttiWmsaamGIIUltnMljlSntiRllIRRnSRJ (Feedback is only viable type of control 

available) 'I tuteRIRRWRltUtjl RIJgsUCTflRtSSinSRIUlMHJRnj (Two Advantages) ICUMCIfTtf 

gRnaRjtEfitmnfcgRtfiHa stimuRRnsRjGtmsHS i

8 9 -  mJgsurmv3WStinj§JHRIRU^SfnRH1SiynutultI3HRStIJ (Meaningful In­

fo rm ation )^  WRgLUtiliytiRtiRingtdSRlI (Planning Effort) roftHRH18{UM8fnnUCUTn 

[yw stum jgsunrim gis Gv3CUU^ininfr)nnjtHjaRGRG(Little Variance) JftbWtitflStiCUS

tiro tfrm w m uw m ttnnais lasRfrmwRiattfroumiritji mntntiamitnaM UGtiigtglGtRinj° «7 w v

tul (Generally on Target) 1 {UM8UJtn8fiincmHjfciM ( if  the deviation is great) HR 

LRUiR^HiGtfSjuiwnRHnssimss ta1twuGtitfitittia?TiJ§ urim tG tH im ttjsm nsism stfi 

Hi3[ywsfnntfn5HS i



ujuujb 9bGbinbtjJiuj angny S wiig

§ ta - m ^nnnsR jT ^m m sgsum i^H itj^nnnw sffn jfijn igR G gsianS R  i  hswj 

idjtitRbtRRbiutidi m gstR fauG njgdfum j^Juisw uam  ? RijyaRnsRjttfimRTgsunfibtji 

iGtdnjdcusfaRH'isgim s'is i
O  V

?T336fj'3CTf596S,̂ 'igCT(n^g^ I (The Focus of Control)

IRHf1{RU[Rti{RRnSRJH? RG[U^Lu a Da m j lS^Rjtf5nRgit3HfijtRt3lRt^1RttU 

IwmtUTlHmtslfamgitiftii (at one o f five areas) R ^  USWj(People).tflJm?R(Finances). 

RGLURURfDJ(Operations). RRH1S (Information) ynigdnjfriJ^JljlQtgiJUWftJlUS (The 

perform ance o f the overall organisation) 1

??3}$f33gi6fl535$|fo3  ̂ I (People)

HRLRUiptiwui5ifnnjtSit£JiujrnnGn§miRiujm:HSMjE3igigjR *1 tSu jtm m tiins 

xglMutstmfutJJisuMHtifnn H n y iu p a^ fm is tin tJ itim w H m u n H S fig  i m [wcm uimss 

tfimJM8iSHRyiU[R^[Rftrimtmmtnsd'i sm ri2Rnn^Rt§rnjtiindcutRiR^RiG  i  higji

tntuStjlRRJIR (the most explicit way) hjnUtHnmHRLRUJRtitGRIJRlStnSRttJimfiTlimj 

[RRRSRjdlfU(by direct supervision) StiRIJflttfRtUtCUGUgdCUR'IJiTIJ (by Performance 

Appraisals) ‘I tt^mcmJtCtJytlJulSlSRIJtllJnymtgtgiHtlJtg (On a Day-to-Day Basis) 

HR[RU[Ri3[RRnsRjtt5rnji3inuwstuii2R ti/imtRRjfunTitsitnfuidPitRRHistgja1! tu m j 

(The Supervisor) RIHgRtSti tdRjflSRJmJbnJStQIlSR(Who spots an employee) tdHJ 

nn^tRtSfnjyidOJLUd'lsSsGItnQ (Taking an Unnecessary Risk) Rtim iUm T^tiHIW S 

ttJW HitjGarougicynJSjRyiRfnamjmnmfnjnG ttjim[puSrtsttiriSRtsisnHtGjitTim[RU 

[R? (The Correct Way)RbtnCbHSlRR 1

HR[RU[Rv3^QjRtyrifnJv3"|nUWStQr,SRniSR1HHtGj'lCnmtUUdffriJ (in a more 

formal way) tuimfltURtU RlHyjnSt^RCUlRtlSmgdnjfnJv315 (by means o f systematic 

perform ance appraisals) 1 njgdfUmJ^JR^tnnjRSbStgi^JUWStQJlBR (RitHSiRflttf 

R ty *i UJwstucugdRjfnjbnnsisHiscuminilgHis HitinutiiUMSuinBRHitssaigJw

is



fljniUtSHtgjfittfimJyJIS (Reward) gGtftmim Sstpm nijnj (Pay increase) *1 LUMSUJfljg 

dcufmtnnsisMmsIgiuijUaMatJi utfif^stiisttiriSfi

itilWltimdjLmfigiSmJCmHjmsis (depending on the nature o f the deviation) *1

tiGtuRjuginjtisfimufnn 9d--d  Hnipu(ptiHisgunin/itjiitpsisiRt3tt3i2ig[gR 

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

is1jjtimjH3fR§i^mMt3HnijraiRtiiRaimiuipiM6nMtMJtRgfitiHM ttin jtnsnnjis’ima

9 2 - 6  iS^tGtm titimutSstnasfninriRitnRiatSnjiiiattinBR stiwnGcugtinjfnrautnstnH

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

increase the likelihood that employees will perform as desired) *1 

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

mrtfgftm ftj: (Selection) filUlfiWfnnj (Values) JTITIUjmtin

(Attitudes)Sx3UntUfifUfjnn: (Personality) JUfdHRSibtRlS 

Hn[yu[fib ci

m w tm f: (Goals) (Specific G oals)sisi

tm nntfigititm s[fiim tigw  stimmasntinRDStuffitiriutimfiisttinBfi i 

m m fpggaffu : (Job Design) iGtSmnijUGHSmifJtiggfnngrijgnjltlJ (To a Large 

degree) nCinfinfnJfiG?tiCU$ftG tn jjJstsm itn i(T he Pace o f the Work) HSfOJtdCUStan- 

8m G m Jip[w tuginga{nG g:iv3fafiHfnniuunntutuicutj'tgtgjR i

m nam n: (Orientation) rjamricinsianjaxtmSnSgfnciJiR^jGjiMrimujiufiiungs tticu 

ggtum ntns (Acceptable) sfctfjunutinniss tuCUHsmGggfumntns i  

mfffififlSfiftilflh (Direct Supervision) ffiHISlftnnuwugnj (The Physical Presence) 

ttiCUfnsmtintitfltHfm (Supervisor) tjlfdRHfnntt3njRJblSWmtIJlUtj Xt?itUHSCrpn§Jin 

tlScjtLJimmuJtPfdnmtiriUtjt^njimRunRntmfUttJi (For rapid Detection o f  Deviant 

Behavour) 1

rmPflji:ffflX11flj:(TraininR) UjUGnHl5uMSUngiWl^gffnut3CUStim{t3j3SttinBEl9jUJfU

SttnmmJtnntiCUtRGStnS (Employees desired work Practices) I1
£0



njuiJjU iiKibinbttfun ongriH h wfig

mftflfitfliR: (Mentoring) sa d fm n titu tm g tittji tu s -

tanSnHISGtUnwrnnfnjtnJ (Senior Employees) (Junior

Employees) §JUlSutin “fid IP  yiftSlitf flf iJS & § f d f c J [ R  m s  ” (The Ropes to 

skip and the ropes to know) *1

gfflfiU: (Formalization) U9UCTTlgffnJ (Formal Rules) t?rmjSttintntU fTIJnnClTISinfnj- 

RG99CU8fiJ[Fii,(Job Description) SbU9UCTTltj'isi9jfi (Other Regulations) StiRMfiClfi} 

mitnnuCUggCUtUfitjlS(Acceptable Practices) *1

fllfffiSggMgtSMfiUflU: (Performance Appraisals) 1hujlBfiSb{ymsmnsfmtinu9?itilG 

tmtUHfiutgtucutiunitai ssHS^niscumucuntuirlsStu (Criteria)tuCmftHCutftsfsmjfimenH i 

TnnfflfijHJUfffijftnffB: (Organisational Rewards) J^StuJRtjin^tufuBjni(Reinforcers) 

stiitunSnon^jH ism oriutitticu^G tinis san triR ^ tnn jsfh lm u tjtua j^uscb itn s *1 

fPfGPfPtPftJIPS: (Organisational Culture) (Stories) RJ81tiri5m?

(Rituals) St3rnJHS^RSJUWHR|fiU{fiv3ljlS8fijttj]v3^(Top-Management Practices) fUJGU

(Proper Behaviour) ‘I

: (Finances)

imnjfiSRGUtiUtjR (The Primary Purpose) mWlRUUsBscjgJtiHWRmnwtlJfltinj 

GUUini (to earn a profit) 1 t3qua§JMWt5t^S3^fnWR3mSSHR{BUJRt3Stipt3tptitgmi 

[RRnSRJSltitJIJmifi (Financial Controls) *1 a&UJUflfl HfilRUptimBtMtiJfitSroitiltlJ 

fnjn/iuniiGnJin5tUtn{RHlMl2q^RnSRjmiCtUTltIJtWM3ti (For Excessive Expenses) 1 

Hn[pUbh^H19RtlPS1tffi^WlStU9taCl)IJIJm^tj1t{ps (Several Financial Ratio Tests)

(Sufficient Cash is Available) RtimJPtUnm 

td tu y jsu s  (to pay on going expenses) tBtgtnmiTiunijnjisSnjififiniBHStpginM s a n s  

mtUfflUSfiBSGJ (too large and burdensome) StnSyjtnSltfl JSnjMHjfisitigpUJRna 

tR |5hRm nigiliyipW |U fim uim g3lafU  (assets are being productively u sed )1! fnitfli 

gimssRfri a e iu u an  tJi xRms^RnsRjttinuismfRtRfwstRiLULCTMnujutun ttSyjmri



UStUmiGtl/nm (To Reduce Costs) It?itDSt3mn{U]pWGSG1St?limfRmHl5^LmwJUtjR 

(the best use o f financial resources) 1 PnUfTlJriRffiJj^RnSRjt^ntflJCTl^RUStySffnstn 

t(U{CTfij^mHnt|iULRbltSinmgnafltiS (Private Sector) tham ng  <i Hn[RUIRi3tsin^ 

^UStdWHSmdCUGtnPCTlTlSiynStmtl)^ (Objectives) t fn p s  ttTmtmOJttfjytljdfdS'lS 

utiRntiGtairiutfrinj^ulgiatsis R[uwgfnn (Efficiency)m wfirius i

fflJ[RRriSRJtJIJni^ (Financial Controls) uGtfl ^tHfT1tjllSuR^gunjnjj§HlSfiT1J: 

fdSIS (an important tool for controlling costs) t2Hj{RRnSRJtUtUmJGtUTiaJtSlRtiUSnngj 

fiTtinujs stisfnntnnuw juifiuinj i

tf5mt^gunjcuiwnufnn§ttismj (Budget as a Planning Tool) *1 uGtdCUttSbGlSnfi 

wmcuuSnumsR iRHiGt{y{pwtSmwnusiamnGtdSfrij g itim jgfinsfij (Both Planning 

and Control) *1 iflmRgniSjHnipUIfiasfMtit^gltiUJHinJ] (Quantitative Standards) tdCU 

IRHIGtfUfniWWnuflfijQ^FTingjJGlWGSGIS (to measure and compare resource 

consumption) tdimtGmjtLujutGjutgist3wbith8ibitnHinpts§ ‘t tSiujtGffiJGafiJuaininfnn 

fmHjti (Deviation) JfltiWtitfl Si3mulU{GlWt^mwaS5,GSG1StSls (Actual Consumption) 

finismtGtgitfigunjnPfdriU[RRnSRj (Control Devices) *1

mnti 9^-lQ tJjunUt^Wt^US^dCUtGRtJIJmfR (the most popular financial ratio) 

toiRstM HGwSRutjRntim n^ipiM m Hfi^usaim  *i t^m tG m idn^tG ninJG itufnjtin  

ifijmfmUMftJltJS ( UmfdHRCUj (The Balance Sheet)) StiltHtUmiflfiGIUinj (Income 

Statement) tRtGmnjujutGjumnjsnjdGtt/itiJGiRgnfiidifnRjm uticmtsf? (Ratio) i  tt2tii5 

fnnffindcundnjtGngititss tiigumnfi

wnu^RnsRjttintitSHjnsRjttfitHcutji tS ^ u s ts is tf is ty w sfn n y ^ R tim n p ip M L g n j

WHjfi (Assets)UfliltU (Debt)fiTinnRnPnjfflJ:tdjt3f) (Inventories) StiH9t3igtgjfi *1

ujiiuji] sitititiifitittfHD angna h wiig

22-



njuujb sbub(nbittu] ananu h wiig

R1J1& 9 ^ " b  gflTffinfenWltn.fR feflTSflSlWfSflTSR (Popular Financial Ratios)

emfi555 ase 23ft565f5(Ratio)

tRwnsRjntimmtpj[gnj tifufemjGUjs [gnjwujRugqjs rnj[RpinsR]tytunjgfnnRt3miu

wujn§jts1tfifinu{niri Current Ratio nnjfnfeojntuuGUjs tnmfnjyti/ntuntiim:? *1c* *o

Liquidity Test (to meet short-term obligations)

tjfmtimtfiw [gnjrvjyjftugujsdn mijRfinsfijrywfugrnnntami

Acid Test gsniRiJfdR ynmmmstRyjifjfnmtimriGifitijR

ntbfniGnmtyuGUjs gsnuyni i
Current Liabilities

tnwnsnjtHmusFiiUfu dcufemsunnfu sti|gqj uruicunjiu dmfenfnstfipw TRytJistnsusno L>| i c

{RHtflS WHjR pgnjwyjRWJU mStRGS *1

Leverage Test

5tir.tnrû QJin3fni{Giri |wntitnprnystnn5uij nwrumyru tRjpRGUinnimRGs

fnj[pRSt5nsuU tuunm ysinfb^fiyinsysjnGuij

mtutifnipniPiwiu fnijTTiR h

tRwriSRjtyfuwyRmn |gqjWUjRRtiWR njgdmtsmsmR t)P5fe n mSt R 2 W FflH IP [HIw

utammi stimQdfinsfnimn {gnjwyjRRtiwR [G nj Rryj B n 15 w n m s t r tn s |u w g
Operations Test Inventory Asset mn ^

(gryfyyjRWjusti tugticmsmifUR ri n |u [pi w |g nj w yj r ms t r rq

rugdcmsmjnjR ignjwyjRWiu tByjnjUGRIRtSmifUR RHRJRU

Total Asset Turnover |Rtit|U|rnw|gn]fdyjR ttfiu5[uwg

mn i

tRwnsRjtuQ5{tjinQt[uini ipdfensni stimstUR [pRyuisnitnmutins r nnR t mm t\u ni n \p nm an nifetu

Profitability Profit-Margin-on Sales ulJiu |uun:rnsndcyRdfuymGSS i

mitURfuiu

mgdtu samjlsumri ptnRfenncm[mtij fi  m ru n n |u w g m m s |9  nj w yj r

Return-on-lnvestment tmyytjnsuy RpinTuirjR|piRmnnrn t

|SnjWUjRWJU

2,3



u ju u jt i  sbG ti{nb itfim  cmgriH S w ijg

sj$5̂ |5?5S$fj?T33 *i- (Operation)

^fiS tiJiuM ^usH tiinaidntfh tignjsn jim tw w H R ninm faftT iustsis ntimjtirijR 

H8SSCJSbIMflRHtnStmatntJtnitJsainS{UMSfnn (Effectively and Efficiently) *1 

mgni9MtSfniI|jnn3RJItUfiGlunURm«SS (Operation Control Techniques) (jnftnstfi 

njuci9jt3tuUjfitnm Hiji tHSinxijmjmd^mfd^us^ms[ULnRisinistnmtcun)sf3HiSLU 

WSfnnUfUTl (How effectively and efficiently an organisation’s transformation 

processes are working) 1

iTig^gimj[RfirisfytSfiG[uBuRfrij (Operations Control) {RutfnrmffimjuntHtu

WRUfTICItjrijfifiU (Monitoring Productions Activities)tuUJtnmtmmW RHfnns:lr3̂ S1S

tnagistncurtcui (On Schedule) m jfra fitn fiw yfifnnn tim igm  *2ujticu§jmsujtncui

st3tianmn |RH[Rftsm5’m ndngfitifiR ^m ygiuut3nfriH tdfum gt§tgiuis (assessing 
purchasing’s ability to provide the proper quantity and quality o f supplies needed at 

the lowest cost possible) mjtmtHromuifTimstiwfiticij ytwfinHiuftiw itJStStytnsiSj

tnS[RH]TfRnHfd^ulluQjtnSRtiriRgRdlHS (monitoring the quality o f the organisation’s 

products or services to ensure that they meet prestablished standards) SRmJtnS'lcIJ 

HlSfnntigigunJtin sm{^auimniSUlRt5ti (making sure that equipment is well 

maintained) *1

gjn jjjg  : (Information)

HR{RU{Ragiagjim{RfmjtnniGsfnnHis iBHjmnmmjtiinu&iss *1 nRHistufums

ramUKHSLRHtjf (Inaccurate) HStCUTUCUni (Incomplete) tpsunfinnn (excessive) 

UmRtih^ (Deluged Information) 1
^  ru

HiiMtutuiRtss tfitntjiQtR[R^ujub|uns{Ru^TinfiHiSHmtdgbtiwgssmjHH[RfRf3m-

HianwuLfi5utgidcuuswjtdfU{R^pnjnfiyistsis tuiffit§tihtinjn§jsistncm fnii (it is 
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



t i j u u j t t  s b G t i [ n i 3 t i ? i u )  a n g n o  h  w i j g

RmuKRitutimsOTt5m{mtiJ mGRlgjiRtimjfRU[RbnRUis(The technology for 

managing information) uismjtiiwyitihhgia *1 aeiuuan Rifun9tfmysHR[RU{Ri39iti 

gjimt^nvlfyiuSG^natdnttusltlJn^isdmfigssm (Centralised Data-Processing Depart - 

ment) t3ujUtnn]tMGR[RfmndfinRyiSJUM8S (to service information needs) 1 yjMStU 

HR^RuyntiftfiussUHSis GatnsnRUisfUbnfa^ifitsmjcutiunuitijtumGfinjHRfriHRusnfitmSw 

JWmmiafinHfigiUfRx5tdntiWRgsSm (Data-Processing Manager) i fUWSrijWCtfntinj HR

[RUfRtitsis mGgQniRxnistafninjRgnmsttJiutwnHnnnjgiRaitiJiHtiiwrnt/iusiUHfi i wrutitss 

HfipupttHiSRnjgnsl^tuRJUMtR *i nRiRHitsfimumrawtiifijtsrnjtufignss tsiinnmmRtns 

tuitttumimufunsRHlGRnjgj tuHjtuRtHmnRmsisminjRujndincuGdtffnajudR ttfumufciGR 

tglmHRUs i nRtnstdtunys jnG99wmRHRtjSjpMtnsttfitxjtiuintui|psigtsi5 Rgjftss 

tRmGJRhtnstRR43jm:tnrausissigiRumni81c» i  - •  ) rw>

IwmmiiriJHtiJGSsmwHRTriUTRatnsdifijUJ strtnsRiJd'irmgiHstgfR uhti&iuJtfiMEjGtji
u  u  c* Li L> ru «\i > cJ V

{ynsjRUlRtinRHis (M anagement Information Systems) giGstdn utyRlgjiRntitRUtvjR 

SlfiUM§9 (New Options) WnUHRfRUfRaRmfU^SytHtdfUnOTUtnSHRRinjnHS (at an un 

precedented pace )* 1! ^SRinuGUjStSfu'nS[RU[Rv3nRtriS (To day’s state-of-the-art 

system) HiGsamuixgltiitQahJujMMHOJRajtiJitnnjn loigimtfn

: (Organisation Performance)

RIJfimRtHtrowgtjragiQltSR'UttlJ (Overall Performance) U[yW9fnn (Effec - 

tiveness)mMWlUS{RfljlStmJJltIJtSjv3giRnfi5timRHg]ulSHtI3GSS (by a number o f  con­

stituencies) *i tfim inm uitij HRiRuipaiRatninuHiiHn/itffiwgdcuRiittinuMRJius Rm s 

HR[RU[Rbigi^ss HStHSt^ijiHtRymRmdnjfimmmffiyjwgfnnjufijrinus^gjtiJ inngni 

(Custom ers) StiHR§dS (Clients) ^lHRIGRlflsSmtSipJMg/nn (Make Effectiveness 

judgm ents) tsIinnjttJnjtmjSMHMtsJRRamngjnSjRHt^HtiiLRHUisiiniHtij ydinmyRU

1 HRlfTIRg'ltifTlRUiS (Security Analysts) HrI suiJIR. HR^jffRlfi 

tucum sw m snty  StiHRdRdti) (Potential investors, potential lenders, and suppliers), 

( tjintMMXticuMUQBRRtifninsjuntufUi/igiS) R [y^§m j^tyR tyn[yw sfT in tssiu j (to 

make effectiveness evaluations) *1 ^SiRi35ulSnit\3 RinGUduRWUGGRdl tfitfiWttfgl



ujutijb atJu&Lfimifiuj ongnu h fjiig

ggcutftfnmsH uiR M atim few m nustm Sfn Rt^mjnnnR§jCTSGjifi5n[uwgfnmssaa 

(Effectiveness Determinations) *1 WHjtRSIOnSR UHfimtiGnngfTU mSmiflUJmH

GtmsjuMgfnniufijftTiustSJtuJ *1 tsItnnjtticuHm Gm iM um ififr [nut[njfc3 yuSifacfru

(Job Offer) ^QjHnnwcuTin^usciniHmtjifnjn?i GH nntm nfm finm yjw g- 

fnn (Undoubtedly Consider effectiveness factors) *1

yngsmsitifcmss RtftmjfnLgmmsHmticutfi 

rneinsRT uSyntim n uu tS sw g tiw g tg itsm u n jiu w ftn u s i  Rtns?tnsmiHS?HSHis?fiU u  U  uJ v J  o  cp u  ^  1 o

H tutuutgjm  RtimjfltIimHniyM9flinJUMfiJlU3 (Organisation’s Overall Effective­

ness) *1 gstitum jbnj (Productivity) {U«gfTW (Efficiency) jjulFIGtCUin) (Profit) WtUGH 

(Morale) RCUlfTintiffifidCU (Quality of Output) fTKlIftinlfi (Flexibility) tMJfflCI 

(Stability) StiHffiyiSJUWfiHm (Employee Absenteeism) Pdg?RCUnnn:lsgU5 tuCUfTIH 

mjnR«1S9gmntijlI{TlUtmtiM8iaig1inJLUMSmcigigiJtJMfiJluaHtD(Undoubtedly have 

an important bearing on an organisation’s overall effectiveness) 1 nytSHUlSCURM: 

IsgmtUTIHtUntiGUimHtSS (Synonymous) StimfiJflJMgfnciXSJtlJ 1 Lu

M gfnnjuwRTiusHiiJjnGfuiimHtnstjJitussifrmimutiJfittGtnmassifnjtjiHtutJisgitim
e *  *>> u  «XJ «*  U  c « u  C3

(By any o f three basic approaches) 1

: (Organisational Goals Approach)

smmjsmutffitmwt^ljufdhrius «5m gtiiji{y5gfn nrow ^ usH ffi [nftnsfitu

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

rather means) 1 tmWRHttiCUfflfitjIfnJtnS GGUilGGbl^mmudG (It is the bottom line

that counts) *1 CUnCUirlsStU (Criteria)JUMSSirnJl?nn3Xtfl§H1SJUlj1j5tXJfTimss IHHISfTlJ 

JRtinJGtniini§jniSljlHRUJHl (M aximing Profits) miUX{tljSSfi|jfitiHlSLUWSfTin (Edu­

cating Students Efficiently). ffinG§Ja5[Rft5SGtU (Bringing the Ennemy to Surrender) 

fnJCmsRgjltnnittJls (W inning the Basketball Game) StimJrJlJWSfnnJUWHntjSclj

tnSuGtuUlrn (Restoring Patients to Good Health) *t tultUCUiJUUMHRfiUtjl fnJUtSfi
Z b
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y im tu ^ ijG g ^ w tn sn n n m m tiia i

fS"IS (Organisations are deliberately created to achieve one or more specified goals) 

SmmJSWUimcmtfiUWW'lUSISs H1SSm9tljgnnmturiW(Makes a great deal o f  sense) 1 

tStmi3tLUuimflJl.didlgffni’,(Official Goal) Uu^mtUSdftjlfiTnJi3,’?(Actual Goal)? 

tm m njn tfim ttfijuw situn ? (Whose Goals?) tmcrntfltsis ifiw n u im rtn tijf m tu: 

tcmitftt? (Short-Term or Long-Term?) tt^tIJtinRtfl^USmS1H1StPncut^tlhm|SstS1§ 

(M ultiple Goals) ^tR |^^m gnfnpidifiH igfrintgitt5ifT injtulg:iatsnsfriHnujunjri?(how 

should these goals ranked in importance) unjigi^tSSHS^USdlum'ltdrtJySH'IQnsmJ 

tjSSHStnStgjtU (Not insurm ontable) *1 pjMaiUHny?UlRtiinsS3S:i5tiiyniJHH3ljlHlIJ 

St3fnciW{fiW1C71 (to confront the complexities inherent) ^utUHIStSlrtbSSimJStUH

tmontfiMiustss nntRHit5ggwin3sJnfitfi9xr3njHit5iLUfriJtnsuht3faHiHj(Reasonably

Valid information) i2H jfim m H n(yM gfnnm M w iustss i  nm sfisR H fiH iaggm an 

tututjistcum gjtitji wnuLUWSfrinJUMMiiJsJiinsunpmfinstjix(Ss tfitfttimjfionmH'im 

t\3nj (there is more to organisational effecti

veness than identifying and measuring specific ends) *1 tSl^HCUtufUHRJf1U]j1v3tglf1FnJ

tnjMSHIWmnOJJmgaiUMftnuS (Likely to overlook the long-term health o f  the 

organisation) 1 fiuwymtQjfiRSmmJSmHLUnS (An alternative is the system 

approach) 1

sSgiyfMsISaS^fiSflg : (Systems Approach)

ynugnm syuns (Systems Framework) UlSricinfIS'ltfl hJlUShtflSRURCUHtUtdCU

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

generates outputs) *1 JMUtftyfflStigWjslwWtSfynS (Consistent with the system s

perspective) tRHngstuimtnsd'i m jlsSm uu^usiunHffi ^ Jim §t9jtifnyrn jJiu jm H ri



u j u u j t i  3b u b [ n u i u i o j  D n a n u  h  w i ig

wHRfnnmfiiftTiusnt3friJ9gcutnssfGStris u tyaafcaG iag ititas  lUiOTnfusdfti uiitinRji

tm m tnssftw jfnn  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) RljUtnCUtdltStitimtli (Ends)laRIJtGIHlffitnSGSGlS (Acq­

uisition o f  inputs) S^mjmybtmm^niSfLUW gfnn (Processing Efficiencies) fitfl 

HtGjitntu (Means) lyuSstuctfiusytii st3Hism nwnsntijm :tncui^ftjiustsis(gftR ifiji 

§JtqSSffnnbnmW]^U8StgimymJglwyj SbiyiSfd8HinjfTin(It Must Remain Adaptive 

and Healthy) *1 ammJSmH(UnStSinayjM9fiin^USlgimSRJTimGJlGlUJ (Means) Sti 

tmcmdlymyriw (Ends)?tinjHiGtisR|nnjtnstt3imnRipin£3tcumjjfiins (Survival) juw 

ftPUS 1 njfiCUl^SGUituCU ennsbfn StiSSIRTSOJUmnS (The Relevant Criteria in the 

System Approach) JHU1S tgRtSgtijmtiCUmutnS (Market Share) tWJfnmsytnnCtlflCU 

(Stability o f  Earning) HfKH181UW8ttiri2fi atimpnCliJmGfnj (Employee Absentee­

ism and Turnover Rate) mjtnStSjbSfmJGnmmm5fTlJyirif[tfl? SfcR'lJHRfSJJS (Growth 

in Research and Development Expenditures) RJRtsgsiWttiRtiHiIR’lClSISl (Level of 

Inter-Unit Conflicts) RJRtSRinnnjGRIUfiisiUTlBR (Degree of Employee Satisfac­

tion) SbfnnGJIftinriflitaRingmgtijntdRtt (Clarity o f  Internal Communication) *1 

RJRRfiJRimtsl SSimJSWHTUnStSS MtiRG8tc5R?n?tiCUH13ftriJ:W813t2H|M8fnntIJjml3l3 

StiRinwnSIUWftJIUS (Long Term Health and Survival) mSHSWSlSfdnUJW: 

tntUSIGjm (Not be Critical in the Short Term) 1 gsiUim/i R1JtinjnffitnSR1J[fmfyjl? 

3v3HR^S RtjlRinpSttinRfi5numR5HSlRR 1 HRLRUyRbH1timRytnRQairitl5Rti8tltUTl 

urn itfimu3iuntsisfnH^RUiSsTtnRGmjini uusm m js iR u ii  i  RutsdcuusmtutswRy
u  *> cu n  U  m  m  i o

fnnsimss StJUatUafWHRRimGJUM^UaRtiySISmiynmURtgjR (Will Reduce the 
Organization’s Viability in Later Years).

RClflfi5HJRGtG\3 (The Major Advantage) JUfuSSlffUSOjti(UnSRtjl frdSGUttlRuCU

Rij[RU[RtixtJitSjtwtiJRCi5gtimRtism:incuRiU9 tdnji§unuj8inuLGLiLrriBtj5fijriutniu 

HS1RR (From Looking for Immediate Results at the Expense of Future Successes) 1 

RniiwujRytytgjRjuwsmRiJstiiyyjnstss RmntinruiwroHsfR (Applicability) nti

3 8 :



u ju u ja  s i j i i t i jn i j i t f i iu  on ana h  w iig

m cu:tgw :iucu tm cu^u istunan :9 fusn rim tnn  (Vague) uS stm m tR fiw w titns (Or 

Defy M easurem ent) *1 HRJRU{OtiW1USMltnitUi: SSltfUfUl IRtixmipipifatjimRnnu 

SfM HRm nntim JIG tm ffitnSSfm jm Sstftm  (Ability to Acquire Budget Increases) 

tjl^fflJflfawtiSfLUWSfTin (As a Measure o f Effectiveness) imromfifiSMCURtin: 

lsSmttjnCU9titU\SJltIJtUnan:?s2mijRGStnS (Thev Substitute an Input Criterion For 

an Output Criterion) *1

I(S trategic C onstituencies A pproach) 

sm m igm tw m oTtiiji wiusumtunjyiSTUM Sfnn RtftHfiuinniaitMGnTfiifrmuMC* v J  ^  u  u  e> c*  s ,  u  o  U u

ytijtfis ntim tinm fi3tc3wRjftm m insm i?ntgjuM Hgjuis w n u m n w n su s ig lig jm u fti

M1US (An Effective Organization Satisfies the Demands o f those Constituencies in 

its Environment From Whom it Requires Support for its Continued Existence) *1

ttStiwriammnss t^mJstiJUHgjuistjimgfirijfd i\

fnRtTGSutimsHsnngiftjttnjnji: ntnjn/nniuw gfnnntism tStm yiTjritjnujtnsH fi

tj3utSRRt3l5stntnt5tnUHlJHn/inmmStfi5nfi«t4lCU8S (The Level o f  Personal Service)

luwHfrijSgitHas y yiH[Rfinj y i  tm tnyy  ? n i[m sfn n « n a

jU M H snngjSstH sntitdm gltw m nnniB R  uHStncjSgiwmRtfafiRHtiinigajuMHnfiB y

mnntjSRJUM {RRniM nw| (Visiting Rights) htimJHRWJWggRHfitfS stf?5nptnnjHfi 

fiS tsistg jtu  i  Hn{RU{jimgtncu (Administrators) gRH|nngjM iG im n:Gtinum ntuiuti 

ty j t i& p s  (Considerable Effort) tB^?GGmc5ngnGGuCljyRWt3W81?iG1fUJti StiWUinSlulfj 

tHitiiGiamsffiLSutuHsncigjfjiGiinntgi^sis i unSm  (Failure) ytimjggcutnssfrmffi 

ygrisitunuis ytflMttWSIfiGltU RnfiTftHlStircUsmnjHltjHlS (To have Adverse Effects) 

tffitffmJUWHsnngjfiJiG'iJiui: *i jyw gfTinjufdH snngjtifitislni Rtism w tiha

sim aju rn itfi tR H |nngjtaisyisgaiR gsacyt^H m saysw jn38iS9ts1yiw aw 8iR G itu§iti 

ju tu iy ig  ? H ntputR tiJuG injH anngjtintiaydyR sfi^nnjrufjtm glttum jijinjtihtiM fiH  

tmtuyiSGjiUHSHmtftmsgifinicu itJw atiu tSsG sayitjinw igm atR tyjaS jgnifnjG im hu

; -2-9



Jl3W8fnnri[riUUlSCintjS (Taking Out Private Insurance) *1 nfimgJWStUHfnngjOfitjS 

HisHfUuisfisuJHnnLnsJunj uw ujjw ghJcjitis Hn]tiU[pi\^\sissautSRSj,gsiRgsagutji 

H tufaunw tis saycusSsisitcJfUjnGsmGH^nmmtjiTninunjusnngT i nmyntymsfigR
XJ l i  «> t-J u  O  |

tilritfiruwwiuj tiCUtMJlflHWnmmnUMtJSnngj (The Hotel Service o f the Hospitals)

tuCUynWIfi52gnHfi6S (Facilities For 

Visiting Relatives) *1 nmfi91fcIS:tjlHgjglS (Constituencies) tSnjfiOnfinmilMnS 

m fa u |n n s jtm tjs  *i

S^mJStSJHHgjulSljltljgwlJMlSS mGHSfRtnSlSinajnHtliSHlSJnH (Business 

Firms) § t5Sunj^H S^nt3H snngjam jSuigs^j i gsiuuflri [RHinsHtuttituyisfiinj 

ltiyi31tifmG{plR (A very Strong Cash Position) HStgJmJl^mtnt5SJmJtnUKlJHIl/i 

tninjRtin:?Sgm{UM9fnn (Effectiveness Criteria) ?tiniGSimn[U[pfthgjffl 1 u tsgu tfl 

iti TRytPstdcuHfinntiSnsitss TRfuiaTtnnwnnmwriiingiSGsslQOonTisticini idrastiTfij'
U  i i c* i U/ i ivi L v

t3tUttintUlRtSi{RHlMSlt3H3 tintIJHnsa(RJtSmnSMtinjwu™UGS1fnj (The Consortium 

of Banks) ^njR npm s[R ^tnsgnjunm t§m njjum g^lnisfp"5R Pnm s[tnnnm ss (To 

Restructure This Indebtedness) nips[RHU)SmWHRnH1t5MtitnsgiStntURCUlR 

(Deadline) i ntifm sm iiim uutss tftmjSsyiGfatijmtgjm 

Sfitiimrorofitui^sBUj ttJtuGSimnTurafaRtimjfiwwtiTuwgfnmsfiriusjuwHfi *1 m n §
|  0  N  U  U  t»  c* A. c t  <r

timniS8Hit53t3tiimjRnHmintJtiromjiMnsiuMftjiusHfi i  tii§s^ustticuyis{U M 8fnn 

TR^tnsntuiRtFi ^M iu3?8njwsjRti5nisJHij|£fis§w3isijijfiiUtTi8s dGtiiHR§tis gfnntfu
l-f\J 'N - o  V fU J C3 I CVJ v  e*

idtBDJ ftBUStnimfR HfilfriRfflRtFIS (Security  Analysts) WUlSn ntUfiJ . . ' i n n  ttlitU 

um u mGH^tuHytjnmHtjitfistsistnmSR i
«* «r l-J fU J C3 \ J  n

G ntSaR R w m njnm jw sR R as^m jsm yy^^sriim gru ijfij *i ssirnnssM Sfitii 

£^usumtRt3tG{Ufii5yy8gfusamigiugijmRnpu sbnnn[uriR |uttian{Ryit4ja9tdnjyis 

HR[UttintjS8W^Rn (Is Faced With Frequent and Competing Demands From a 

Variety of Interest Groups) *1 fuUUtUlfitjl J]iyHRjuitjBljS8fi19?fHSStnSfiT13: W81StitWR1 

(Unequal Importance) 1 [yMgfnnfitftWHfifnn (Ability) SUWMlUSfltiFTlJRlUlRIHlUJ

i j u i i j i i  9bi)b[h.'n^mj a rignu h  w fig

J*0



lijuUj'a siiuajRtnu'itu onany h wiig

raninugjulS ttJnjfa^SU tifi UtjimgpJljM (Critical or Strategic Constituencies) JUW

ss  iijimu^nni?TiHmfmjsisi^cuH^^S9iaims^nHPitc5f\jius *i trowmss ssnrrmss
v»

WSfitft Hfi{?iU[pv3SlS1 XRtitRW8?WtilnnshfntUIulHtDGSS (A Number o f Goals) \U\U1

ttnoniJliuCutnax^fauM tun

G sm sm si faromtntimmsmiJM nsroM W 'ius *1

tsisuijissifnjsm uHtiTtfistiim gfinTwtss HiasajG^tiamsJitijnHaiHatjimujitu
c* r u J  cj 1 c? | o

(MfUMnUHn{RU[Rti91t3HMt2SjG1SiJiri8fTlimH83rifTin8Stgm 1 fnjRGtUtitljfiHgjglS 

t^mgfiiiiwgj^GnmfiiisSGgtinmSfiCTRSUHS^nisniiiw1! itfitmuintfi ifiunmftsgismi 

giwtifit353iujuiwtsis HiufUMSisudRMnu^usmturiHjfuSni mcSstHstinrutg wnu 

xtlxss *1 MH??RHtiTiJisfitiu1ujifnw jnGfiRfOfnniuSni stiw sfitfitnstw sm nm uiaj1 /  V  c j  n j J  n  c»  -V, -% rv

m siiR y ism in j^ n 5 a m n u titg n im a]tf iG Jjit5 H ^ ^ sudiiDSFinjru’’(S trategic)saH tij^is 

“ s^ffeditngftn j^ j ’’(Almost Strategic) 'i t^m 5sRRum njnm jn5tnm siTijnG  m inn 

M fntm m w tujni slsu tnn iR sJm nuw H ^^si^ tiJgfm jfd tss H iufrifnjsnm m ipnm nnm  

uhu1G (Big Dividends) 1 XtdlmX|JJ|tBtGSSHm5StLUHWG]lDSliltUGfill[fO jjaU(pv3giv}

gpm tR m nusm fringjiw firiw  tticumGtHitmfiHSiHtn uimHimusmtuGStiJtinj{RHHtiJ 

t^njHnjTiGmwtRmGtG^HimGsi8jimuCunG{yfiu§fnnufi3fjjius i  lyM SiuHRipupiti

gitigjituStitfi tRmim{gj«wsjniTitSrointnBJ3njM8RinmMftJiustsis nmfisntjtfifijf

tU^im sm njSw nW ^fnCU^ (Its Preference Ordering o f Goals) tB yjfisum itingsin  

gaaglW ynSHaniG 6lHUJ8tiHglglStfltIjgRJljWJUM8S (To Rellect the Changing 

Power Relationships with its Strategic Constituencies) *1

(Q ualities of an Effective Control System)
lP ^ § lS ^ sn j§ H is iy M S fn n  tfitiifiyisficinwBjfiSHHUjsss 'i hriEfusistsRan

MHjSmtiiasiLuiywiglmHcmafTiinn msttSajnGStsjim sHtiigigitsi curuinifaHjSsia 

ty n g ts s  s tn |m m (y n s ^ ? in s n jm s \R H is y j5 g f r in  i



9 -m y E y m ’ (A ccuracy):

[U^I5RnSfyHm^m[UUtUS?nSHlSn{RH[Rf (Inaccurate Information) HIGUtliTigu 

gjH fipup^spim sustnstnnlG ism nLlQ jjjfifitnn yutupfutHiwHn{RU|Tiat§ujRutgi 

UrmHmtutUntnStn?itSjt3 1 LUnSJRfinsnjtuflJynsnSH1S[FiH[nf (An Accurate Control 

System) tfiLunstdnjRnHimgRSR (Reliable) n tjp isL unsissdffin tnssfgssm  tjfm j 

(Valid Data) 1

b - fnflSISBWkrtlfl (Timeliness):

rnj]yRns?ij^bHfdng^jHnyiupbmngygndindri5frinfutHjmstnnjtffiri(Variation 

in Time) tBHjttijfdfibmJUsmnJtinbGSGJdfUtUgtiEIJmJb'inUfdHibnin (To Prevent 

Serious Infringement on a Unit’s Performance) *1 nnHIStutUyutWJUtifiHIS^tnjRGRtj 

tunM rawsmfiuifiyncu i  m jfam iinfuss TunsTnnnsnU'Buisjuc5gfnni?iftiR)nRuis 

tHirngiStnCm^Jl (Timely Information) 1

u ju i i ju  3UuU[hi)iu’)tu Qnana h  m u g

CO- ftJSjFiXfcu (Economy):

pnggRnsnjtUTlHmgtoSmHfdUJUjtB^Sbl^njijmJ (Economically Reasonable 

to Operate) 1 LUnSfRfinSfijniPmtfltlJ JPi^RUCmnrifnnLRUgrtsijfULUtERtiS (Benefits) 

tdpjggmnis tyujuinjutglsbrnignirim (Costs) tdcm nnyis i 

gnu HnTb'UTRbTb^nmfisfulyiangiuutjmsmnfibnsbnStiiGi^ii wnuutSfitmtutns
«=* U  U  O n  V i  L n j U  r \

PjgtitUtunjRnPfignJGtj1t[fi5g (To Minimize Costs, Management Should Try to Impose 

the Least Amount of Control that is Necessary to Produce the Desired Results) *1

(s-oltlW Itfri (Flexibility):

m j[RRnsfy§yis{yw.gfnn [nfuisn'jRnp:Jwn1n[nfj[jris t3y]w [H titgim ym j 

giw yj ygmwcyldnjyisHtorriajdtu i  Hisemusmifitjnniw td tu tiuyagssufjunm w Syis

3 2



ty jm n g iti  tenjntntjiG im m H iSfnnjw nln i  w u jtm ss iw y s iu fn sG  R m ftH iuim am j

TfifinSRT lutUHlGWTHU^SlmHfTIlljlWUnStnCU^tiri SfcCURSlUlUsIfcS *1
U u  U  L» cu o  o  e  yJ

^ - jTlflkiflngfljulS (U nderstandab ility ):

Tunstsm nR R nsR utJfuysm G tm m tR m cutnsisisnH ism H tgjm  *i jriTMtinuiRtss 

tSlUWJSS tRJRJmJG1t^t5tStyfiScdgURJnJi(RRnSRjtufl5StSUUt4R t^mLUriS[RRnSRJtt]fU 

HisfnnfdRfJicjRctjia *i (unstRRnaRjitSwriwRmnimtsUtiiKimHiSRtnfdi^fUHSGitjiG y 

tStm tustanSR9Sfum Jun/i8RGR itjlaj^fi:w ti^G tm m sttinSnH stH ^ngim sTunstsis *i
O  O  L» C3

b-flTRfln:T§5lfftti<yfifgi.wnftJfftiflT (R easonable C rite ria ):

wat^XSmjyRRnSRj[RnnHlSfnnwyiUlRfiJHt!CU (Reasonable)

(Attainable) *1 (U WStUMtitilSSlSSWiriR UHSWHU/lRMHdCU WfclJfttms?nSRlJS1RSini 

tg jm g jm  *1 ttium uifjth sttiriSRtM nRgi^HfaHsgayuytiJjutjistm m tRm cijt^gsm s 

WURfHCl (Incompetent) tfitirifigyUfTlStil HR8imt5fflH9injpS«1RSSls suiriBfigim sis 

JflG{Uv3t JUv3 tyumnt^syfiTim^tIJHSRRri[PiHMtt5GH ylStifRimjJtUSMCJlU (May 

Resort to Unethical or Illegal Shortcuts) 1 HiywtlJUJimSS yinS[RRnSRj(R^RtjlfnJ 

H siysw atfi tdcutSimmstmnBRSRgnsmnSHjwuGtmmnisgugticuRijaiJcyLUtwj uJitn 

ustnRUtifru tbrngnSfj yfisnumttJtnsR'iJSRGr; (Deception) 1

n f -RUfe&fentd1lfflffgfiJl|fiJ (S trategic  Placem ent)

HnyRULRti§smb[RfinsRjiWH9g:itiHfij ^m tR R H istgj'tiisinaM iusH m tgjm  *1 

wujtRHRjRUjbti^sis H iGxfdsgussm uiuj RHRyjmntjS (Benefits) tticutnsHRHSH'iG 

unmRnmn^H[Rf'Esfnjticima3 (Costs) tg ju n  m y3am n?uss HRyiuyitimMaRgstnjRiJ 

IRRnsRjtsisxgixwRRisitiQ jiaj ?tjn5Hisn5Rnn:tijSfJijW ij^nismstiwRiSi3inuMMius 1

mJ[RRnSRjRJLRUullPUtgiiffifdRHfnnyURURfTlJ Sv3ynRmUimun3nj81SUdfi (Critical

Activities, Operations and Events) tslRtiWlijS *1 UjtttSs tflSSQjtj'l Hn[nij[nv3gii3gptIJ
3 3



(gfi^RiW9R?sy?uCuinsnincijtHji3nMS^ m tjs tn n n u is is ja  ynmjfuiHjti[ntimSt3 

Om?uCUSt3S1IH1tIJH1SfrinHSntIJt|pSUtjfi (The Greatest Harm) 1 TSlntiSTOFitflSyty

fticumyncuny SUo.ooo yttymts tt/itnmHtMfitLuiiTim $£o nbiytms mreiunffiuuw 

£% ntiRXHnwfiHmscuniiJi:ywtjydifut3itimnRSi^ lso% n^GCimmteafntyjnjidj i

tfiytitmuimss tt5ti[RfUtS?iLUnS[R?inSRJwnumJGnnimiSnnjPiH (Controls for Labor) 

St3fTinUt3tt5Rt3nJlJSHtI59 (A Critical Dollar Allocation) HjrSOKHimuSHItft fHJ

GlimtmCUtMfltlunjitfj (Postage Expenses) HStHStjIt^^CUyjlHimgtSjStSISISjtlJ 1

d - ftJQRSStt5fUftnQtfiJFif (E m phasis on the Exception)

ttfiturniRtfi HnyRuyfibignaHwnmGLRRnsfijtmnnjfaRyfnngi^HPijtsis h r {ru 

pt3[Rft^Rgunin/itSmJt5finSfijtiiqgftnjfi5JUW3S(Slralegic Control Devices) SSlfttSti 

tuntucugunjiuitsis HititStHimgstiinSggn^mRtgixtBMfnnffijnmuCuntfaM (Call 

Attention Only to Exceptions) 'I yinS[minS?i]UUnjnTiniamnSs01Sltil 

StiHSJfniiriMUilfi ^m fiJIJnSuiStSfnnfUlHj^nfij^triigjm  (Not Overwhelmed by 

Information on Variations From Standard) ct afflOMAfl LUMStmCUmininsmJ[fiU{fiti 

dfUHCiniG^mmgintffiRtgjaLtlimSSttinBfi (Annual Rises Up) IT) SlQOO nt3HtI3§1 

HSHRfrUtntmuwygnj (Individual Expenses) (HU $tfOO StIfnJElimmtSuSS (Capital 

Expenditures) [S-HSgoootsis tnwimstwmnjatRulHinntrownrrijRn/imss tutu 

g iyginm m Fism jtyn j[nynH nyiuyit3g ifitn jm sB tg jfi *i y n jis jn y n sy j (Check Point) 

ts§m m tgitflfnj[5finsfij (Control) tensnnJimtiStSWgHlUTlti (Authority Constraints) 

ttjitinGtm tyginSfiSigifitty tty fd tiy n m jg fin sn jtg j^ m sjm jg u rn m G y m  (From 

Reviewing Routine Expenditures) UtwW GluyiSnysymulty 1

(M ultiple C riteria):

o  c *  c*  %J s) cst

‘ffw gm B R j^T o Look Good) ^P5nnh:lS rjrntdtiun^uyrnw nym j[nofisnj i  yuwstu

•34



lijuiiju asiuUinmtnuj angn« fi wilg

HRlRU{Rl3t5mJI5RnSf1Jt^tUtl5|pMlOTSmHRHmH (A Single Measure) titStflJEnfi 

Gttuini{ytriHgfnn (Unit Profit) tntuisism j{ut3tjum m m t5n5i\5qittin5 srnttmim 

tgltCUminnJlRtftCytSWtitfttSS 1?tnsmn{pS{UtfiS?ii3njgtjn5mJtriJ (Multiple Measures 

o f  Perfomance) St3fnRUSmrrmglR§tS^jRl5tiCUlSs 1 CUfitUl:ls5tmt5s{mfig (Multiple 

Criteria) tflSbgnrulgHISnJtihb (A Dual Positive Effect) *1 tffUIHUlRtfl I tn sm J  

t{Ss[UtfigtSS ntnH^tiRtimnRi5t{ULniW (Manipulated) tF ltim n^tnsm nfiU tiJtfS tSIS

fiHitmntitinimiLUtitfuti iGtihaarntmmiSajiiSniwinUQjusi tcuwritss xtJituxt/iRTti

njgdnjmjaiJHsaimstifimmHt^mM titnsmHHtcjitntiitnHUJHStsiJ (From a Single 

indicator) w nn ji^sg m tjp sim fig tss  tftH im tR nm m H njgdnjrnitnjinaiutM itjiti 

(More Accurate Assessments o f Performance) *1

90-1*01 Sfillkinff (Corrective Action)

TunsTRRnsRTttitUHnsTuwgfnn HStHStRisinGtinjutnm tjnuniSnitsitnnjtacu
U  c» L n j U  u  c > t~» »i i / i  >j

HiSfnncuxHftisitinwtitJiutn/Tmg mstssntimtiitisnrp tRTfiitnmmspniH tSHtltfiRif 

fnnraiHjtitms i frunmss mstwcntii [unsfRn?iSnjSuns{uwgfnn 

nucrn (Point Out the Problem) smqjinGJlfiinStnms[fmm (Specify the Solution) 1 

tfiffifumu tmgtmmwuistnsttJitiJfiriifTijmSfisfifnfUfnjnmnnsi “pfiJBHJ-wiAnBi:” 

(If-Then Guidelines) ‘l SSlUUflri“flnSaHf” GnntU (Revenues) WSmitimGSHUMn tf% 

“umrsm:” tRmRfmfiusmpnjGnjTimnt3UJHinridg?nid5 *i
L n j *-* 'j  * •

9 9  - 9 filflflS'SdSflfiTmUSnU{nn 3 Snj (The I)\sfunctional Side of Controls)

tonn Larrv Boff tnsQiM ntglmsirosiM fiTTjasftji^iramsiuM ijja ttSyjtmm

tnSfniFdI|^sumSGtmsymrdWmmuWRntiHlSUCTnntnRuRulSH (Trouble Breathing) *1

HTsggcuusnumsjtjtusMUinsumstsis tnsGCunmtncuQCfSigtjiijnRfitiiHmtnjifi Boff 
lr u *; 't ° b 1

n tp stQ jin u s tjiss itn m H fis tin m ^ m n n y g jw n  m u inR tns[tnm giw ||tsisd i Himtsl 

g t iusmtin t tnm Ssm iisanm tf im gjm  *i wjptsrisisitRggu^tjitwtiRRSj
3ST



ijotijij aijb»|niHinm Dnanu h M119

sajim igim sH m utuHisucm  tSujiHiwmRmGnonfi iS t^m tu ius isrysm g  (A True 

Emergency) 1 XOTin Larry nsgG[pUU||lSlstLl H10jJUfij?n?inH1GStiritIjtnStg U/im

Hymj|isis§jumsjtimsw|aisusiSHnmstis?n£i yjstsisfiusiGUjRmgfjmtft mri§s

m Q u m s j t f m s f m ^ u is ig  fmymtfimRtasstxBiryginn^ Larry i ^[mtunus

t^sfanonyfrinssnisntijmTnnjQ^mgjGHn ttuin Larry ngnrmgjwn rJimiuTlJtims 

m nw  nm syim m fj?n? iras^u^m m ^ncu tjis tg ium H |nng jnm m :tn fU 2^fn tiJH n  i 

icirm Larry hjJtji rrunsjm ncm ss tJiumiwsisutin 

fi'iniUftiH'UIJmfi *1o

HniRUtpt3mSiniSlmnttt5lJltiWRJtjmS§GHmiCims General Motors 3SlS{Jiti 

Flint 3gHCUJ3yiS. ft.5. L rn tnsni^ti{UHUlRRnaRJfijaitiHm (A Secret Control Box) 

ntimltlllciiaJHtljiUfiirtJfnJ (Supervisor) 3 2 Hj Ul S H n UTTij 11 fl 1 m jn n n S nj lStll[nU[fiL

3CU^Sm3tf)3fitiftjyi?itiffififry *1 3[fiJtigUfi3HmS'lS H S mi n I HI [jj H fi [n u pi L i SI S ‘sntsmsu 

ttujjsftjtfintiffiRHutns msfmnmsis tLimfncui^tihaysnnffinufdsji fecutnstsstfimcusi

tulOj[nyuis General Motors StiftJUlSnnym JtitUS United Auto Workers *1 3S13C1CU 

itjcutnuntiiwtnsntnfjmss HnyRuyivigimsis rnsnsjcutLi rrasSm ifim iti  mriruiRtns 

3G Rtfinuiw nms^HisrnjmunitinicuHfintimjftjuGtfncu^CstSRfiHisis fisfijtwmcm
«• |  |  O  c* «  H U

itjimyistRfnjRt^aLUHUftjtiiGTSstg ?uWt^iHtGjntnuj?RHtiiRRntimift5uGtmcijtt31 *i

tiGtufutnsnnnsitrfimHRTRUTRtiRafijnritss n s im m u S u fi  g m  3t3fusunmtLi :
v  c* L# O  O  O

3&83fU£fr&fifffiTnftftdGtf)6Wr):tS UfSTRivnfcO ! ”(l don’t care vou do it-just do it) "1
0  &  *4 i* y  c ;  u  *1 |  *1 c? v -  J  /1

tnHfitns^GmjnRft5?ncuHSft3j tSnjtGmnsinaH^HnnftjggcumnjGfuujsnaftyirifulgjicutiJ 

mftjHfi itJnjimfiaG^SsfjJmfiGRgficJifinumiJUftisfSifiutg ? nnm m um tm gltjiusfty
«=* L 'J O  ) Ol t j  u  iu  I vJ

tSujG im ^m ujinsm nm jnm H iRuugum igiaH ftj JinRj3cutwt5iHCut\Snirnjn?imcTis

ySluCUtjl H8v3133Uft38S fiUlISfdjfi HS3HSUtitftm3nJTn?iufUnfiimSlSiSjUj ‘I

s s i tm a n  gi^tssumcTUHitDracntji t?iif)uHistnaHui?iigiiiis1inn3tJ3ci5fnjcO -Vi -vj v_J vJ

jja n nsfij nms cu r u n: j ft] j fj n (inflexible) y 3Sl 3 n ny cu fu ih Sit s m j [n r ns rj cu n s ni n an: w y 

3UlfitiCl1 (Unreasonable) 't H S ft jjG IlU m s  3 Qj tH  5  P n lB  HI 3 R T 1 j i S i ] i j  J ! j f u m l 1 5  S  (People

3G



:ju iiiib'‘{hiiitJ;rii Qii;:na fi hjiig

Lose Sight o f  the Organization's Over all Goals) 1 UlW8rbStHSr^UStLlHn[hij|Tlt3fT)J 

[RfinSRjtg tfmtgfjmymmfimj[RfinSn^ ( Instead o f  the Organiza­

tion Running the Controls, Sometimes the Controls Run the Organizations) 1 tuim 

Ufl Rial [ynS{RRnSRjrntitRHlSGnilij8S8imms (Imperfections) U mi SI SI StimRHIS

tslatsitnnjtumufinjHtijQss uHtifnnfitifiJitjsisis nnmnHbbtmLum-rSniiiSrntji sscu
v J  i n  u  -J NJ c-v ■ ’ i j  'O  n j t-t

RFU81S murijnsnrim^UhmjifRRnSRj (To Look Good Exclusively in Terms of 

Control Devices) i  nigtimtucuggfrasntiulugtss iimnHsmufiinhjnismHdjnstints 

tmttftulJUfij&TlUS (1 he Result is dysfunctional in Terms of the Organization’s 

Goals) i  tfitQm^mnysfitnjiimnss (Dysfunctionality) umsjmdimlrnsfriiysinm  

twmfitimjLlfdWtifUgtimmsmi (Incomplete Measures o f  Performance) 1 [UWStU 

[unsjRRnsRjtsis nmnrdtRtgitmtfjyiumscugtifij tOuamii> of Output) tnrotsis 

HSfiyStiHStHtntjtIjRllllRin (Quality) igjUJ 1 PiunliSsiiT [tiftirjiij[uRS(RfinSRJtSls 

fifjwtItRWriyfnn (Activities) lulluSsRRricUStjCU (Results) mPJiSIs HSWjStiGClJnm 

tnmtffmxuw8snjitiJiHiHimtfit.S.n)irunitii ty n am 5n.niniTfanho in ( i o Look Good on

the Activity Measures) 1

tuiyttjjri5fiamswutmwnHn{RU{Rti ttfim finrm spuns^finsnjisis ysw jH ism m ni

ffitmutafitHRinjunjititRym RtisRgnrotininRinstsrijnssssujcustaCutRntiHtijJtiKtnnjc* «j ^ L-/ C? <r% CJ C-* u

tSm^RRflSRJtRyUUlls (To Influence the Information System’s Data Output During 

a Given Period of Control) 1 timnmJUtnmmJinHHimtnSQjnRLtnRu GstinSRHIls 

tR tiusm jiiM fgiatsis tStytStHitntHnjfisitituTitgitiSnitai tfinnautnrnrniniJtnscu i  

RWRItiGlSUvIimdl RlltRtiUSfitiSSSmTRRriSRj (The Manipulation of Control Data) 

HStHStjItflRRmutUtHfUgjtiyayifmSIStgjm (Not a Readom Phenomenon) 1 fl

Hiywmtcyemjlfosisisfunyffin (Importance of Acti\ il> ) I tSinliftriuSmolIRICllutU 

W81S9 IR^lRlGimtijRnnSMiyRlSlRtSRnjgWJtilSimUjijnt'lj Ht|fUUjiUi:ivDS SitintjRtRti 

m[RfHwgitmrnsnv3mnunin iSyjunmiRiStuisi hjigimyiriisnTiiuuru^s-iirvssi tsi
. ,  <-. • * • • o  ^

infUlwCUHRyjttinfjShJ81S (Rewars are at Slake) liRjlSiSls iiSmjSinnS: S im um g

3 ^



lijutija atJutHKHtunru Dnqna h «ii9

s s s m  t2HJtHltI3ti1SfnnttUGtGl(Tend to Manipulate Data to Appear in a Favourable 

Light) asitfufin UtSwmrostfimMa (Distorting Actual Figures) WtififiSnUjimjtlJ 

XUimnjUUtTlfiRfdmti ttiCUUgininunSm (Emphasising Successes and Suppressing 

Evidence of Failure) 1 HjiatntjnntanUlMtSWinRigjtilSS (Random Errors) tflSHF) 

^njtnntiRjnmdCUmnumbfiJaiStms Hsusm tuaniiunsinfinsflj (When the Distribu­

tion o f  Rewards is Unaffected) *1 mJWSulSJUfchtSti S^[ynS[n?inSnj^jnHISHSHi 

(Both an up Side and a Down Side) 1 miSRSISHStnSUtSmmmmsmniWJtlmsIflfc! 

LUnsinnnsnj (Failure to Design Flexibility Into a Control System) H'lmJ-titH'ltlJHIS 

UHTIGSGJ (More Severe) tildurnitufU(UnS[RRnSfijtS1smijU^Jtns tslxsfri *1

X X

X
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uJug strc&jnaKiiuj: cmgnu h cit“g

£ X

5*5f 3 5^5555^5©  $3© S 5 W S H 5 5 2 5 0«*v <s> SJ? si* <2
(Managers and Management)

v_y

65CTtt5tt6rf&2ttft6&9S6*s!KSS :<3 c> v u **

9-trbigfiin3&ygi}fliign(ptr[Ra ftafffHfffjrTU (Operatives) 1 

b-nCLTIHBtlTtfB Ilf Hi ID f (filjf fi B 1

01-&fmfljtiHJnnJi:3fiJfillJlbp«gmnBapWgd£U(Effectiveness and Efficiency) 1 

& - fi 8 BR81 OKI RJffR( fitTffiRffjftTitl(Tiff he Role Performed by Managers) 1

S-trg1(nmtl3 &JmffiaftfnfffnnrofiTffn{R£r{fia{dnfffl8ftjlBSlIf (Successful- 

Managers) 8 afffi[ptr[HB SI 8[tKtf gfllfl (Effective Managers) 1 

b-nsjftnal {Bff3rnfftffijgn[BtfIpaSilSClfBfln:gt8f (Generic) SUfianm T 

nf-BSBflS81(giHfrifiaW31S9(Managerial Skills) 1 

d-nsjflynBIflf{8frifSBJl»$lfnfIBtiIpa (The Value of Studying Management)



wjUG 9t3Gti[nbtifiuj: onann h turfs

HRtpu{pt3tJ3tumgttiiR8tu HStystiG9mgitiHWfsisTg*i H npu iR tim tjm sjnm  

n^dumcjorn i utjUTStss^t^tn^HnTRumttHitit^TwmHSMgtRuiwgritiHwttJj i  tfiti 

tss ts jn  HR{RU{RtiHstHs2RmtRcmSJnHG9ytfUTi5t9 utanmamiipuiHtimtinHi3ffiH 

HGtriQ gfnmjmtfifitnro u s n n s i  wiiHai ftjinrmfa JtPRticuHtifnnteruHStys
y  c* c j  o  U  <+ CJ  U

tufjiin:{uui£ui uGtfi wummn (Cooperatives) tfiu-iyi ttStirnGmininfim nntim nni 

mi^Jipu{RtimM tRts1giututgM t3fijiRnjtnjim t5titan

ntifinmas itStisatcuimgnSjtiJCUutiHnHRpuiRti stifnjym yiti itfitmgtu y

tintitunGtunw tnmSHtStnwomgfititss : tRSitimgs tfmmfiUTfitJ? tfimimumti tfin?
n  Oi  U  w  C*  u  U  U  U  «r

st3HRipuiRt3(gftgH3s? HmttiiRHtnsttSt3[nfQtiJTimtntutB^wnjiHnmj{Ruifit3?

62l858^g2$^$W*3f^lS’®^ (Who are managers?)

HmmiTfifcitnglmratiHtifnnaim *i HSsattSajncntuiPinistritRSjtuTisstjiHfi
c «  U  u  ^  a n  i * j  c *i

{Ruptiims ^miM SiaBjfanpnSjBjiM nHjjatiJtamnjtsi Hgfnn (Organization) *i

HgfnnRtjimmjUGHSMJtjltURnJi:{yns (Systematic Arrangement) tSHJMUG 

tfnnJUnntitjlRfinfiHtUGSS (Some Specific Purpose) *1 UUTl?SJICUtU UfiTinCU?gjlCUm

raw n n  mjiHtifnnHtu *1 gmntiimJintnnj TCifluniTRMftJiMm rnuGmfnj a n zcm O  XJ <=* «  l_i Li n  |

WiatfjtTUtifiSSrRtiMUlRHaJUriHn WtflfiHStftjfmTWHTfmrij m yngjl (Cricket)
« N U  o >  C«  cm o  u n  XI u n  U  I v J  '  /

ntiututfistjitSynwgtRtjiH^fnnttij *1 fm usgititsstfiH tifnnnm sftyiscufiM rm u
cm y  c j  1  c »  n  ^  n  U  O u

an a :

09-R^USSHm9HlStmCUUanbGJlfiiflTIW (a Distinct Purpose) *1 tmCUUOJlti 

tS8 gjfMttJmcnitjimflJtmfUtJJI ytmmstmcuttjl (a Goal or a Set o f Goals) *1 

§ b  -M iussym ^ HiswyiMfnmglttfitiiHSMj i

801- HafTin^t3HMnjUGJg31MH3H18CURCUl:tjlLUn8(A Systematic Structure)

tSigniuiRaaRLHRmtinutiwinSRJUMga i ggunmfi tiGtftmjmSfilstij stiugum S

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



ujuo 3t3Gt3int3i£Jicu: QngRH h ariig

jnusi^dnjw sH am G  (Authority)[pu{Rt3faHiSnut9uninfit?i yMnwitfiugnnJimHn 

H sm j t3Hj9jWHiBn2t3HnnQmrit3tutR|RftG sam sjG m w H stjifun[ui:[unsum  (a 

Systematic Structure) *1

HfiTRumtitGfnnsinviHtifnnsisi m sustH sm upntG m nsintiH ^fnnfastfitji
<=* Li u  o- <=* m  1 0  L> «=« «*■ «* n  i e»

Hn{{iU{fii3t£nsssjti) i  tBHjfjj&itutMW uStifnBluaiGnMHiBnHamnTOnitJiciiiutng

ti: {unugm  (Operative) st3Hn[fiU[fii3 i [uBuBfimtiiHSMjtutusGmitTiJ um nni 

frunGStfimt^cu nSmmsfniRGtSroswrfifttBmmiiHnu'igtg'i HntfimtJnmtiHS
i*  -»  u  i <-nt «=• ** i

JtimSiSlmHintitiTnmHtiitjmS HnGHStUlHUtJijUfaHmsifnHtfnt) McDonald’s
o  Li «m o  n  c*

uHnnafinjfuGfijn/ituuugwusm^uniimfdHmsimHmitirinjtiJtiJistiJSJtJ fagtfitfi
- a  o  u  U  i i  o  "n j r w t  «* n o  i  <a

mBuBfiJ *i dmtsfJmHRTRUTRtiRtjiHmmigficiinHmniuwHfia'Eg i wutnrmslntuu
L i O  ^  -x» c* L» L l o  - •  c*  t l  c» V

§ 9-9 i  Hn[GU[fiv3nmGGismjnGdi[uBuBfiJHti5GSStt3j ggiuiinrmmHmj

(Supervisor) tgnfdtnJiwtgtnsinujtinmGHnsgsnj8W[G^[UGURfiJ n tim insfiju ju  

GfdtnJlfdltitriSiriUJtXFor-Processing Insurance Clairns)mSHtSmnHfU8W[n^ffi 

wnHfnnjuwHTSuuHBBtjStjtgtg|ti tsInaitiriMtnJiwitjiJifiifiujtidtttai *i tgistjitina 

tunmtJitii smusmmwttStifdSFiiji Hn[piUL^yini5^HisHPitLfnH§fig(Subordinates) i 

ffiHfruu^initsifitijug 9-9 tsslth td5timtsturft5RHnipijptiijigimra tfinHGjy sti 

tiJUS (First-Line, Middle or Top) *1

mjntLnG§jtjinariritfi sKun8:tfiH fiiR uptital0tiHtimnHai SstustfifrucuGin 

tgjtu *i xgistfttifiticunmtfim Hn^itucutri H npu^ tiH ist^ tip sw n^stg lm uH sm iiJiti

1 HnyfiUyfititiJHS (First-Line Managers) tjlGHrmmtflltjUHmJ (Supervisor) *1 

ts1fitimtiG[ntinjfigsni HnyfiUimitiJHS c y g in q fn u u d m  tGmGttFitfiHnmHS 

(Foreperson) *1 nttyiHHgntunHfTUtJmSS tflStJlJttl{guSn (Coach) *1 g ? n p u p ti 

jj’lRHGJH HlGHlSHSmtUltigGtjUyGIS (Head) ttifi ygipnttlJH m fosim nti (Project- 

Leader) SimHtifnn (Unit Chief) HnifiU{J?fcHtUira (District Manager) {n9UJW 

(Dean) tUfiTlWS'l[fiW (Bishop) yyjGnstGn (Division Manager) tfluJy 1

3



5U9-9 manana/nri
u  c *  «n

(Organizational Levels)

ujuG atJotĴ rstucfitu: QngRH h rjiTg

tslnnncu uBfiRntutSHtifncmtu HnrRumamtsyiSHgRtaiiatjiHSTUtns (Vice- 

President) {UGIS (President) HGfTIJUR (Chancellor) Sltun[PiU[f1t3 (Managing- 

Director) giUIfifuBufj (Chief Operating Officer) SltIintnBmJ9tSi (Chief 

Executive Officer, CEO) upm aftH pry in tiK lJ (Chairman of the Board) tflttSu 1 

tsiRti[RutngtjCURgscjHn HitsiHtnsHsmtinti

mrtnjmHCUfrMtfrUJutSmg'kSs: (UtnSttiRtiCURnH (Production Foreperson) JUGIS 

tfS (Shift Foreperson) HRLRUjtihfriQjIfnR (Scheduling Manager) BstUfniHfltnB 

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



uJug atiGtuntUuioj: OnqnH h nrug

Dent) HfllRUlRtimaiilR (Plant Manager) S1tun{uBuB[fiJn (District Operations- 

Manager)HfijtiU|fit3tjSnnHRUS81i3tnfi (Eastern Regional Manufacturing 

Manager) Si3HS{UtnStjtUfinU (Vice-President o f Manufacturing) *1 tSlntiWlfin 

§GUtU HIGHlSUSvTJuGtfl SltlinuSJ (Department

Head) SltlinfiTlfin (Principal)BsmmiHnGlfimjnGmiuttCU (Assistant Superinten­

dent for Administratives Affairs) StiHfitnRmJHtijHflTICU (District Superintendent) 

tjitSn ‘i

(What is Management ? and What do Managers Do?)

dGtfiHgfnns-imttiJ Hfi[RU{Rt3uisnjniui:Jutjitps *1 tgisuH sm onm uw tfi

pnj^nuM tRm scuntui:jytjitiG St^m usRfitji nn 

yiuymttms ijnHmngiuauggtuMuui m siujfty i mo.ooo tinjiJfittHmsntsIfjintu 

Igjituui Monash ?t3cm5fU8MigftnjyRwntfsiR y CEO Hisiujffijj 9 . t o  nnsdcim 

nt3HtIJJntSiTf1HUiS Telstra tdCUSgtUSWTfiffiJJUWJCUHtifnnHm HISSttinBfiGSStjia
c» u  c * L i |  I U I VJU u  n  U XJ

nlm . 0 0 0  am  stiiR ipnSnnw ijn fis itnaQ ti tm3 naym m tsistg jtii t tairjatgm as

tt5tistinnfiRsmustiimjLRuy?it3 u^n jnH S tiiiffiH S tajH iam jpup ti (Classical 

Functions o f  Management) H O fiaigiU N gninupti

(Managerial Roles) S^ntTlJnjnHnnjgfnnHSfRgtgitStmnJGSRyiU^ (Universal 

Applicability o f Managerial Concepts) *1

SG555S£G55G8?f355|5$55f58 (Defining Management)

mnjtfirniLmjyms wtt^tgidcufitnJijmjmnmfdRyfnnLunmtJitijyuSgfnnenu

jUKHfititg *1

s



ujtro 9t3Gb(na;tfim: anagH h rm“g

fitiuijfnnss (The Process) RtUTI^§JH8tnj (Funtions) UWnUfnnwmS9 

( Primary Activities ) tSWGrojHHSfmultnHR{RU(t?t3 *1 HStTUSltHas tmUTltfimJUjU 

Gttiamj frutriRmti m iSnsi stimi[RRnsRj i

(UfUStfCU (Efficiency) Rtfltgn§W81SUtIJtSmJ[?iUL^ 1 flWUtftta5Smfi9Sti 

ifuacaGiatipunM  (inputs) stisstifu  (Outputs) i  tuM stuttStiggwtnaggtjnjfnatR

t|ps tc t̂nemjGainatiuLtJiwtasHiaatiitji ttStitnauiBatufigtinj *i tMtajtitmssttfr 

{uwatuttnUfnGggnjtnagatiPuStunj ttJimt{U(tnwGstnsmstRRG lasnuiaatiittfi tti 

ramnSsrufisticu *i tt^mfmjHnTRUTRtitRmSmi îHtiJGStnanuTtnrj ttifunfuffauj
n L » e »  a l _ ) L i  «* u U L .  l u l l

titstjittnn u sw j mmnai8-nntRiRf5RRiHnmniSipMiunmtJim(UMgmnafG3OTa 

gititss 1 aig8mi{HUIfit3mfinSaWfnimRU8tIIGtimfflGaina9jBGUtiR (Minimising 

Resource Costs) 1

gnatRHiaiuMgtinjHagiaiRuijTiaig *i m jp u ^ n m n n s s ^ m iu tn tr iw n u  

fnntitittiJ (Effectiveness)titiJtlJ *1 ISitnnJHR

mum^wnGttntuttJlHtifnnmMtR jmtisunwtfURUismffisfnn i titusTufistiruU Li rt u & u « h cp

m nnaatiHtGjitnuj (Means) GtnnniuMgmnmnnaaagMitJItitatifritD ( e n d s  ) i

( Mmucu m s 9 -to) *i
v  v

JUS 9 -to : miIRU[f!t3tMtiJU{UfijgtinJ 3ti{ufigfnCXManagement Seek Efficiency and 
Effectiveness )

HtGJltntU (Means) SJtfiumjTntU (ENDS)

{Uft5StfCU(Efficiency)

Sfl/mueia
Low waste

(UWSfnn(Effectiveness)

(Goals)
^-------- ► ftfMBimjutdgftj

High Attainment

mi

M
UB

tmru

tel

R e s o u r c e  U s a g e 6 G o a l  A t t a i n m e n t



UjUG 3t3Gi3[fii3tu1tU: OngRU H CiJUS

tywgticu s^iuw gfnnH isgsinsstitgfJcjtsiyn *i ggiuijtimftmjtiimywcusti 

ggmt^siuffigmnfuwsmimtiHSiHtnHnfUfagtiW'i (nutns Seiko HHjtinjRmgjm

ttlngjtittna sauiscuntifi:giugim Luwsm pjHtSstss usRRRJtinjGnmmnnri^nnjnH 

s a u s tn s i  HtiflinufitwfinHrminjiinrHtiJQaaTRfiRfiujTUunntfitiJRTUHtifnngitnmsr \  u  u  O  r \

y ism w g fr in s ia  m stnsm fistin jg icuiR iftns tm rom RutnniRiram uM iRtns m sn a
U  xp o i  i  n  L* c* v  i o  c*

uommumtuiasw *1 j3iG:RiiTRUTRti5aTRfRRRjtRHnmjuinnifaRHRinutiun«g
u  n  u  = * L i U  La ; v i nri

(Tuwgfnn) msRTRfRRRJtitiitii anjmiutnwiMRHmngititss §THiSTuwgticuutiR i
U  try l o U u v  - o * ^  J J U o » i

iRH^fnnummGHiSTuwgfnn tuiajtuitjiRiSTUMgtitutnautg? riutfimti rntfim
n  U u  o» ^  u  «» M

tgmjtfiiswtnstifiaty *i Hi3.wiRrolgjiwmHtuGSSHi3pM9tiwtifit38r)43Ri3fiinIiimj 

ggcuswjR§jQCuujs *i RiHjm:niniu[pwjiujuwfjptiJRRnjgjijifistiJgimijSG9 Sana 

ttiRtinti^tgitffimmJWRji^ifTltgia HR[Ru^^smRG0jnmwnuHmswjRHiR5 

t ir i^ jp s  'i m aai3 fm Rw lg jirijm 3:iRri:R3 itfitiJH RRafigR  sawiusgcumjggcu 

{mniit^ujfmJH3tn3HuisRgRmM3s9jtn3tRHiRf *i mHnnyjwgtiroswgingatfi 

ntwwtftymyuwgfnnsw *i nxitumiiRuiRtiSsty iRaiRunmnjHRntnatuwgtjrotia 

sam sLuw gfnntia  gunijiW HRiUM gm m iJW M irainaRiH JtiJifnnR iajyM gijro  * 1 xsi

{utgwnjnm^mtgisut^iytgfaHymcu uitgjw New Zealand tiffins y w au l  uafnn  

saHRyRutRafRftRtygitS^MnGtnsgiayjwgfTingiaLuwgtjtu uStgggwtnaujiRfiuj 

RanRmwiRCTinxignHttiwtQsiRHismJLunRymaasiatgja^tsitwciRHSiiJimss'i

5|8815l$5ff355«555|5e (Management Functions)

ISltuHWRfRjfrss HnqWJIUlfiHtjStjlRtnnayin ttlips Henri Fayol Uiswnw3tjl 

Hnyrnyuagnanw mncjusaniyRUiRauss : nm Rtgttism i trmma unji w juw jtu  

s a y s u n s u p  tsImRRCUTiwgwffyjgi^^CrOwiLcmtsiJjnjsiPitsI u c l a  tyuHsam g 

ttfsm i tnurna yycuunH (Staffing) Susn sa fu u n su jtg ^ iyu san  tBu jtiw m w jftn l 

MRjiHnmj{RutRti tuWGSslgogiwRt^GtinagfugnjimmsucmHgiaHWHnyjtrisug



tijuo at3Gb[ntittJitH: anagH h mtj9

is s i  iw jfsfilw njim p ( iH siaifdjfifilisstia ) ta lifiu sG bpato jtissl^m H S trin sm j 

[e ra p ^ s s s ti  tsisuH Stm giatss ^ ig tsitn fu jaH ^sIpH G ssyB eiH raS ism tJira  : 

tGTtjSfni tnrirnti Bnsi sa[RRnsnj i  cM siHromg g-cm *1 im tistrarnim ^m finira 

tjiioHSinjgiutsstnsHSs?
|  l \  J

tsistnstu j t^mfmjHgfnnuufas^gj^tuHjfanGimfuuQ/ia (Purpose) y m sss ts is

jn^ssjtupw ntjiH nntuiR ifnnju tu itiisis stiHtQjiuimfantifanGtmnjunjittimn m i

puL ^Sysfaju in^m suiti *i ystrm Sttfsfnj (Planning) iputJtuiufnjRiuiRimnjtsJi 

JUfaH^fnnHm mmtSfim9fm[WStg1 (Overall Strategy) wnUMnm?ncmtf1gitH8S 

S^tJjUGUttiSitlS1S[RHtIjSfTlJ (a Comprehensive Hierarchy of Plans) tuHjtG 

Myit/mUlRH (Integrate) BfcfifruWJflJ (Coordinate) MRHfTKHtijfcS *1

HR{pupaRgfggW3M{RffJtifnJTJjircJt3mMHaHgfrintdJ (Organization- 

Structure) *i ttStitinlmnasdiHsmjtJiRmti (Organising) i  finmjmtummnjiRHn 

fmnmtftUTfrftt; HmdfUTSifmnmfmRtsgititss nufuttinjTRfufuGffURtjrfititss tinny

sjamrfij’nmmjtuitgisjtuTi atitwGRMntstifi TnftStsittintun iO u  o  o  L/ u «*

{RUHgRingit3HMMgtRyiayaM} tt?iray8fnnUWmJ[pU[Rt3 (Management’s-

Job)ngjrtiinafi8tiMraMjnjyaRgmtiHMtS81 ts§mTitsiy8l3ii3nsi(Leading) *i taitncu 

HRtpuipafifnigRGRgmLfTiy^fig tn/iaiMfiHfnniuMHRdtg t[2w uw un^m [yi[w ty 

ffifigatdfuyiaLUMgfnnutiR mt^sifmuisaiMRamiifTiHMyiSn yisstytfi nm nnnti 

{u^RRtiHsauBnmttjim  i

jyg  9.cn: Hstnnamnnupti

8
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6§|jSS2ST35 snsene Sfissi Tgsnsfi}

niuiRimfuitJi nnnnmimi lansisiâ jcn1 M {RRnaRJWRH- miW€50
uiSnmgwi[w tenjjfiJutnni SRGR[RUJTIR mn iSHjtnsi ĵ ttnnjitil
atatjjUGttiSfni nujuHsJRfni rrmnssbitfi:- WRHfnnSlx3HM siislin / luwHttmn
RG9 iShjwiu tnistiHnuinni {Miras m« WUGRlHltiSfTlJ ItjfUtJlSRtl/lR *1
wjeuwRHjnn miini i

HSttutstituntiJ tecu H n ^ u tRtit£fm nni S[fi?insfij(Controiling) *i nmturiiEncu 

ttfiljrfrnaRtuifi {tismiigftnanjUG m jn ju fijcm M H S inftnapa  atotm tiintnauM  

urmsuturitu Sv3^jmsnGRHSWj§j8i5mjHiGisi!fiyisGnriG8sGisis «i tSujGisi§jL?m 

ngmifitnxiifnngiatjiatuitStiGtitna fTutni{fiU[?ifc f iU ^ lS ^ f i jm u f r is w g d c u m ^ j 

JUWHgmn (Organization Performance) *1 IRglJtlUjUtGjunjglinjmJttlJljimMti 

tjlHtIJStitmtl5ttf]tC3CUtjlSnanfi81tlt3H 1 jufiaxu lUHiamittinranjcfi (Significant- 

Deviations) nmHtmfimaJti naraiuftiHRipuipti iiigfmiRifiHtifnnSjiBimH 

tttf tjf ln n  StniiimJrianjmHtJlS (Monitoring) t{UjUIGjU (Comparing) BtHflfilftBS 

(Correcting) RJtStlGiiStinUIuClj sawtti1tSli£UHSaii(fiRnSfij 1

(utji(umnin§wfitwJtalGfiri(wn3j[uts1fnHH8innss Rtfinmtim^jyisfTicitijifj 

nnfj satn ti3 (w nn m s  tfifit^usnnJim§^HinfHrinBrnnElnJHtiLtiULHainftgcitiitiifia 

t j?  H aJR jG cjiiM najn itg ltnH H Sttm a: tnatuniuittmaiMtu nam itgm wnrijttitijtii 

5 RH fi(fiU (fiau iSH 8 iTiiH 8 s? nm m tjitfsm j trmma uRsisa|R ttnsn j i  m s  tRHfi[rm-

pagiaH toriR tjngytG itH stJ? H sainuH uuaiuw ttain  Fayol nnCTSHnnmiHtariu(ua

9



tijuG 3tiG&[ntMtfira: ongfiB h w u 9

[ytijR H tuH nH nipupanum ssiri talR tinm m H gfnnta’m gjm  *1 fipatfitfiRiJufcnni 

nmiMttimtiRmHugniMiG§juM«iR tsInagfapuiRHUOTtiutam: i 

SgSSIS&t&ffMjgJSSJIS© (Management Roles)

taitsaSMffJJJ §i tnrin Henry Mintzber tjlStGfTlJWRJlSuiRGRHtll

HnHjgjytnnJGSSCcmm^tnwutnnjfTiJtrii*! tns[usnm g 1 sti

mjmfuttSnit^mJtiriytiiGSs HnRiJttiJUMHR{RUtRtn gsitm an timtg 1 stigfjjs:§H'is 

ngnai ttjcmsltntma'is tuniuSnitti HRipuiRti^HRR?iRi{URUt^mmig8 uninti tutu 

?fnRnRHisttJitiiiumRiu?tiJti atitfiWRiimtuna HSStitgRiJwntiSmms tnnn 

Mintzberg tnsjRttSnitti HRipuiRtiraMUinR pqjRRtifaRHRintt|jti9 m stuuug  

atiH ism Ktnnjs tfiGSStjpS'i y istncufipcam w  MnuRiiRRRjjunm^tURiigsunria 

(Reflective Thinker) ntpsHR{RUJR^tiU[UgsStiRin81S^1UtjlSG (Constant- 

Interruptions) ‘i QaamRRn^wtsM RHRinjuM HRiRuiRagiatssiytnmslHstSM ri^ 

sig tgjm  *i msutSHntnjminsRj§MfitritsstciriR Mintzberg tnagfuaftptinjtittsR  

p n g y t u  (a Categorisation Scheme) MnURtinRnRm9IJ3nJHR{RUlRtiglfUtn^

ttlTIR Mintzberg tnsw ftfist3l HRlRtJtRtithnnjRmKaa903M9Rl m s  

m sg sin g s^ jfiam o fl^ g ia  (Ten Different But Highly Interrelated Roles) *1 CTlRJttl 

RSigtSRULRUIR^ (Management Roles) MltfltglJRjmRg^RnRRHtlJCaatafritDlUts 

JUWHR[RU{Rt3 (Specific Categories o f Managerial Behaviour) 1  uGUISUjTinitjS 

ts ln tim n tt 9 - 9  R siggiti^otss HiGtutittsRtfiTRH ticm sltss  r nm gm nnsstigm ri
«* XJ Lj  I v  XJ o

gSt3HSJUR£U(Interpersonal Relationships)R3igmRng3^RUUmsnRHlS (Transfer! 

o f  Information) S^RmgmnflSS^mJWtlGGR (Decision Making) *1

2jj$5'38$$§5$5g5$Z5 (Interpersonal Roles)

dO



ujuo aiaoti[ritnuicij: Dngna h njfjg

HRTRUTRfcTRfwnCTimMraRB tufljtflSGln^nSmJStiSHmU (Ceremoniol and 

Symbolic in Nature) i  tsItnnjpguiM rm Rw lojiw tiJjU RW M m ijp tsInSuniurrij 

w n n u H sm u n ac fn  siwfdilgnrijmuajTnHgfdisiTnHuis HROTnssRntiutnniRSig 

tfigRRlUTlti (a Figurehead Role) 1 Hn[mj[fibgitiHfij MglRHISRmgtjlHRSRm 

(Leader) *1 fimgtss JHtfismttSwmwuMsuaJTicu SjcTignSn atitfiRgnnnHifrmssttin 

Sr *1 RmS9UfJti{JJHHSmt1tU (Interpersonal Grouping ) R RSiggSIfigsb (Liaison 

Role ) i  tcirm M in tz b e rg  uisnnfisiwnufnntsstji tjim igm RsatiijiH m iU R nsititpl 

(Contacting External Sources ) ttirogWnRmStiWHRLRUIRti *1 (tmngitKSS JHH1S

urcu y u j u t a i t u d ^ u s m w H n p u ^  s tim m sln ti y t{nlHtMTKn HRjRUtRtugRnjR

tt3cuggtunRHisnHfiTfiUTRbuRffifits1nbTnuuisuissti]tji tfiagsingstiR ittim j (inter- 

nal Liaison Relationship) *1 tsIinnJHRIRUlRtifgRnjRtGRCMajltilHtDHISlgtnniggnJ 

UaRtgRCUnStgtgjRRlHJOJ: fdUlhHSscygtipj (Marketing Trade Association) HIS
i

Stutsl HnLRUyRbtSlSHlSgTingsbfUHSmJSIbtyrl (Outside Laison Relationship) *1

o . «•>>
(Information Roles)

HRtfiuiRtigiaHWRtiRiHRCiniHaj StjiHnggcu stiyuycunRuisnHyfnci sbw ius 

t{RlHgRiniUM381 RSigtss[RJutncymHJtu:fnjmsgfajmfu sbm jnm njitfiytuH ri 

t3tgtgjRtSiy§juv3HnmjgnwyjybGnFbganfuSRJuwfiriOTjantjS iRHiaRjuRRiuteti 

lUT138tSflIlRftJjUQttj8R1J8UgtU8t3RlItIlJuQtasin8jR *1 tw in Mintzberg UJTiR 

m gtsstfi RmgnsRjmHtJis (The Monitor Role) ignLRULRtiniR^utncynmgtjiunyini 

uunti (As a Conduit) ^ntijitijnRHi8tiWM«iBRHtiRintitit8n tsstjiRTigdjntjjim 

C1RH1S (Disseminator Role) *1 ISltntURnniaSjHtimcitSlSltiURl Hn[RUyttJ 

HUtnniRSig^lHfimmnjdatuJ ( Spokeperson Role ) *1



uJug atiGtifnaiuioj: tingrjH h rmlg

m nti 9-9 : Rm gpaiptiffiH inrm  Mintzberg

rsi 9 nnfisi
__ Role ____ _______  Discription . .

HSTURRJn  i n

interpersonal
HRRtuna

Figurehead

HrErSI
Leader

WHSfTIJ
Laison

tuusshriu uismRnnGmnfnmn/itiJfiGGHfn
U  I O V  •»  U  VJ l*  - •

81R9t3St3tifGJlU StiWtiU *1 

gStU3M[RftnjR9RGR sbtfiwtfi]sHm[mH 

§fis99CU3W[Rf GtmsuRPjRRH unpsun/nnjsd 

funiitijnGmnnsutgtsjR *i 

IRJlU0̂ ni9S1R9St3tJlHaJHR81t3tUTl SdtjlHR 

tiCÛ tUlt3n§R1WHSt[fns sanRHlSttijti9

HRU1S
informational

nsRjffiUuis
monitor

HRGjndptUnRHlS
Disseminator

HRsimRj
Spokeperson

twtijR shggfunRHisntwwtdjb9 uirhis39) 

^HjHRf^SRijmnjBhwRfusjmHhRin sd m- 

tinRifaidtutmGtGnit^u îuajifuruHm  ̂ ttfiRfn-\ j  «uJ a  Kj  v  r* o

iHontsnRtnstcjmj sdsim[Rl HnHti/nn*i 

tSjndptunRtrissgfUGisnHRSitatLRi unHRtunH 

9fig tglwuiSRHhfnn - rminsssnR oruisssn  ai  m

cTiRnssbRiiuRLwiaj sawHiuijft/iRu sffiuii

git3gjiunuwHRt(UfisntuHRtn3Hgmn t 

tyntjjimfiR9istglHR3im[Ri HmtismnRinj- 

smnGimfugtituiuwHttRin icu t mmrng tfi 

HRtiRtswHngfLjpuiRH luwHdfnrn

RIJWWGGRn
Decisional

twdiRRdHdfnn sdHtijtfis3}mHdfnn tSuliR

W tflfR S  tUC13§ fn W Sh tiG tSH ‘ R tn h tR tljH ' t S H js iu R S f

Entrepreneur mjtdfjyj ia n S R JtU fU R im jU G R tn t JU O JG S S

WRHRinfjsiss
Identifiable Activities

gstGtRjfGsinritmsidRfijiitifGjiu

HsjR|RUfi3RURin ttimsfi tdnjmR

nssdHRt[fny9fig,i

sgruni2R tGRiJini^Rsigtsi
U  ~  V

MnuRiitnisim[Rl tGWRUfnn 

tdnjmRnsstiHR3im[Rl *i

msSn/idttijd? sbiGitDRiin/i

iRpgsiRgsd^injss t

uJug ty^jndfitu rr yis

gjwnumsnRGis iV — o

nfuGTU^gtgi tifunRyisdcuun/nmi J  U  i v  o  n  n»

C1RU1S *1

u ju G m g f j i [w s d E R s iR G [p ^  [RR

tSimgjtftni tEujujUGRHlG 3 1



ujUG at3Gti[nuiiuim: Qngny h nriis

HmtfisjriJiujgucufi
Disturbance

handler

HmuitfGnGSGis
Resource
Allocator

HfiGJtn
Negotiator

99W8W[fifmm:ltnsmnnmf tsItncuHdfnn ujuGQjgfin[w sbnsfijnGtutj tdrc

[utuiHus sdguwRwsiso ustnsjndgRthus i mnnssbGnnGtu sd?umgjtftni i

ggnjsw|Piftut3tGfiGStnsjuwHdfnn tmjftjifig ujuGmnftfnfi twwmmsmimG 

gitiHfii ig uHSHRtwGnwtJGGRWsis^ iuw wnnfnn tdfumnnssamiuju Gtftm 

Hdfnm sbRMRRHlGmjlJiJJUWHmuTiH

§fl91

9g[U8WTfiftGtflHnR[Und§jHtifTimslRGGtG1 GnjJHRdnGGJGltltUGRGWSn
U I U  ^  J  o  l» V u  «  u  u  t» u

wsis9 tfiumwuitScn

{UflCI : Henry Mintzber, Mintzber’s Managerial Roles from The Nature of Managerial
Work (New York: Harper & Row, 1973), pp. 93-93. Copyrights c 1973 by Henry 
Mintzberg. Reprinted by permission of HarperCollins Publishers, Inc.

(Decisional Roles)

tstinfnwuta?! tnrm Mintzberg tstiwutiimfis'isus tijCutsIfftmmmSwnwSuw
I U  i ^  h  a t  m  u  u  I v  u

tjUftls (The Making o f  Choices) 1 mjSIHtflftJtJlffiS (Entrepreneur) 

gtstSensfi sbyutHwrecumnacj tticushtntijH tusdcufnttiiim wHbm nss 

[tnw n^atjicu thu  I nasiHtjIHmthsLfinajgUWR (Disturbance Handlers) HnjfiUJfia 

tjiH n tn ^ tn sm n R h if tBtyictiiRutg1it3UCTntt3cu5sjftG{utHCusntjiHS,i mjsiHtjiHn 

tUxJtGRGStnS (Resource Allocator) HR(tiUpt3|Rjgg[U8fa(Rf mmsmJUItitGnGSGIS 

HSfdj fiitril: ShtfiltTlfR "1 HR[RU[Ri3(RfUtnniRSigijlHRGIG1 (Negotiator) tSixntUtH 

nfrmji tBgjggcutjisdmiuttiritjSM ntjHafrinJtJfjsstiitu i

fnJS18558Ga50855 (An Evaluation)

HismififijitnadisHti3GSS ^SfiRR[ujanfi3n[umntS{ytngtGjt5t)tsnsigcnH|gS

lUfjtnrm Mintzberg tsIm HHam nttijy t  sam H R yfm djatnsIsaH am ngititss-i

fiwfntitfigtglmLgRsmdcutfi HnymitEia tgistsIqdH afnntyirigam  yqan(Hfitmi



wjuo atiotiinmtfuu: anafiH h ajtj9

mtJirn UTnfTiRSiQmunnTmuicufni igistfttirUJiunmtfitiJ fnjmnGngfftfin tticunn
v j  u  L i L i c *  o  i  *-*

putpatitu igilfunsigtli} ti9  irnRglfijyng1triHF1[HR\tlSlSlRtJ (Hierarchical Level) *1 

stinm §jGRm gt^HR^ndptiihSHis Hnfiturib HfiGJtn HRtSwHaRii stiHR-sfimRj 

y isfm nw sisfsltfin sw  (Higher Level) tftm algiR gun tfmtg-ftni ymgtfiHriSns1) 

msemJ:famSWnUHnUiU[pl3^nt[mU (Lower Level) dltiMnUHRlRU{pagin3M *1 

t?mmggibJ90 tticrasynnm jfditififrim fyti H nnutniiR uptitas tp jn m u ti  

RtniHSttingttiafm  trmmti Snsi sbjjnfinsfij faroyianiRtinryntinu? ctS tu  5 \ q i

GHiiggym gM]8:UjRRiyH3ttmS8 (The Functional Approach) iSltfiUttini 

fijraJnitji tiiHtGjitnmSHiaiuiiinijatititi tS u jty n j^ H n H sm n u w H n p u p a  *i u s tn j 

frig isjy  (The Classical Functions) tiwafttifmyygjIMnnM atJtflRtUinMnulUUttSR 

fan y m n n u m s ttiroHRyniptiKrfHSffi sbutyrngfa tusira

tg fm ncj tSyjfiyjm m cm tf mwHtifnn *i

ytuiygnj tgisu to rn  Mintzberg HltigfUljltpitatUtitGRRmg (Classification 

Scheme) yiatuRtuirmatfiriftjii afcWRroamtfiuj ym ggitnss

tsIm GM isM jnji^HtijgsgiayBtiistun RaigRiyipfifrnnR Mintzberg tfuipa wy{wu 

tfiy tyysttuym  u m jp a i  RinuttttiRGatns m rftiR y m tsm n g ttism j nuytfiRSigtfi 

M tn ipaitin  n s ig n s ju g ^ g ia u  RtjitgmsHSttuSnafi i  naigtitgtgjR  mmjpsHiG 

um ojtjiym ygtrijym  yt{ps RtitfrnmyHstiugitiya maSatyagitiHM M gtRHicumnj 

thytyjritnstsistg  i  ytuiysfam {gftnanajwtintiGjiM tnyim:Mngfnnipsuyrt3Bis sti

fnJti1JIRU{f»t3MgftTlG JUW^tinn M intzberg (By M intzberg’s Interm ixing 

Management Activities And Pure Management Work) *1

HmfiUTfibigitiHfdfgmi^jymGSS ttJroSaaiawRtinttfiRinRUTRtiMgMUi (Not 

Purely Managerial) *1 mi Bint HQjy JHtnHJJlJfatCLnn Mintzberg tnSGtUTltmnCUgSlR-

gaatjiymftJitrucuitis uuHtnwTtnn urninHnfnnGnfjfiJifats15fmTfdfdtaRJUfatQrifiu  -va o  U  u> uJ L i o  n

n/im tits nutnmtfmdJtfi ystysrfiufiGmjttinjHmfimfititg GimGrn^ntjitdn§w8is
l O c n - v j  Li  Ia c a Li L i c ^ L/ U c*



uJug 3t3Gt3|ni3tuicu: Qngfju h nrife

HtutsfTiitimuMHfifRUTRtiTSistg i tssfitimftmnJuticuwfiHfncigs Samstiumcrngl
u « * 1 _j U  v  tu u  u

RtitTmammjiiuMTnnn Mintzberg is  nmsTRfuisumtutgfim  i
c* U  ^  i n  U u  u  m

iRm nurosrtnratss m sstutfi [yifiSRSismHLSwtajifi Mintzberg jrtfHw 

wntuffinu? HSIHStilGSIS 1 tcum Mintzberg tnsticum jtunjuas (New Insight) An 

RCfniiatUHnTRUTRtiTnfutnm i cnmuHiiHti/i?t3njftJiit3iuMRiRina9gw R^wRiti
l »  c* U)  U  c>u -vj  ' “» «=* U O

unnnnfinj:w8is ttJtudcufanuncinRnRSigtsmjTRUTRti *i tnstiGtttondSfcstiGfctu
o  o  u  U U i o v  hi

uau jtsIfinR um u mj{RU[Rv3tjiH8lgiS idajnntiifilfEjjs i rruLWifiJjiJsitnnjHSiRR 

ttJltmGRl»lUjmGjU Sl3tGMinininnnHRmgRlHI?§lUMinnR Mintzberg tjlHtUSv3 

n s ttijs itiy s  st3usn[5nmjtijnjubijufatt3t3?tjytgjfi HnmitnnuMHRiRuiRti i

eS »«g l»Jp9Jp«C 6S^e55JJ5 lSgin«  ]J?ft*36£ttSS6£?££eSS

sa$$G£$$568? (Are Effective M anagers also Sucessful M anagers)

tann Fred Luthans stiwmmlmemcinn iHfmrnnranTSinsiA&ntsmj tticu
■\j i n  u

Hf1{RU{Rti IGnSWjStlwffiSWtyfiUSG (From a Some What Different Perspective) *1 

nniRituRtiiMoguji : tRHnfRULR^unjtgjtimnhl3GiujtPfdut4R isIfjtiHtifnnBti) i2 

wnHfnnttom gti«i3RintiiRRiJtDRGR9RiJiRgGRi s^HnyRuyR^dmtSmjbnjtnscyudR

y? ttStitntimssmmjBfitsi HfifRULRtiiticuHisyjwgutiR jjtsmjttmuMtR ntfmniticu

(RfRtHtimiuuatn^stfimRtfij i  m s  t3st/nR§Gtji6siHSHtt3njtnatnRigjtitm8tg *1

tarm  Luthans sfcwmrrinufmcirin tnstGRiJMnpHnHRLRUiRtitiiti ( te o m in

HfarotRjmiSnjtm: RtsigRipuiRtigitits: Gajfugjnsawnyfnnyiuyitiysanti

(Managerial activities) *1

9-milRU{RtiRlHIUUynnn (Traditional Management) mnGfWGRMIJGGR I§

itesm j stiym nsfij i

b -m iy n y S tu g in g ti (Comunication) : giw yjnRm s^G U fn stinsRjFnsttij 

LRtJlMWlH (Processing Paper Work) *1
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m-mJtpULRttGStnSHSMJ (Human Resource Management) ^jnjSnGR tflR 

Is tu  t^s^fintugsifa URcSnnu (Staffing) s^ uojisuqjjicu *i 

&-mnijUGUlUTUT)fnJttlI (Networking) 9Sin9Si3fi5gH (Socialising) fltniCUTl 

iJJtiSttimntU (Politicking) StttGHSJfiU (Interacting with Outsiders) tflUtU 

Hn81tlt[fTi *1

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

tnnnfnniuMgs mlQfnRJtu fjtiMfiHmniputprfuuurmn iptwtiisiRgti

laofnmtH nt3WfiHfnniPiULRl3GStnsHSWj ujuGutupnimjtrin

tifitiammfrim tfnncimntutfnn saRG{Ut3t{ui3?^cuHnpupi3tiijt39 GomtuxcueanH- 

fnngiaystss y ism n fyy jw afiti^ n H in tg iy in 4! t2yj§jGjifii gstnsufrtm slnm ug  

9 - 6  HRipu{Rt3tt3fUHisttiiR8tiJ ( RfiPRnt3smtnj^9t^itis:Rt3HgfnnmwtR) Hismi 

mnGRsn^fiswtunmsitaiimfiinHnTeiUTRbtdfUHisTufigfnn ( RiuiRnastumintin sti
O  | | n j c * n j  u  U  U  c» «

RtiflfnmscugtjCummiJstifnnnniGfi starrututjiGmuMHmrmH^fisiufiitR) i  rru
i  c* \ > o  n  nj  n  c« u

ufUGUiuTinifrutfiJ jylfrmgisGudR mmsuftfiSmjuwHmmirati Gttmnafanyfnn
i J O ' O U  I L i  l_i

TRUTeU3GSCTSuswi1m JulfpRgiSRGRGUtiR *i fitjmnmyHRTfiUTfifcyiSTUwgfnn mi
L i  L i  |  v J  m  u  u  1 « *  « •  U  U  u

TtnTMtijgiRgtiiHlmwgiaGijitiwfiwtijiRfiramMtR timmfuGuturinimmij jylfnngis
L j  u  wJ  Cl  u

RGUtitn

miwnptss msHfnjajcu2tt§mspinj:w8is tnjGttiflsStimfihtSti Hnncmifenj 

HR[RU{RmSti t^HGjHHR{FiU(fiaG[untiJLuyi[uitjitoo tgi mommtiristnnnfnmufii

sstnjwRyfnngitiystss tm njSm Jt«u{K tim ytuuyjm  m?LGijjytygifigti. rm ip u p ti  

Gstnsnsfdj. atiminjuBuiurinirnitiii i tgistfitintinmmtJitD Hnputmrftinjyns 

ttjiRStu usgnjmjmnGRgn^Rtgitffiwfiyfnngiatss uGgistiHRjrujrv ĥis yjwgfnn 

tsjun  mynmgl nntRtiiRGngn^mwnRtitnjngitiifija i rnmmss [ysnasti miwsfi

tiipjfRfiniM (The Historical Assumption) IjlfnnSjtiiilS: (Promotion)



hJub 9i3Bt3inaiuim: ongriu h wijg

m dm slTtucugtjnjm iau (Performance) tt/iu ju^c jtina jw n lnH nfm jrw siststjm n i 

WtiH SbStttfltntlJ (Social And Polictical Skills) ^Hj§jmsCUnSH8tTUni3Htimn *1 

ju s 9 - d  : mnuatGntncutfnjitjiHGjuwnuwRHfnn juwgR[RU[Rti tetumsttjiRStu

Hn[RU[Ri3ginuGjH Hn{RU{Rt3HisttjiRSm H n{nuL^m s{uw gfnci

tJJfin : ttiHRIH Fred Luthans, Richard M. Hodgetts Sb Stuart A. Rosenkrantz, 

arnitnHnHn[RUIRtinR{jj)f1J3 (Real Managers) (Cambridge, Mass: Ballinger 

Pubishing, 1998)1

6Sj515eHK5«gfig6g©©3are§SW fc651«a5§6a?(Is the Manager’s Job Universal?)

ttStitjiatmtusiatSHiGHmuiaj HnmiHSfnatjiftjinnjsfm iiRupiti (Universal 

Application o f Management) 1 ItStitnsnHinjIHnmJlpulRti ttJlUJinfigRtjlflHia 

tunnji:gtgi (Generic)tmcuR Hnipuipti RtfignipuiRti SatfnsIgnmmtfitD ir ir u - 

jR til LUMSmfnqRU[Rv3 t^H8l^jgi3ClJnClJi:gtg1riRLtnnutHS (A Generic Discipline) 

titGStfifiGmJtiGjnHSS ItinnRgjftjUin) ttfltUBSRfitjl HR[RUtRi3fS"IS tjJUJSJdGlfUtjJS

8W ytjiHSjnj^ingju islRtiujHtSa u3ipRtiiiJgiBt3iniis1ntifiji3JnHG9 ugjrgrgrig

yyisgm btsiSydney  y wtitmms? iQndjtinaRjxSwajtnaQjiMnnMuag Hnunrigtgi

(Generic Issue) 1



wJ u g  aboiatnatuiiu: QngnH h  w iis

?5J|555 (Organization Level)

u r\  u  u Lj L / O U  Lnj

myitis:mfiiHnLfiUjpi3tsintiH^frin *i m s  m jM t^ n jH sm jm n m m n si^ fiu jtim sti

(A Reservation Section) tsljnyfns Air New Zealand HSHISmfflJmJuGmtUsug 

Stim m m dnj CEO ts i Air New Zealand tGHSmmRHnunL^^^HRStlJtSfnciSfd 

m jfi^m jtnm fig itinnsT m i fnnsw m  rutur stim im ntm gntfin S sfu syg ttm g ltn
c  crt v J  I <=* L< O  I |  vJ

(The Differences are o ff the Degree and Emphasis, not o f  Function) 1

msrnimntlSmHStriJ (In Functional Terms) tSlmondftJHnjmjfptimSiilS: 

mstfiSfmsIfitiHtifnn m m m jm ntjsm jm stm TGS stim jm jrnnnsfintFim trifijm sm
r»  •=* r \  L# L_/\j U

m n  Gtuimss nnlimSjtTScjujitiijimMtitsiRti m §  9-&M SsBmti tslcutfiun/mg gn 

TRurtitigitiJfMwismgtiiHRwnGGfn nm m hnn iysttm m tisfn j tnRffita Snsi sm?m
L i L* o  u  I «" U u

n sR ji m s  mmantncuifcm?dfumcammtcuH3friJSHtiJ9 H stg jtig im gjtin  tftatss-

TgjR GOTlstSHSttlJ (The Content o f the Managerial Functions) JUMHR{?ro{?iti

?gjgjgutgimyitis:mfiJHfi{Piujpa i ggiinm/i msmjrnjmnnssti

mJUjUQHgfnngiaUQJ (Designing the Overall Oganization)

gimgriHln] t^rngltrarnnijU G H sm iyfirogiRs sti{nupriifr)j (The Jobs o f

Individuals and Work Groups) *1

m g m nuutG m ntutfnm gim HHStnj Bnm uitisrtsIntiH tifrin
(Distribution of Time Per Function By Organization Level)

Hnpu{pt3gifi2yt3 HnpufnbiginnnjTitu HnBnmgimtB

[Ufin : uf1[fatin T.A Mohaney, T.H. Jerdee and S.J Carroll, T he job(s) of 
management' Industrial Relations, voL4.no . 2 (1965), p. 103.
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wJug 3tJt5tj|Tit3tcnaj: angRu h crnlg

(Organizational Type)

tRHn{RuiRtitt3cut5§jmlariwmnsuiJ yuafncuojfintnjtui: iGmjdGmstmn 

IffuiptitalntiifJHiSsjnSfRH? wjHjimgjR tRmj^JHnLRUiptitsin^Hgfncijnnu sa  

HtiffinSaRRRU uGmttiJ ytS (Profit and-non-Profit Organizations)? GtStG 

Gtmswtimmtannss Snmustuitij i
u

tfiSua im m m m ijm tntjH m nss (Myths) t& m m itm HntnopijtalfjtiH tiffin 

ftTltninn: (Public Organizations) *1

U > 8 9 : miMWGGmslRfcHtimnftntruiui: fatinGstffijfisfnnsttuiGim (A

Political Priorities) GtnnROnpmJMnGGRtalfJtiHgfnnHlSfflHJni (Bussiness 

Organization) Hiscuntui:wHmindtu (Rational) stiH ag ifig tistitQ asian tn tm ^ui 

(a Political) i fmn?i rumiiggr tsIntiHtimngitiHfij wstfiggfUfignfunmjnGiJtUTi 

fafiSttintntlJ (By Political Considerations) 1

sJjtie b : HRMIIGGRRIUrmui: (Public Decision Makers) RGWJSiglatiBRjfi 

JuGlfU (Administrative Procedures) lunjfi[HfiHCUflG[RU{F?v3 (Managerial Authority) 

St3WtUfnnJUfdt?i (Autonomy) ItJtUl^IumJtitDfntglsafaHfllillUMtRSltitgRGKRG *1 

rmrm : iMriRTRtiHRTRUTRtiartaHw m nju5m tti inarijRsn/iRTHRTRUtiiinutgitwsmB
«  U  C « u  U  -'O  0  B  U  U  n  «u 1

ftf9{RU(RiHU&jnRtR (Significant Contraints Have been Placed on Their 

Managerial Discretion) *1

mt&0 m : i^mjwtnRStiggwtnsnjgijtusMnsttinSRunHsinjftjiGiiiinriunMu  o’  n  I

t{m:tUIlUjtGjU^HmMGRlR8iaGIRGmMIR nRIRinsnJRWi:|fUJGHM (Lazy) iglfi 

fotg1tnjfdSfd8(More Security Oriented) StinwfggfUtnStffingfiGR(Less Motivated) *1 

fninRGiaRMRitiurmRtji RjfmjGtmsmntuRgRGRnGismnsMRiGfitg jfitisttinBfi
n  u  v  c i  i  l  <=• l

unHSttuftiuninn: stisitiriBfisitiGJfiG ii i t*

usGfitf'] tm G fnnsiH gfnn|ytfigtum sistg RiramuMHRtRuiRti wacuRnniiH 

(There are Comonalities) tfUJGS 1 HfipuymgitiHW  igJtGIMGRMWGGR RIU1RIRUU-

49



njUG 9bGti[nbtuiui: Dnana h wiis

ttfl (Set Objective) m am SSIM HSHafnn^jthlUnm : (Create W orkable 

Organization Structure ) f[SfJUfi3 sa£m ffifi9TORStun2fi UjtJSHafnn§jH1S 

CURtin:ytStltjJIU tuHJHfifnRHaiTtO (Secure Legitimacy for Their Organization’s 

Existence) sanjUGRGfii{g ttiRStUPCTtmtiRa (Develop Internal Political Support) 

tStft HSfRRH?G 1
uJ i n

m unfi nHlSGQilGSfdmRJnRfiJfrinjgs^J (Some Note Worthy Differences) 1 

GCUlCSfUyiufijS'lSUtjfi HC?in^fTlJflfatft3nJSt4CUPnJariJ (Mesuring Performance) *1 

m j y USIRpnGClfinj (The Bottons Line) HH

yjSgfnCimWHgfnnmSffiH (Business Organization) *1 GtCUin TSintiHtiffinuSJfi 

nulmtjiJH m sfn if iw tf^ u u tss tg i ^y sfn jfiw t^cug tj^m j^nuw hric ijin js f jn u f j  

gninttinuiStiifu yHgfncmswjGU t5§jHnsmjDJtnnsitiamfa  ̂ HnynjyimsIntiHti 

m ngim ss t^gtgi5syumjUH8samjfirincujtigtjpj fjnu fiw tftin jg ticum j^nuh ra  

TSIStg (The Market Test for Performance) *1

tw gnw fuism faitS ti B tgisuH isfnnsfam nm jfiam jyR uyits^H yfnnjnm j sti 

HtifTingitinifmfigtss msfuyiui:tiGmt{pstjian]nan:8wm *i 

HtifnngianninfigTSs yisnjntui:[wtujvim turatiM f^H nR m giuw H niR uipa tfinn 

tSmiMnnSR nm :r)m RtjiHm 5!tismi tnntnti Snsi sam fin sn i *1
o  U  U  c *  «*■ L a j

( Organization Level)

tSm jum uMHRTRum atsinaHiam nm s swrmfcfnnG m g? m jtim m Sm fjnmc* U  u  c« n  v i  n  m  tu  u

tsstnscuutin ^mrmgTfiiHnjmitJiiJUMHRTRUTRRtsiRtiTRHtnsHiSfRHRts*) satin?
M I  U  v J  c *  u  U  c a l M I  V  U

fnuGtuiGtsstgisarnjnfnnnjufattSansaun HnRSigjuwHnTRUTtitS i  m s  til
O  I vJ tu u c* Li  Li  i n

uiiuttS^^^RfuitistiiHstiitSHyfT inyg (Small Business) sttfimgttitufiutncmslfifci 

fafcHrofiilUJti tilBSII

3s O



uJug atiG&ijibttiiuj: angRH h rung

finyismjarifnnmntimjnniiRsmHnHiSfnHgifiRG (Small Business) i i p s

uiswnanilsGmsw^mHnmjntuiRiti "mf i tiiggiuiinii tdicsssttiriBfi mjcunyutnsn

ULsnjMHjS (Total Assets) i nhgw ttiltss ttShwsnturltsim 2 j’n y 8 irrg nniwui{mw

ttituHiSHiwt]nritjjSt3[uBufifnj tuUjjnm n^cut[ysttiB2fiRG^m Hm n (Any 
Independent Owned And Operated, Profit Seeking Enterprise That has Fewer 

Than Twenty Employees) *1

mBffmsnnnG (Small Business) Hits HI sgt/l GO (Little in Size) tits flUIS 

PigntUtirihG (Large Inpact) tlSwtiHIUMttSti *1 HltjfRHSlRmi

ntittinantis Histmnnntii&lfrimtmsHiSfnH ystusnwnygihHw tslyngw
i

HThTlffi *1 m3GtamUWinTtnfi581RRGttjfit]ntjS tdtUtnSGSStTfTIU dCjO.OOO USGttfCU
v  L i n  <=* l _ i c * v c  u Li  n

nnttfitiuiifnmsiTmgwHTftJiwGss riteril.ooo tfiwuiTmws’ififits i wtmmwgimss
I U  v  h n  \j O  c*  v  U

IputJtuiuJMUigMjiumH dGtiutinrijfinuj shfiiwititiutiH fitifumihitdnjHswjLutritin 

til iQ.Snrisstn yytitii tfgmmmtsnfmtinnjRH ntilwtnustHsnwnHtmtis (Non- 

Agricultural Private Sector) XUimiUtUltUtilHnmSRfTlJaijSfTlRt|pS XSlHgjtiQMjR] 

tyntutss *i tffifdntsstgjh tnsmtuismjtiijtiitps tsInhJfiSfnygiRRG i jfifcsn 9 £cj£- 

£o sh <3>&£G>-dto GSSHiSfRHSiRG GistnmssGss mmmtu tslmwiffi tuimtiifugticii
xj ^ « *  oj I u v  Ij o

JH tBSHhfnnG9tiltlpS (RitGfnnsnJGSlWHS UfrtUUgH9tJlJUW3S§JISlfiG (Through 

M ajor Restructuring Processes With Down-Sizing) *1 tSlRhJtU:tnflJututUtS'lsJfl3- 

fnHSiRRG ttistnstgjtiGSS c>.mmmuj i

pi9Ifis*MnnnaiQtm:tJ8R : tSfniauifniiptijnSfRHSiRRts SMnmrtJiJiRuipti 

m SfnysiRG ytintitim? fTinmififijiHtu ttiwtyrnnyujutGjujfihHiSfnHSiRRG sh  

81RG ufrnifynSnitsi fmj:w8istSRSigtBStURaF:8wmtijih8ititi douh in itistsinm u 

g G)-S RmgSfa8fl3UtiRHRlpU{RttHlSjRH81fiRljRtilHRSfiniRJ (The Small Business 

M anager’s Most Important Role is That o f Spokeperson) 1

* &L



ujuG 3bGa[nmtfiuj: Dngno h drug

mSffiysifiGG Giuntm ntutfcuiunatps M nuutncjmi^nuwm{URnin8ititifrlHR 

(Outwardly Directing Things) tiGtfimitiUtfiHUJHfiStjS UjUGmJiJinJUCTtffi tflHtU 

Gsiemn y mMtim§fnM§9 aafijnjSjH ism jgifiiyn tjcrngficj u snS fjs ism w H n 

[putpatsinaH gfnnG 9 Sggnjmnnnmnitifns (Directed internally) tgistgimmj 

WUGGG t^itnHyfnncuri82[G^ggn5GSGisH3s yjiffiyjftnsggnjGSsyms? i ttintim y 

fTlIMfyUSS nmSlUWMinipa (The Intrepreneurial Role) tmtU 

HlSfiy satGItjamJWnHfnnwnutnnJHWgdCUmitllJ (Performance Improvement)

ysfd^siSGtmsHnLGULG^t^ntiyjyuiSG^tg'i

jug 9-c) fiRj:w8istSGmgjuwHn[?iU{?ia tsIntiLyyuissififiG s^rigg

(Importance of Managerial Role in Small and Large Firms)

Rm9?tffUHfi{RU{Rtits1naiRHU)saifimjmnc3

Hnmmrij

WU1[RS
nn/nti

H fiu fiS I

HfitjjntipmnnHia

nmgttiroHRLRUipiantiujHtijagincuinni

HmUtJtGRGStnS

wwamin  —

hafij
Hm6i:|ftnraguMR
HfiGJtn

wui[fia

{UGC1 : uR[fi5^n Joseph G.P. Palolillo, The manager's self-assessments of
managerial roles: Small vs. large firms, America Journal o f Small Business, 
January-March, 1984, pp. 61-62.
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ijJug strati (nbttfitu: Qngnu h wife

tlujmGjut4iHnipu[pmsiHgfnnG HnLRU^mSfnHSifiRGinsfuntin: tiGtfi 

gm Sm isiB l (a Generalist) tfSatfiin  m ittm uM ifi JH um rcm tglttiim w nufnnrow  

H ||t j is2wtsfiriBfnHG^ stiMRHfnniutnid ititum ncm tiim H Sjnjtijysi tfititsstgjfi 

jgsiw hs stiJiu jugJm i (Formality) ^w u^m ntunaxi:m j^nuw H R [R U [R ^s1nt3  

HgfrWG? imiigtSt^nHISfTinfmHmiaiRtlLflHUjSglRRtj (To Give Way to Informality 

in Small Firms) *i frm gttiam j nwffptiJtsitjiscinuijijptnx^fciJ *1 mmjUGHgfnnn 

M fyipwim  3tiH iajt53iM HatjSaigtin GttiFnamj[RRnsRjtsinamS^nH8i?iRG nti 

itimgltttJmJfiytifitflCU (On Direct O bservation)t{pS^natdnt9itffi[ynsnSR J?:nH 

tilSUmmtrimRnj9JW{pWini (On Sophisticated Computerised Monitoring
v  i

System) *1

tjlSyv3t9jR tiGISlfitini§fiHtifiinu5l (With Organizational Level) ttUfcuSnitjl 

GtlilGSWm RWmsIntinjHR (Degree) StimjmnGR9fitiin (Emphasis)BStHsfims1frt3 

ygtfij (Function) tg ja n  Rt3ma1ntiHtiflirmt59 uw m

wnHfnngG^jntJitipa m sn u ju m n n jm jttij atiw m aiiRxsintuiJnn (The Proportion 

o f  Time) ttifmRGnjnmtnihJnyfnnsyms yisfunrui:8wm i

(Cross-National Transferability)

ucmTRUTRtitSwinaciJRftnrgislQtitTmtDUdR gingtistiGtuiGfuCutfi tmtntumitt
m  U  L* e  v  i  U  i i

tsmjpuiptitnanjgmmiyiwMtnagtimRiytgMmg i tywstti tmtuRStypu^His

funrni:gtsigibLfijt3 (Generic) tsis fimsHSiRmstfifirmw ysm nnsstifnnsw in ttin  

w ay  auintsitu y fu jG H tgjan  fnHmJwnjituWtSfnnLujmqJunujujuujRULRtituCu 

tRstuHGfUQR ifitiy jtgw sisi t^gtgiHSGispnL9t3njfiPncufnmstmcuR3RifiU[Rl3t^tiJ

(The Universality o f Management Concepts) *1 yfitiCUtnCintUti ttUv3[RlSfRHlG 

stuitudi tmtURSRfnmps jfiGHSfRtnsGtmsyjtgwHLWicS aftcmwgjii Mtmti 

Hit hi n momtii GynfinHtitRW stiymgwynjGSLUtjiGutfimjtnjifigitiffiGtitgtgjen

ttSv3Sv3[R^GmnRWIfUt?ntURS?igii3HWtSS yiWStUttG^G^HSJmmtURSRgibtSS i si



n^wisfnn[utGWficifi 5s y ymgwdtgtgjFi tdcumtinmfiufjdng sttinuitiiwgH

yfujG uyngw gibtsis uisfnnpw tynm ibgiti nLmgwymjiSmntuj gdjinfJj (Free- 

Market Democraties) i tgis^ufitinxnmtfitu tftym stinnnm Sfnytdgum sm u'is 

cunnjirfiimcutgjtitsis (The Increasingly Globalised World of Business) 

ttSbw^THtti fnnswtuntruss stijnumtnmsIntiHmuuSstss i
v J  I tu  C* ■<=* CU

njuo 3t3Gb[Pit3tjJim: Dnanu h wi?g

£  s i n :  5|555 j s e j j s i s  t ja w s s 1e S 1sa s  ssgsnm 35555 j s e

(Critical Managerial Skills Related To Managerial Competence)

digs tSfisiniHgS fatUHRpUIptligfHlS? term Daniel Katz tjlfmtfmtnJJBfi-

^gjitsfm nculgjicum  Michigan wgtgmjnsfijHnfimmM8iS9iuMHniRU[Rt3 uJcutr

[RfmnB^utnniniJttiJiunuiiJitiiitjinStiJiaintJifsntnnajuM tR *i fmfimmcmufii 

tnrntnsG btuu^ini§jtt5nitji tSsimgititss HictufctGfitfrofutfig y ttin (in Three 

Categories) uGfttSllSS :

& tjmnungmgftj (Technical Skills) : w ufifnnm nm fm ftg yfanyfrindic 

tultllt 9TRHtUGSS
v J  u  u

^SsiniHSiygfU (Interpersonal Skills) : WHRfnnt5mJtIlIWSCyijlHtIJHSfi5j 

dtgtgjR

^fisin igfd js: (Conceptual Skills) : MHfifnmSnmSni "jumnG9"
(The a bility to See the “Big picture”)

t3iQ9jHRipuif!tit3iaiuMgmn nmRigfHiaflmnjgimas i yumg atimtfinntfm 

tfdi3ts5sinisyaj9 (The Actual Type and Amount Requires) ttJnJIfi{fjffnn|UfUnj 

tsimHipmgHgffin (The Type o f Organization) attR{5Rtsrnitiii{fiu{ptirnfins 

SHOJ9 (The Particular Managemant Levels Being Dealt With) 

t is t s lm m g  g)-nl tasfw itn  

ju g  9 -n I: 6sinjiRU{pt3 stinyumsmjLPiuytti



uJug 9t3Gt3[fit3iui(ij: Qnqrju h wfig

finnw m siu tum ssm ngsam isfim m
c* 'O

Hn[RU{fib

gimffi

tf fi[RU{Ri3 

glRHGJU

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

(Technical Skills)

gR|RU{RattinjHisijSinimGntgfa RHiswHRfnntunj sm [5[p faqun in iinu ju  

gTHtimj stim G m gw ithti? tSufutnmnunGtdRjmRnjtjS i  ntimnJitfmQat3sifTuss 

gingt3St3HniRU]tit3gnfit[mu tfintWW nt3H8mSnutgntgfi5 (Technical Occupations) 

tiGfrimunsmj stileynHtftttiy *i tsitncuHn{RU{Rl3tgjtiitis:fristR8w naR m gpuiR h 

hTU:W81StS^SinimGmgfa (Managerial Performance) [fif

I

(Interpersonal Skills)

fimmgingtitjiHmHSWj (People Skills) ytfmmHSJURCu Rnmia^jwHRmn

tgmitjiutiJ stitutu^HnHRdtg amcumBHjBnsi)

tSiyuungngR sti[m j[R tigsifin  gsinigititss HishRj:fa8nsGtmsgn[RU[Ri3tsi[eiu 

HjtfiugitiHw i  Hnpu[Rti[n^m njStiH nm nujm m i^inj8S rmwsR 

(Assumption and Beliefs) JUWSStflCU LnHgit3SJlUOJnjSh (Sensitive) HnwCTTKUirm 

(Perception) RJ^mi StiUtlflti (Motivations)mWHmkfTlH§figmW3S *1 ^ mjf081S Sti

tSminRwmnjtji friw n^o^H S gmmgn^sstnftfitriRgritjitji g sin igs (Soft Skill) i

’ n s



ucujsiss fisimsituss ^sitjtdnjtnHgwjitnnHcisMH ttimSsiniSfisi stspuipa

(Industry Task Force on Leadership and Management Skills) 99CU£iTinkft HlShTli: 

fd8isutifits1namJtrijpu{Rvi ttJtuinatt^RBratsiiutSMHifmw ntfmalggitinmntijiR 

giaufu^m jfinjlffiajngi^^dcitss G^CUU^qi§jt\5niPinil1uRG^(Major Shortcomings) 

tJitjps mjthamyHR{RU[mttfttjS^ RtitjSic3(tf(f3msiR9ti tffiRgRGR

uRSI {URRRH St3t5Jtn 1

(Conceptual Skills)

tjSinjgfdjS: H19tpmmtjlWHRfnnml3WRUCTn (A Mental Ability) tStfjw m - 

Mjnjticu^mtintjS stiWRHRingitigjitmuftmtiRin tmnnfimmSnmScjHtifiingiaHro 

( gGSftJJStlJrnnntCUggHlRtjtfi Helicopter Perspective) *1 fimnitSS UtiCUgR'in^jHR 

[RU[Rl3iriSgWjS:t^{UnsgCUgnritIJ (Systems View)tuflJHlSStUtjl fJHRRimHCUttSni 

nujmdfuu8bnnt|]bP)mfdHgRin ntittfRfTttgfinitgluR stinujm anjfTugifiiynsittiR 

Htu mRUsmnjdnjtgRttijbi^tgjRJUfdHgfrini tSsinigimss riattiRafitisiRtgit^fijHR- 

fnnURPJ (Individual’s Capacity) RtiffljIfTlR SiflsgtDUCTnCTl-RnStljJti*) (To Analyse 

and Diagnose Issues o f Concern) *1 HR{ptiptiCUtJlU3M9 {R?R1R3si£7ig«]S:tSS t[GS 

tfttintou{RU[Rtiritgtgj?n urmtfnj RHR{RU[Rt3cudiu8w tfttQtustgfm tttfmfinaati 

RSRHJU^S (Distract Ideas) QtnFRtlHR|RU[Rl3glR91ulcj tflGURI GlUTltUtnnjqGS 

tLlH WStiRH^R ItlCUtHCUttSnitnS (Observable Objects) StifitamRIJ *1

digs HRIpiiptltpUCUt^UglfigitiHM (R?iriSfdHRfnn3S9 (Some Competence) 

jnatjm m m tuhan tginfttintiiunmtfiw wu:M8iS'Eafimnigiatss Hiti?{U{UfUHi{Mtm9l 

mHRLHR[RU[R ŝHtu9 i fiaujutgRigwHiaftiuiMSia mmstfifigm fisirngfojs:ms

hJlJ:W81SRlStR81t3tSlR1J[RU|Rv3CUulUgiRHGJH Stitfimfif *1 GtMRtjmniHSJURGuIn] 

ILlSfiTJ:W81Sta1|RUCU^U^RgitiHW 1

tijuo 3bGt3[nt3ttJitu: DnanH h fuiig



njuo 3tiGi3(ni3ttfitu: ongnu h rji"g

(The Value the Marketplace Puts on Managers)

Hn[pu[pt3ty H itjt§§ptuam tm jim w m s *i c?njinHn{pu{Rtii8jiujlni m m §

d tu n ts n  fansnu tss USt^CUgfmhGtiriCUtthmHnnjUGIUnStUjfRjl (Remuneration- 

System) fanuH gm ntg i HRipuiptiH iagim jggnJipim stpaijitaLuBuSnn sn_n:?^tu 

Htuntj stimjggnj8W [RfmwHnpu[fit3 In c tg ja  ipim siuM iR m naiglm H taisttin  

tfltifsstsltgjfi HlSHgmcitilTJGS fiJ82Rdnjnmmuj?fyjm:iatLGS(Extremely Lucrative 

Salary Packages) ttSujgiFigini StiJfJfigRHRpup^W  *1

lUMStUHntnsSaHnipmujfRJJ tt3wattin2R|JJHti)SRCintStIJJG9 titstfl Price 

Waterhouse Sti Arthur Andersen tnsggtU HHStitnSui3Hnmja/iRJ§jmUH1JHnjiHtI] 

(An Interesting Fact) 1 HnfimnjRMtSUIJuCUUtifimMlIJHinsgitilSS filHIRtnatWWn

nltf.ooo ticinng ntiHtusrn timtgfJniGCinwTUGisjiJuwitSmScutnsRmgTRUTRtitjiaswI n j <x u  <x o  -sj  t l  Li  <=* u  u Li L i r*

Ini (Senior Managing Partners) 9lQCF000EtaJ11CtfTl« nfimRjriJisstSjR

mcsm^wn nldo. oootioju tg jR tttn  minmtinsLRHtJjagtatas dni[tjimujfsyiStuHn 

tfnitptiJUMtfi tipatjiauRWRHStHSfiiHniRUiptt sw m tjpSutgsR t^j^fdunrinnw ij: 

W813 ttjCutngnjtinjfimni[?iU[?it3tun5His[uwgfnnum i tummmss tnstnRHistgja 

tsin^uiHtjiSHamstujsitaxssujiuJims fin jn tjinR inataifjtiH tim nm m pstgjm iJi i 

fiain]{RULfii3Cy RtjlLgciJfaHJRuniHIR (A Scarce Commodity) UJimtUjffijlfitftJttlW 

RWiRttut^njHtiRinaiaignitiaHRpiutRta i

rajftyiM numitiiiiRUiRti gsurm^nnti5nt3dngL5 atim fm nuM Stjpi (The 

Market Forces of Supply and Demand) 1 nnPj?iin[FiU[Fiv3 (Management Super 

Stars) RuQtfinnwmnHRnnjfiu ntSwtungjiHiSnttii (R^mutiimHgiRg^jGstfimcusi 

§jggtU[tnnutUTlG (Bonuses) fiUfflSffU (Interest Free-Loan) fimmaiStffingmSR 

(Performance-Incentive Packages) StifigWSJlGISI (Quaranteed Contracts) tjltuH 1



ujUG atiGa[n&ttfitu: Qngnu h wiis

(Why Study Management?)

so3RtlfutJitfa5iJ : wnumjMfjpHripTiiiRUtpti tpsitStagiaHMjTiinauniitiiifiin 

c u H n u ju p u ^ H g fn n  *i utirh? n tpsm titgH gm H diH m H tim ngitttsis thnjtincu 

•JgtsifjaSJmucattSa i tSfiJgisticugnmg tsitnfUHR̂ lGCunmutm̂ JtitritimftiunhR 
mn tsintitgnfdt[gisusistsu|nnsjHtutsi2? mHnmsmnyJtiyni ytg tsltncumsyn 

romwiHimftris islntirnitifunfifis tmnmumjyti/istiymHmfms? mnnstiutg tsltncu

HngjwntgiwJLnHthsmmfaQJMHtii c ssu tto  ttximRtuntimMgjHtSaipuHRHnmw 

usMsmwnumnG&cimtfiHUJ? nhsiuthnnutins tRHfifimjitfisucm mg tsltnnmn
|  CM •* \J °* «* C» «=* l / l  M  C*

HianfiaisHnigHi|{RMtit!Jfti3 sh ftgptnstgiwtimnwia itftratnra^finumatjnnj 

tjiHtiunmGtmsnunop t^tugnatR tnaggw iR H tm pm iisjaisH jntcm s xgtjigumcui 

mncymitfu stfmmjuts&fiftjif Mnu&rimmiMtitiGfi y Hnattintntuigftjiatmtng 

{umaiji nistyuytnwy^nguRHfgnumntristmfi y mommwnutygsifnj tBy] 

tuttintjadicu83*i gitmemss thggmuofi Hnunjiidtuumthmmjyiuph5aty *i Hymn 

tdfuyiuyihtnsfy manjUGCUngRtiyRUICJimaRnR (a Loyal Constituency) StimS' 

mfffiGnacufinnwtftcutfro *i HtimntenjmumtiSsnisnj nSnimsmJtrmGsHCUtfis
\j  n  L/  Lj  m  \ i  cu i  v  n

niiStfs itJituLtiiRGCuinjtitUGs i tfitutsHtrifi ^RJuwHgftimtSnjfpuiptiHaniatu nfin 

tynyffimnHmintn ysisyinstitgitss Hymn, tfotfl Myer Emporium, the Bond 

Corporation, Quintex, the State Bank of Victoria Stt State Bank o f South

Australia RthfmSfnymsmjwfifmw8itiamri!) i m s mjymjyfimsjimtnstpjHyfnn

gnmssticmcu i famtitssmsTnuuisymGss nHiaffitfistgfmgrui umRfttnJuinH 

mntjifitgitmm *i

Siam* flriiffi : wnumJwnjiHnmjyiuyiti Ktnynn laltncmticuHmtsmnftjiricu 

Igjicutu stammSHHSJunuwHmms HRShthnnymiyitim yy^m ym yun wnunn 

tdcumsttjsmjLunuHsmBntjin^ysmtuitiyiULRb mjmnj^HnStcuijfnjyiuyih mSfi 

tnstjiym wnunfiPht3sini[yuyit3mw8sti m s ysy^wsfitfi ymijmiJcuwfyiHnrnj



ujuo aSG&iniJuftui: QnaRy h cjijg

(pu [pa Hn^njuG ttjsm jtnum Snn^m an^[RU [?im gjm ti HRjnisam jjuQ ldsm jgtgs 

ihs nip:fit^mJmiMnuni5n tanjannntimmi iBHjwntitR’inntfltai: yfaRiinma: 

ys tu s tn ssm th  m sgm ngsajrum stgjtij i gutnth Hm 5rrm Buj2m uS?ri itfitijBags 

tti nntiigm nsIntiH tifnnHtu HnaiG thHn(pu(pa sti/u i5m j§ jH R {Ru ip tia in  i  mi 

f in p a n m iip u ip ti a iisS jaRm n iStitin titjp sanm iiu inRm M iG iun tijan  s a n u ju tS ' 

m nsInaH afnn id tuu ism cuudn tgisuHnt{2wuwtiJfiU8HiBciHmtJitiJG§ i Gonmsi 

(path  H nustn^G H isu[u ia(p^m aj^ iH n(pu(pa  tBujggw H ujiatafijH ism tiinfnj- 

a ij(p u (p a tg jtm

tfantinriro : m tSagiaH w m fnm ips isIfiwrifimnjciniHtinsis RiHnRRtjiaR 

(pu[patuj tg isu[p istn thH n[pu(pagstm a^in j ywRHRintdSam tfiaj (a Manager o f 

Ourselves and Own A ctions)1! u5a(fift5 tdsm j tnfifiia BnSl sa(fifinSfijtj}fi 

uSathtu  n rttfm im stw jftfrh ss  H iGtintenhtSasim trm  (New insights) stim i 

tuniBaS ( Understanding ) SHismnjMnuasiRRJUfiittSa *i thatsstg jfi mJthfdUJ

§ 9  tsinaS^fnnHafnn iSw resxRticum im RSRgn^fis ia iSatQ iw fn jTR finsRT  sarruv« o* ^  o  c i  i  cu v J  i_nj

ggtu8W(RfJuwtjRcuyin9 aaRiiafif^SanaxnQawRaRtgRinsimHg: (ideas of 

Working From Home)(nUfnjaiJWtU(pU[pa ymidfufigHtUTlG (Empowerment) 

saudjunrituRRpjnpfuifnn (Quality Circle) itu i sa inn afiiaituttSaiRfaiaRU 

fRRn8RJR13lRt(p8ItjHt9jR ttUHaiRRIUMItSa *1 mjaiI[pU(fiaUGUJStSS [RiHSffi 

tthmusfdj(pumtsinaHa^nn i mnjnssrmcunw taiRaatiRinttinjigRURiRuata 

(fd91U(pU(pa (The Reduction of Management Layers) tgSjaafnnuianJRtUi: 

aim(wcudiays (Flatter) iam3tRmsnjRcui:mstRlHg]fnj mtirmamjau satwhny

th ff in n jiu (p h p Q w s ji m u i§ jtg i§ jH nd fidam ja ij sa tw fiw tg tg jtn  tt5am m (ps 

nmtjthHmSmnthtussaa ytfiRtjRJGsRgMaji tan5t^RigitwfnnthHnnt(pistoriufu 

utjittJm patjiaaitinB R  i  talRaw iaRintuutas raa iflJgQ iS H R aR R tiR iian^asa  

ttSadin i i  tsstnsstuth (p tfm ijsw (p thm h(ytri sa ttn s t iu rs tg ly sp a ysm n u w
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xmt3 mmmrmmojisuturicu san«JGHfif§js^jti9 1  tptuinjtjitgmanjMsiautiR wnu
ftStiSItiHWm HfnmjSMlRHMHtDfflR ( Life-Long Learning Process) 1 GitUlfi

amjfinjiUGUjstssm wHn (The
• •

First Step in a Never-Ending Process) *1 9fiJjS:1tfl StnmcumJtUUSmj(pU(?ih 

S u s i e s  gaHfifgjSitfiRgiitiSrotmtiwsttSniLMiuRtiitDiinwtfmagiHmas *i \u\u5 

MnuHmt3wtii3jH?fnRgis§insRtfijQtcTisS??i stitugtiwiuM Hgfnn t^m jw sisu tin  g f  

tthSJjgiamjHfftgjagtatas flHjfiajfiaini atiatnnsBaiuwttStauiMMHm (Obsolete) i 

[UMatuHRLRuifitiHajfimffayajriH (Update) stsw m gssbiH gfnnm w gstjiutjism gl 

atim itfiw m tgtais ^ m jcu tn n fan u jn jim j|u n fi[u to m w 8 S  n/imSffnntticmtntimu 

H istym m uim tsis HS^WRtfmHmjRnHmintatjirisis i

X  X

X

tijuo 9tiGi3[naTtfttn: ^ngnu h nn?g
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