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          Preface

Why Focus on Management Skill Development?

Because a “skill development” course requires more time and effort than a course using the traditional lecture/discussion format, we are sometimes asked this question by students, especially those who have relatively little work experience.

Reason #1: It focuses attention on what effective managers actually do.

An oft-heard criticism by HR professionals and corporate executives is that management education has little to say about what managers actually do from day to day. Most management textbooks introduce students to the leading theories about management, motivation, engagement, and well-being, while ignoring what is known about effective management practice. We focus on identifying and helping students to improve in their competencies as effective managers.

Although no two management positions are exactly the same, the research summarized in the Introduction highlights ten personal, interpersonal, and group skills that form the core of effective management practice. Each chapter addresses one of these skills:

Personal Skills

	
                  Developing Self-Awareness

              
	
                  Managing Stress and Well-Being

              
	
                  Solving Problems Analytically and Creatively

              


Interpersonal Skills

	
                  Building Relationships by Communicating Supportively

              
	
                  Gaining Power and Influence

              
	
                  Motivating Performance

              
	
                  Resolving Conflict

              


Group Skills

	
                  Empowering and Engaging Others

              
	
                  Building Effective Teams and Teamwork

              
	
                  Leading Positive Change

              


Consistent with our focus on promoting effective management practice, the material in these chapters provides guidance for a variety of contemporary management challenges, including: “How can I help others develop new goals, new ideas, new approaches?” “How can I invigorate those who feel outdated and left behind?” “How do I help the organizations in which I work exceed performance goals?” “How do I help people with very different agendas and philosophies work together, especially during periods of high stress and uncertainty?”

Anyone tempted to dismissively argue that the answers to these questions are “common sense” would do well to recall Will Rogers’ pithy observation: “Common sense ain’t necessarily common practice.” The research reported in the Introduction suggests that, in many cases, managers’ “common sense” isn’t necessarily “good sense.”

The premise of this book and associated course is that the key to effective management practice is practicing what effective managers—those with “good sense”—do consistently.

Reason #2: It is consistent with proven principles of effective teaching and learning.

A seasoned university professor advised a young colleague, “If your students aren’t learning, you’re not teaching—you’re just talking!” Here’s what some authorities on higher education have to say about how effective teachers foster learning:

	“All genuine learning is active, not passive. It is a process of discovery in which the student is the main agent, not the teacher.” (Adler, 1982)



	“Learning is not a spectator sport. Students do not learn much just by sitting in a class listening to teachers, memorizing pre-packaged assignments, and spilling out answers. They must talk about what they are learning, write about it, relate it to past experiences, apply it to their daily lives. They must make what they learn part of themselves.” (Chickerin & Gamson, 1987)



In their classic book, Bonwell and Elson (1991) list seven defining characteristics of active learning:

	
                  Students are involved in more than passive listening.

              
	
                  Students are engaged in activities (e.g., reading, discussing, writing).

              
	
                  There is less emphasis placed on information transmission and greater emphasis placed on developing behavioral skills.

              
	
                  There is greater emphasis placed on the exploration of attitudes and values.

              
	
                  Student motivation is increased, especially in adult learners.

              
	
                  Students receive immediate feedback from their instructor and peers.

              
	
                  Students are involved in higher order thinking (analysis, synthesis, evaluation).

              


Our goals in writing this book are to bridge the academic realm of theory and research  to include the organizational realm of effective practice and to help students consistently translate proven principles from both realms into personal practice. To accomplish these goals, we have formulated a five-step “active” learning model, described in the Introduction. Based on the positive feedback we’ve received from teachers and students as well as multiple empirical research studies, we can state with confidence that the form of active learning pioneered in this book is a highly effective pedagogy for management skill mastery.






        

      

    

      
        
          New To This Edition

Please note that all eText assessments, videos, and other interactive media items are only available in the Pearson+ eText, which is available both for standalone purchase as well as part of a MyLab subscription.

Updated and revised coverage: Across this revision, the authors have updated references and examples throughout, added new cases, examples, and assessments addressing contemporary issues, and reduced the length of several chapters to make the content as approachable and impactful for students as possible. Highlighted issues include DE&I, remote work, international and cultural differences, and rapid environmental change.

Integrated Skill Assessments: The approach to skill assessments has been redefined and updated for this edition, creating an easier and more streamlined experience for students and instructors regardless of format. Skill assessments for each chapter have been updated, and all skill assessments can now be completed either within your textbook, online, or in MyLab Management, depending on your course needs.

Learning Resource Guides: A new Learning Resource Guide is included at the beginning of each chapter to help students plan their path through that chapter’s material, and see how key concepts, skill assessments, and assignments are linked, as well as tailor their skill development activities to their personal needs.

Updated Learning Objectives: In conjunction with the Learning Resource Guides, Learning Objectives in each chapter tie together common themes across the five sections of each chapter.

Opportunities for interactivity and applied learning: Users of the Pearson eTextbook for Developing Management Skills also have access to numerous new features for this edition, including interactive Skill Assessments, embedded concept and knowledge check questions, and more.






        

      

    

      
        
          Detailed Chapter-By-Chapter Changes

Based on suggestions from reviewers, instructors, and students, we have made a number of changes in the eleventh edition of Developing Management Skills.

Introduction

	
                  Updated references

              
	
                  Clarified writing, especially sensitive to international perspectives and gender

              
	
                  Updated exercises

              


Chapter 1 – Developing Self-Awareness

	
                  Updated pre-assessment instruments based on up-to-date research

              
	
                  Updated references throughout the chapter

              
	
                  Revised discussion of self-awareness to include more recent research alongside seminal studies

              
	
                  New presentation of locus of control in the context of the core self-evaluation 

              
	
                  Created new and updated cases in the Skill Analysis section to represent a wider range of people in managerial roles

              
	
                  Updated scenarios in the Skill Practice section

              
	
                  Reduced the chapter length to be more readable

              
	
                  Updated Behavioral Guidelines

              
	
                  New example on FedEx Express and the Six Seconds Model with activity and discussion prompts.

              


Chapter 2 – Managing Stress and Well-Being

	
                  Updated references throughout the chapter

              
	
                  Added cases on stress and stress management among Millennials in the Skill Analysis section

              
	
                  Added an up-to-date Skill Practice exercise

              
	
                  Fewer assessment instruments to reduce redundancy

              
	
                  Updated time management topics to include digital distractions

              
	
                  New section about eliminating stressors caused by remote work

              
	
                  Reduced the chapter length for readability

              
	
                  New example on SAP with activity and discussion prompts.

              


Chapter 3 – Solving Problems Analytically and Creatively

	
                  Updated references and examples throughout the chapter

              
	
                  Fully revised section about the steps in analytical problem solving

              
	
                  Updated Behavioral Guidelines

              
	
                  Replaced cases in the Skill Analysis section

              
	
                  Updated the Creative Problem-Solving Practice scenarios

              
	
                  Reduced the chapter length for readability

              
	
                  New example on LEGO  with activity and discussion prompts.

              


Chapter 4 – Building Relationships by Communicating Supportively

	
                  Updated references throughout the chapter

              
	
                  New material on remote work

              
	
                  Updated cases in the Skill Analysis section

              
	
                  Updated exercises in the Skill Practice section

              
	
                  Reduced the chapter length for readability

              
	
                  New example on Duracell and Nanfu with activity and discussion prompts.

              


Chapter 5 – Gaining Power and Influence

	
                  Updated references throughout the chapter

              
	
                  Enhanced material on social capital

              
	
                  Updated section on sexual harassment

              
	
                  Enhanced the cases in the Skill Analysis section

              
	
                  New example on Makiko Ono, CEO of Suntory Beverages and Food, with activity and discussion prompts.

              


Chapter 6 – Motivating Performance

	
                  Updated references and examples throughout the chapter

              
	
                  Expanded section on shaping behavior

              
	
                  Expanded coverage of satisfaction to drill down in its role in motivation and performance

              
	
                  Enhanced section on diagnosing and correcting unacceptable performance

              
	
                  Added new Skill Practice exercise

              
	
                  New example on flexibility at work at Unilever New Zealand with activity and discussion prompts.

              


Chapter 7 – Resolving Conflict

	
                  Adopted new chapter title, reflecting central focus on resolving conflict

              
	
                  Updated references and examples throughout the chapter

              
	
                  Emphasized the use of collaboration in resolving conflict

              
	
                  Revised and refocused section about the important role of negotiation in resolving conflict

              
	
                  Refocused and condensed section about types of conflict

              
	
                  Revised content on the connection between personality and conflict management

              
	
                  Condensed section about the role of managers as mediators

              
	
                  Updated the cases and exercises

              
	
                  New example on Next Plc. with activity and discussion questions.

              


Chapter 8 – Empowering and Engaging Others

	
                  Updated references throughout the chapter

              
	
                  Improved focus in review of empowerment principles

              
	
                  Reduced the chapter length for readability

              
	
                  Added material on remote work

              
	
                  Added a new case to the Skill Analysis section

              
	
                  Updated exercises in the Skill Practice section

              
	
                  New example on Bayer with activity and discussion prompts.

              


Chapter 9 – Building Effective Teams and Teamwork

	
                  Updated references and examples throughout the chapter

              
	
                  Reduced the chapter length for readability 

              
	
                  Added material on remote teams

              
	
                  Created a new case in the Skill Analysis section

              
	
                  Updated Skill Practice exercises 

              
	
                  New example on virutal teams at Zapier and Keepwise with activity and discussion prompts.

              


Chapter 10 – Leading Positive Change

	
                  Updated references throughout the chapter

              
	
                  Updated chapter introduction for currency

              
	
                  Improved focus about frameworks

              
	
                  Reduced the chapter length for readability

              
	
                  Added material on positive leadership and virtuous cultures

              
	
                  Updated coverage about corporate vision statements in the Skill Analysis section

              
	
                  Added an exercise to the Skill Practice section

              
	
                  New example on Toyota Motors and the principle of Kaizen with activity and discussion prompts.

              







        

      

    

      
        
          Getting The Most Out Of This Course

Whether you are an undergraduate, MBA student, or experienced manager, based on our years of teaching management skills, here are some suggestions for making this course a personally meaningful learning experience:

	
                  Read the Introduction carefully. Although this is not a typical management textbook, it is important that you understand its distinctive learner-focused features, especially the five-step learning model: Skill Assessment, Skill Learning, Skill Analysis, Skill Practice, and Skill Application. You’ll also find informative research on how much managers’ actions impact individual and organizational performance and the characteristics of effective managers.

              
	
                  Thoughtfully complete the Skill Assessment surveys for each chapter. These diagnostic tools are designed to help you identify which specific aspects of each skill topic most warrant your personal attention.

              
	
                  Reflecting on the results of your Skill Assessments, examine the Learning Objectives for the chapter as well as the Learning Resource Guide. This will help you focus your skill development efforts according to your personal needs and interests.

              
	
                  Carefully study the Behavioral Guidelines and the summary model at the conclusion of the Skill Learning section of each chapter. These written and graphical summaries are designed to bridge the research-informed treatment of each topic with the skill development activities that follow. Be sure to use the Behavioral Guidelines as your frame of reference when reading and discussing Skill Analysis cases and participating in Skill Practice and Skill Application exercises. Use your colleagues to help you identify ways to improve your skills.

              
	
                  It is important that you complete the Skill Application exercises in each chapter. Management skill mastery requires out-of-class skill practice. How to do this is pretty straightforward if you are currently working in an organization, regardless of whether you are an experienced manager or a new, part-time employee. Whether or not you are currently employed, we encourage you to seek out skill practice opportunities in all aspects of your life, including working in assigned teams in this and other courses, planning social events for a campus or community organization, counseling a troubled sibling or friend, managing end-of-semester deadlines, or handling a difficult issue with a boy/girlfriend or spouse. The sooner you begin—and the more you persist in—practicing what you learn in this course, the more you’ll be able to count on these skills as “automatic responses” when you need them as a manager.

              







        

      

    

      
        
          About MyLab Management 

To improve student results, we recommend pairing this textbook with MyLab Management, the teaching and learning platform that empowers you to reach every student. By combining the trusted author content of Developing Management Skills with digital tools and a flexible platform, MyLab personalizes the learning experience and will help your students learn and retain key course concepts while developing skills that future employers are seeking in their candidates. From Personal Inventory Assessments and Mini Sims to Dynamic Study Modules, MyLab Management helps you teach your course, your way. Learn more at https://www.pearson.com/en-gb/higher-education/products-services/mylab/mylab-management.html






        

      

    

      
        
          Instructor Teaching Resources

Developing Management Skills comes with the following teaching resources:


          
          
          
          
            
              
              	Supplements available to instructors at www.pearson.com/en-gb.html
	Features of the Supplement

	Instructor’s Manual
authored by Kevin Casey
		Chapter-by-chapter summaries

	Examples and activities not in the student textbook

	Teaching tips

	Solutions to all questions and problems in the student textbook



	Test Bank
authored by Maureen Steddin
		Over 966 multiple-choice, true/false, and short answer/essay questions.

	Includes answer explanations [delete if inaccurate]

	Aligned to Learning Objectives from the text

	Classified according to difficulty level

	Learning outcomes identified

	AACSB learning standard identified (Written and oral communication, Ethical understanding and reasoning, Analytical thinking, Diverse and multicultural work environments, Reflective thinking, Application of knowledge, Interpersonal relations and teamwork, and Integration of real-world business experiences)



	Computerized TestGen

	TestGen allows instructors to:
	Customize, save, and generate classroom tests.

	Edit, add, or delete questions from the Test Item Files.

	Analyze test results.

	Organize a database of tests and student results. 



	PowerPoints
authored by Dan Morrell

	Slides include all the graphs, tables, and equations in the textbook. PowerPoints meet accessibility standards for students with disabilities. Features include, but are not limited to:
	Keyboard and Screen Reader access

	Alternative text for images

	High color contrast between background and foreground colors
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          Introduction

The Critical Role of Management Skills





Learning Objectives

	I.1Understand the importance of management skills.

	I.2Identify essential management skills and methods for improving them.

	I.3Describe the learning model for developing leadership and management skills.







Introduction Outline

Skill Assessments

	Personal Assessment of Management Skills (PAMS)



Skill Learning

	The Importance of Competent Managers

	 The Skills of Effective Managers

	Improving Management Skills

	An Approach to Skill Development

	Leadership and Management

	Contents of the Book

	Diversity and Individual Differences

	Summary



Skill Analysis

	What Does It Take to Be an Effective Manager?



Skill Practice

	SSS Software In-Basket Exercise



Skill Assessment Instruments, Scoring Keys, and Comparison Data

	Personal Assessment of Management Skills (PAMS)








        

      

    

      
        
          Learning Resource Guide

This Learning Resource Guide helps you plan your path through this chapter and understand how the key concepts and assignments are linked.


          
          
          
          
            
              
              	Learning Objective
	Skill Assessment
	Skill Learning
	Skill Analysis
	Skill Practice
	Skill Application

	I.1 Understand the importance of management skills.
	
	The Importance of Competent Managers
Leadership and Management
Diversity and Individual Differences
	What Does It Take to Be an Effective Manager?
	SSS Software In-Basket Exercise
	

	I.2 Identify essential management skills and methods for improving them.
	Personal Assessment of Management Skills (PAMS)
	The Skills of Effective Managers
Footnotes
	What Does It Take to Be an Effective Manager?
	SSS Software In-Basket Exercise
	

	I.3 Describe the learning model for developing leadership and management skills.
	
	Improving Management Skills
An Approach to Skill Development
Footnotes
	
	
	


            

          

          
        





        

      

    

              
                
                  
                  
                  

                

              


          
            
      
        
          Skill Assessments

Each chapter in Developing Management Skills begins with skill assessments to help you assess your skill level and understanding of the related concepts. Complete these diagnostic tools at the start of each chapter to establish a baseline assessment. You are the only person with access to your scores, so be candid and realistic.

Some assessments include a “Pre” and “Post” scoring option. Retaking an assessment at the completion of a chapter can serve as an indicator of your skill improvement.

Reflecting on your scores, take time to identify specific skills you want to improve. Then, with the aid of the Learning Resource Guide, identify the corresponding Learning Objectives and relevant material in the Skill Learning section, including the Behavioral Guidelines, as well as subsequent components of the skill development framework.

All skill assessments can be completed either within your textbook, online, or in MyLab, as required or assigned by your instructor. Before completing the skill assessments, confirm with your instructor where you should complete them.

(In MyLab, these skill assessments are labeled as Personal Inventory Assessments, which include supplemental analytics and explanations not found in the textbook. If you are using MyLab and have been assigned skill assessments/Personal Inventory Assessments by your instructor, go to www.pearson.com/mylab/management to complete those assessments.)

All online versions of the skill assessments are scored automatically (i.e., completed online or in MyLab), where you will also be able to download your results and see comparison data. If you are completing and scoring the skill assessments manually in the text, the scoring key and comparison data are located at the end of the chapter.





Personal Assessment of Management Skills (PAMS)





How to Complete: This skill assessment can be completed either within your eTextbook or in MyLab, as required or assigned by your instructor. 





Use the survey tool below to complete this skill assessment in your eTextbook. You will also be able to download your results and see comparison data.


Survey tool not working? An online version of this skill assessment is available at: https://surveys.vizualist.com/#/c59f8154-794c-4a79-9fd7-0d403b6927e9
.








        

      

    

              
                
                  
                  
                  

                

              


          
            
      
        
          Skill Learning

The Importance of Competent Managers

Learning Objective I.1 Understand the importance of management skills.

No one doubts that the twenty-first century will continue to be characterized by chaotic, transformational, rapid-fire change. In fact, almost no sane person is willing to predict what the world will be like 50, 20, or even 10 years from now. Change is just too fast and ubiquitous. Three-quarters of the content on the web was not available three years ago. The development of “nanobombs” and biometric implants has caused some people to predict that personal computers and desktop monitors will land on the scrap heap of obsolescence within 20 years. The new computers will be a product of etchings on molecules leading to personalized data processors injected into the bloodstream, implanted in eyeglasses, or included in wristbands. Plus, artificial intelligence (AI) seems to be changing everything.

Warren Bennis, a former colleague of ours, half-jokingly predicted that the factory of the future would have only two employees, a person and a dog. The person would be there to feed the dog. The dog would be there to keep the person from touching the equipment! 

Despite all this change in our environment, there is something that has remained relatively constant. With minor variations and stylistic differences, what have not changed in several thousand years are the basic skills that lie at the heart of effective, satisfying, growth-producing human relationships. Freedom, dignity, trust, love, and respect in relationships have always been among the benchmarks of what it means to be human, and there is no difference between the second or seventeenth centuries and the twenty-first century. The same basic human skills still lie at the heart of effective human interaction.

This book is built on the presumption that developing management skills—that is, the skills needed to manage one’s own life as well as relationships with others—is a ceaseless endeavor. These skills were largely the same a century ago as they are today. We have produced a book that is based on, and remains true to, social science and business research. We want to share with you what is known and what is not known about how to develop management skills and how to foster productive, healthy, satisfying, and growth-producing relationships with others in your work setting. Developing Management Skills is designed to help you actually improve your personal management competencies—to expand your behavior.

In a survey of 985 college instructors sponsored by Pearson—the publisher of this book—82 percent indicated that the development of employability skills is important or very important for their students. Employability skills in the survey referred to the very same competencies that are covered in this text—self-awareness, managing stress and time, creative problem solving, building interpersonal relationships, gaining influence, motivating others, resolving conflict, empowering others, building teams, and leading positive change. These skills will be crucial in ensuring your employability. This is especially the case because half of Gen Z workers have been earning a living as freelancers in the modern gig economy, and that number is expected to rise to 70 percent by 2030 (Gal, 2022). Therefore, the management skills you possess may be more important than any other factor in determining career success.

This book could be retitled leadership skills, life skills, or even employability skills, because the skills included in the book are applicable in most areas of your life—with families, friends, volunteer organizations, employment, and developing a successful career. Management skills, in other words, refer to the ways in which you can most effectively manage your life, your relationships, your family, as well as your career.






        

      

    

      
        
           The Skills of Effective Managers

Learning Objective I.2 Identify essential management skills and methods for improving them.

In writing this book, we wanted to focus on the skills and competencies that separate extraordinarily effective performers from the rest of us. So, in addition to reviewing the managerial and leadership literature, we also identified 402 individuals who were rated by their peers as highly effective managers in their own organizations in the fields of business, health care, education, and government. We interviewed those people to determine what attributes are associated with managerial effectiveness. We asked questions such as:

	
                  How have you become so successful in this organization?

              
	
                  Who fails and who succeeds in this organization, and why?

              
	
                  If you had to train someone to take your place, what knowledge and what skills would you make certain that person possessed in order to perform successfully as your successor?

              
	
                  If you could design an ideal curriculum or training program to teach you to be a better manager, what would it contain?

              
	
                  Think of other effective managers you know. What skills do they demonstrate that explain their success?

              


Our analysis of the interviews produced about 60 characteristics of effective managers, but the 10 identified most frequently are listed in Table I.1. Not surprisingly, these 10 characteristics are all behavioral skills. They are not personality attributes or styles, but they are learnable and improvable behaviors.(1) These 10 are the same ones covered in this book. The objective of this book is to help you develop that level of behavioral competency and complexity.


          
            
            Table I.1
            Skills of Effective Managers
            

          
          
          
          
            
              
              		Verbal communication (including listening)

	Managing time and stress

	Rational and creative problem-solving

	Recognizing, defining, and solving problems

	Motivating and influencing others

	Delegating and engaging others

	Setting goals, articulating a vision, and leading change

	Self-awareness

	Team building

	Managing conflict




            

          

          
        





        

      

    

      
        
          Improving Management Skills

Learning Objective I.3 Describe the learning model for developing leadership and management skills.

In a survey of 110 Fortune 500 CEOs, only 43 percent of the CEOs were satisfied with college graduates’ management skills, and only 28 percent were satisfied with their interpersonal skills and emotional intelligence. The good news is that improvement in management skills has been found in both students and managers who have been exposed to the learning model presented in Developing Management Skills. 

For example, MBA students showed improvement of 50 to 300 percent on social skills over two years after taking courses based on the approach to developing management skills presented here. A greater amount of improvement occurred among students who applied these skills to aspects of their lives outside the classroom. In addition, a cohort of 45- to 55-year-old executives produced the same results as the MBA students. They also improved dramatically in their management skills even though most were already experienced in senior managerial positions (Boyatzis, 1996, 2000, 2005; Gal, 2022).






        

      

    

      
        
          An Approach to Skill Development

The method that has been found to be most successful in helping individuals develop management skills is based on an adaptation of social learning theory (Akers & Jennings, 2015; Bandura, 1977; Boyatzis et al., 1995). This learning theory relies on several principles and is summarized in Table I.2.


          
            
            Table I.2
            A Model for Developing Management Skills in Each Chapter
            

          
          
          
          
            
              
              	Components
	Contents
	Objectives

		Skill assessment


	Survey instruments
Role-plays
	Assess current level of skill competence and knowledge; create readiness to change.

		Skill learning


	Written text
Behavioral guidelines
	Teach validated principles and present a rationale for behavioral guidelines.

		Skill analysis


	Cases
	Provide examples of appropriate and inappropriate skill performance. Analyze behavioral principles and reasons they work.

		Skill practice


	Exercises
Simulations
Role-plays
	Practice behavioral guidelines. Adapt principles to personal style. Receive feedback and assistance.

		Skill application


	Assignments (behavioral and written)
	Transfer classroom learning to real-life situations. Foster ongoing personal development.


            

          

          
        
	
                  Skill Assessment: In order to improve, individuals must be aware of their current level of skill competency so that they can be motivated to improve. For comparison, think about a weight-loss plan: You will have a difficult time losing weight if you don’t know how much you weigh to begin with. Most of us receive very little feedback about our level of skill competency, so it is difficult to know how to get better. Therefore, to help you understand what skills to improve and why, an assessment activity is part of the learning model. The assessment activities take the form of self-evaluation instruments, case studies, or problems that help highlight personal strengths and weaknesses in a particular skill area.

              
	
                  Skill Learning: Management skills and behavioral guidelines must be grounded in empirical evidence and social science theory not just story telling or opinions. Because leaders and managers have such an important impact on their organizations’ performance and on employee well-being, when we provide advice about how to be an effective manager, the advice and guidance needs to be grounded in science. A great number of self-help books have trumpeted advice for leaders and managers, but empirical evidence showing that this advice actually works is very rare. Scientifically based knowledge about the effects of the management principles being presented is a prerequisite for an effective learning model, so the Skill Learning section of each chapter is based on empirically verified principles.

              


	
                  Skill Application: Case examples of best practices, applications in different circumstances, and the nuances associated with management skills are often helpful in developing competency. Therefore, a skill analysis section is included in each chapter so that you can analyze when various aspects of the skills are best utilized and in what ways they can be applied.

              
	
                  Skill Practice: Simply learning guidelines or principles, or analyzing how others demonstrate the skills, will not help people become better managers. You can read several books about bicycle riding, for example, but you won’t get any better as a rider until you actually get on a bicycle and practice. The same is true of management skills. Each chapter in the book provides exercises, assignments, and activities that will help you practice management skills in a classroom setting where feedback is immediate. This provides a relatively safe environment in which you can try out new behaviors and make mistakes. The goal is to help you improve your behavioral competence.

              
	
                  Skill Application: An application component is also an important part of the learning model. If learning only takes place in a classroom setting, transferring learning to an actual job setting is often difficult. Therefore, application exercises in each chapter take the form of outside-of-class interventions, consulting assignments, self-analysis through journal writing, problem-centered interventions, or teaching assignments that you can practice in a real-world setting. 

              


Research on the effectiveness of training programs using this general learning model has shown that it produces results superior to those based on more traditional lecture, discussion, or case method approaches (Boyatzis et al., 1995; Burnaska, 1976; Hoffman & Tadelis, 2021; Latham & Saari, 1979; Moses & Ritchie, 1976; Porras & Anderson, 1991; Smith, 1976).






        

      

    

      
        
          Leadership and Management

Before outlining the organization of this book, we want to briefly discuss the place of leadership in this volume. Some writers have differentiated between the concepts of “leadership” and “management” (Bass, 2008; Cameron et al., 2022; Quinn & Quinn, 2015; Tichy, 1999). Some have wondered why we concentrate on “management” skills instead of “leadership” skills in this book. We have also been asked by professors, business executives, and students why we have not changed the title of the book to Developing Leadership Skills or at least included one chapter on leadership in this volume. These queries and suggestions are important and have motivated us to clarify at the outset of the book what we mean by management, and why our approach also lies at the heart of leadership as typically defined.

One of the most popular models of leadership is based on the Competing Values Framework, an organizing framework for leadership and managerial skills. It was developed by examining the criteria used to evaluate organizational performance (Cameron et al., 2022; Cameron & Quinn, 2011). Extensive research has been conducted on this framework for more than four decades, and a brief explanation will help clarify the relationship between management and leadership skills. This research has shown that leadership and management skills fall into four clusters, or categories, as illustrated in Figure I.1.


          
          
                Figure I.1
                Leadership and Management Skills Organized by the Competing Values Framework
              

            
          
              
                        [image: A figure illustrates “Leadership and Management Skills Organized by the Competing Values Framework.”] 
              
          

          

          
                          A coordinate plane is divided into 4 quadrants by a dotted horizontal axis and a vertical axis. The horizontal axis shows “Internal Maintenance” at its left end and “External Positioning” at its right end. The vertical axis shows “Flexibility Change” at its top end and “Stability Control” at its bottom end. The skills are organized in clusters in the 4 quadrants. The details are as follows:
Top left quadrant (Clan Skills – Collaborate):
	Communicating Supportively
	Building Teams and Teamwork
	Empowering

Top right quadrant (Adhocracy Skills – Create)
	Solving Problems Creatively
	Leading Positive Change
	Fostering Innovation

Bottom left quadrant (Hierarchy Skills – Control)
	Managing Personal Stress
	Managing Time
	Maintaining Self-Awareness
	Analytical Problem Solving

Bottom right quadrant (Market Skills – Complete)
	Motivating Others
	Gaining Power and Influence
	Managing Conflict

      
    
          

        
In order to be an effective leader, the research suggests that you must be competent in: (1) people skills, collaboration, teamwork, and interpersonal communication. These are referred to in the academic literature as clan skills or collaborate skills; (2) creativity, innovativeness, entrepreneurship, and fashioning a vision for the future. These are referred to in the academic literature as adhocracy skills or create skills; (3) producing results, making fast decisions, competing aggressively, and being comfortable taking charge. These are referred to in the academic literature as market skills or compete skills; and (4) maintaining stability and predictability, increasing quality, being efficient, and maintaining control. These are referred to in the academic literature as hierarchy skills or control skills.

In Figure I.1, the two top quadrants in the Competing Values Framework—clan and adhocracy—are usually associated with leadership: i.e., “doing the right things,” such as setting direction, articulating a vision, transforming organizations, building teams, and creating something new. The two bottom quadrants—market and hierarchy—are usually associated with management: “doing things right,” such as maintaining control, monitoring, refining performance, solving problems, competing aggressively. Traditionally, leadership is associated with what individuals do under conditions of change. When organizations are dynamic and undergoing transformation, people at the top are expected to exhibit leadership (i.e., pay attention to clan and adhocracy issues). “Management,” on the other hand, has traditionally been used to describe what executives do under conditions of stability; thus, management has been linked with the status quo (i.e., pay attention to market and hierarchy issues). In summary, leadership has been equated with dynamism, vibrancy, and charisma; management with hierarchy, equilibrium, and control.

However, the recent research is clear that such distinctions between leadership and management are neither accurate nor useful (Cameron et al., 2022; Quinn & Quinn, 2015). Managers cannot be successful without being good leaders, and leaders cannot be successful without being good managers. No longer do organizations and individuals have the luxury of holding onto the status quo; worrying about doing things right but failing to do the right things; keeping the system stable instead of leading change and improvement; monitoring current performance instead of formulating a vision for the future; concentrating on equilibrium and control instead of vibrancy and charisma. Effective management and leadership are inseparable. The skills required to do one are also required for the other.

The skills discussed in this book cover both management skills and leadership skills. We have chosen to use the label “management skills” to incorporate the skills associated with leadership as well as with management. 






        

      

    

      
        
          Contents of the Book

Remember, this book focuses on the skills that research has identified as critically important for successful management and leadership. 

Part I contains three chapters on personal skills: Developing Self-Awareness, Managing Stress and Well-Being, and Solving Problems Analytically and Creatively. These skills focus on issues that may not involve other people but instead relate to the management of the self—hence they are called personal skills.

Part II focuses on interpersonal skills: Building Relationships by Communicating Supportively, Gaining Power and Influence, Motivating Others, and Managing Conflict. These skills focus primarily on issues that arise in interactions with other people. 

Part III includes three chapters on group skills: Empowering and Engaging Others, Building Effective Teams and Teamwork, and Leading Positive Change. These skills focus on key issues that arise when you are involved with other people either as a leader or as a member of the group. As you progress from personal to interpersonal to group skills, the core competencies developed in the previous skill area help support successful performance in the new skill area.

Appendix I contains a glossary of key terms in the text, and Appendix II lists references for excerpted material in the book.






        

      

    

      
        
          Diversity and Individual Differences

One reason it is difficult to develop management skills is because all of us possess our own unique styles, personalities, and inclinations. We all know that everyone doesn’t react in the same way to similar circumstances. It is impossible, therefore, to manage each relationship in exactly the same way, or even to behave the same way from one encounter to the next. Sensitivity to individual differences is an important part of an effective manager’s repertoire.

A great deal of research has been conducted on cultural differences, gender differences, ethnic differences, and age differences in organizations (e.g., Abramson & Moran, 2017; Cameron, 2017). While we do not summarize that extensive research, we do want to highlight the importance of being sensitive to individuality. Two kinds of sensitivities are necessary: one to the uniqueness displayed by each person, and the other to distinctive but general patterns of behavior that characterize groups of people. For example, it is essential that you not only become aware of the differences that characterize people with whom you associate, but also that you value and capitalize on these differences. People’s general tendency is to fear or oppose those who are different from us. Therefore, we provide a framework to help us all better understand and appreciate differences. We don’t emphasize managing diversity so much as diagnosing individual differences so they can be valued, understood, and appreciated.

Although the behavioral principles upon which the management skills are based are applicable across cultures, genders, ethnic groups, and age cohorts, important nuances may be required of you as you practice among people characterized by these differences. Women may not behave the same way as men. Japanese colleagues may not respond in the same way as German colleagues. Individuals in their sixties may not see the world in the same way as someone in their twenties. So being sensitive to and valuing individual differences is important.






        

      

    

      
        
          Summary

In sum, Developing Management Skills is not intended just for individuals who plan to enter managerial positions or who currently manage organizations. It is meant to help you better manage many aspects of your life and relationships. It is intended to help you actually improve your behavior, to elevate your competence, and to become more effective in your relationships with different kinds of people. It is intended to improve your social and emotional intelligence. John Holt (1964, p. 165) succinctly summarized our intention by equating management skill to intelligence:

When we talk about intelligence, we do not mean the ability to get a good score on a certain kind of test or even the ability to do well in school; these are at best only indicators of something larger, deeper, and far more important. By intelligence we mean a style of life, a way of behaving in various situations. The true test of intelligence is not how much we know how to do, but how we behave when we don’t know what to do. 


Fostering the development of such intelligence is the goal of Developing Management Skills.






        

      

    

      
        
          Footnotes

There are several defining characteristics of management skills that differentiate them from other kinds of characteristics and practices. First, management skills are behavioral. They are not personality attributes or stylistic tendencies. Management skills consist of actions that lead to positive outcomes. Skills can be observed by others, unlike attributes that are purely attitudinal, stylistic, or embedded in personality.

Second, management skills are controllable. The performance of these behaviors is under your own control. Skills may involve other people and require cognitive work, but they are behaviors that you can govern yourself.

Third, management skills are developable. Performance can improve. Unlike IQ or certain personality or temperament attributes that remain relatively constant throughout life, you can improve your competency in skill performance through practice and feedback. You can progress from less competence to more competence in management skills, and that outcome is the primary objective of this book.

Fourth, management skills are interrelated and overlapping. It is difficult to demonstrate just one skill in isolation from others. Skills are not simplistic, repetitive behaviors; rather, they are integrated sets of complex responses. Improving one management skill will help you improve others.

Fifth, management skills are sometimes contradictory or paradoxical. For example, the core management skills are neither all soft and humanistic nor all hard-driving and directive. They are not exclusively oriented toward teamwork and interpersonal relations, nor are they exclusively oriented toward individualism and solitary decision-making. A variety of skills are typical of the most effective managers, and some of them may appear incompatible.

To illustrate, Cameron and Tschirhart (1988) assessed the skill performance of more than 500 midlevel and upper-middle managers in about 150 organizations. The 25 most frequently mentioned management skills, taken from about a dozen studies in the academic literature (such as those in Table I.2), were measured. Statistical analyses revealed that the skills fell into four main groups, or clusters. One group of skills focused on participative and human relations skills (for example, supportive communication and team building), while another group focused on just the opposite; that is, competitiveness and control (for example, assertiveness, power, and influence skills). A third group focused on innovativeness and individual entrepreneurship (for example, creative problem-solving), while a fourth group emphasized the opposite type of skills; namely, maintaining order and rationality (for example, managing time and rational decision-making). One conclusion from this study is that effective managers are required to demonstrate paradoxical skills. That is, the most effective managers are both participative and hard-driving, both nurturing and competitive. They were able to be flexible and creative while also being controlled, stable, and rational (also see Cameron et al., 2022).






        

      

    

              
                
                  
                  
                  

                

              


          
            
      
        
          Skill Analysis

What Does It Take to Be an Effective Manager?

The purpose of this exercise is to help you get a firsthand picture of the role of a manager and the skills required to perform that job successfully.

Your assignment is to interview at least three managers who are employed full-time. You should use the questions below in your interviews, plus use others that you think might help you identify effective management skills. The purpose of these interviews is to give you a chance to learn about critical managerial skills from those who have to use them.

Please treat the interviews as confidential. The names of the individuals do not matter—only their opinions, perceptions, and behaviors. Assure the managers that no one will be able to identify them from their responses. Keep written notes of your interviews. These notes should be as detailed as possible so you can reconstruct the interviews later. Be sure to keep a record of each person’s job title and a brief description of their organization.

	
                  Please describe a typical day at work. What do you do all day?

              
	
                  What are the most critical problems you face as a manager?

              
	
                  What are the most critical skills needed to be a successful manager in your line of work?

              
	
                  What are the major reasons managers fail in positions like yours?

              
	
                  What are the outstanding skills or abilities of other effective managers you have known?

              
	
                  If you had to train someone to replace you in your current job, what key abilities would you focus on?

              
	
                  On a scale of 1 (very rarely) to 5 (constantly), please rate the extent to which you use the following skills or behaviors during your workday:

              






	________Managing personal time and stress




	________Fostering continuous improvement and quality





	________Facilitating group decision-making




	________Making analytical decisions





	________Creative problem-solving




	________Using interpersonal communication skills





	________Articulating an energizing vision




	________Motivating others





	________Managing conflict






	________Capitalizing on your self-awareness





	________Gaining and using power




	________Facilitating organizational change





	________Delegating






	________Setting specific goals and targets





	________Active listening




	________Empowering others







	________Conducting interviews




	________Giving speeches or presentations





	________Building teams and teamwork




	________Defining and/or solving complex problems





	________Conducting meetings




	________Negotiating








        

      

    

              
                
                  
                  
                  

                

              


          
            
      
        
          Skill Practice

SSS Software In-Basket Exercise

NOTE: The SSS Software exercise is used with permission. Copyright © 1995 Susan Schor, Joseph Seltzer, and James Smither. All rights reserved.

One way to assess your own strengths and weaknesses in management skills is to engage in an actual managerial work experience. The following exercise gives you a realistic glimpse of the tasks faced regularly by practicing managers. Complete the exercise, and then compare your own decisions and actions with those of classmates.

SSS Software designs and develops customized software for businesses. It also integrates this software with the customer’s existing systems and provides system maintenance. SSS Software has customers in the following industries: airlines, automotive, consumer products, electronics, finance/banking, government, and health/hospital. The company has also begun to generate important international clients. These include the European Airbus consortium and a consortium of banks and financial firms based in Kenya.

SSS Software has grown rapidly since its inception eight years ago. Its revenue, net income, and earnings per share have all been above the industry average for the past several years. However, competition in this technologically sophisticated field has grown very rapidly. Recently, it has become more difficult to compete for major contracts. Moreover, although SSS Software’s revenue and net income continue to grow, the rate of growth declined during the last fiscal year.

SSS Software’s 250 employees are divided into several operating divisions, with employees at four levels: nonmanagement, technical/professional, managerial, and executive. Nonmanagement employees take care of the clerical and facilities support functions. The Technical/Professional staff performs the core technical work for the firm. Most Managerial employees are group managers who supervise a team of Technical/Professional employees working on a project for a particular customer. Staff who work in specialized areas such as finance, accounting, human resources, nursing, and law are also considered Managerial employees. The Executive level includes the 12 highest-ranking employees at SSS Software. An organization chart in Figure I.2 illustrates SSS Software’s structure. There is also an Employee Classification Report that lists the number of employees at each level of the organization.


          
          
                Figure I.2
                Partial Organization Chart of Health and Financial Services Division
              

            
          
              
                        [image: A partial organization chart of SSS Software shows details of its “Health and Financial Services Division.”] 
              
          

          

          
                          At the top is the “President and CEO”, Roger Steiner. At the next level, is the “Executive Assistant”, Paula Sprague.
Reporting directly to the “President and CEO” are several “Vice Presidents” (V.P.s) and the “C.F.O.” Their titles and names are given below:
	P. Operations (Airline Services): James Jordan
	P. Operations (Automative Services): Howard Smith
	P. Operations (Health and Financial Services): Michael Grant
	P. Operations (Consumer Products and Electrical Services): A.J. Itaki
	P. Operations (Government Services): Fred Ferris
	F.O.: Hamilton Mason
	P. Operations (Public Relations): Hal Harris
	P. Operations (Human Resources): Sharon Shapiro

Reporting to the “C.F.O” are the following people shown at the next lower level:
	Director Administrative Services: Jason Hanson
	Controller: Ian Herman
	Treasurer: Jason Means

Reporting directly to the “V.P Operations (Health and Financial Services)” and shown at one level below him are:
	Group Number 1 Manager: Robert Miller
	Group Number 2 Manager: Wanda Manners
	Group Number 3 Manager: William Chen
	Group Number 4 Manager: Leo Jones
	Group Number 5 Manager: Mark McIntyre
	Group Number 6 Manager: John Small
	Group Number 7 Manager: Janice Ramos
	Group Number 8 Manager: Marcus Harper
	Customer Service Manager: Armand Marke
	Office Administrator: Michelle Harrison

At the next lower level, “Technical Staff” are shown to report to each “Group Manager.”
      
    
          

        
In this exercise, you will play the role of Chris Perillo, vice president of operations for Health and Financial Services. You learned last Wednesday, October 13, that your predecessor, Michael Grant, had resigned and gone to Universal Business Solutions Inc. You were offered his former job, and you accepted it. Previously, you were the Group Manager for a team of 15 software developers assigned to work on the Airbus consortium project in the Airline Services Division. You spent all of Thursday and Friday and most of the weekend finishing up parts of the project, briefing your successor, and preparing for an interim report you will deliver in Paris on October 21.

It is now 7:00 a.m. Monday and you are in your new office. You have arrived at work early so you can spend the next two hours reviewing material in your email (including some memos and messages to Michael Grant), as well as your voicemail. Your daily planning calendar indicates that you have no appointments today or tomorrow but will have to catch a plane for Paris early Wednesday morning. You have a full schedule for the remainder of the week and all of next week.

Assignment

During the next two hours, review all the material in your email, as well as your voicemail. Take only two hours. Using the response form below as a model, indicate how you want to respond to each item (that is, via letter/memo, email, phone/voicemail, or personal meeting). If you decide not to respond to an item, check “no response” on the response form. All your responses must be written on the response form. Write your precise, detailed response (do not merely jot down a few notes). For example, you might draft a memo or write out a message that you will deliver via phone/voicemail. You may also decide to meet with an individual (or individuals) during the limited time available on your calendar today or tomorrow. If so, prepare an agenda for a personal meeting and list your goals for the meeting. As you read through the items, you may occasionally observe some information that you think is relevant and want to remember (or attend to in the future) but that you decide not to include in any of your responses to employees. Write down such information on a sheet of paper titled “note to self.”

Sample Response Form

Relates to:

Memo # ______Email # ______Voicemail # ______

Response form:

______ Letter/Memo______ Meet with person (when, where)

______ Email______ Note to self

______ Phone call/Voicemail______ No response

ITEM 1 – EMAIL

TO: All Employees

FROM: Roger Steiner, Chief Executive Officer

DATE: October 15

I am pleased to announce that Chris Perillo has been appointed as Vice President of Operations for Health and Financial Services. Chris will immediately assume responsibility for all operations previously managed by Michael Grant. Chris will have end-to-end responsibility for the design, development, integration, and maintenance of custom software for the health and finance/banking industries. This responsibility includes all technical, financial, and staffing issues. Chris will also manage our program of software support and integration for the recently announced merger of three large health maintenance organizations (HMOs). Chris will be responsible for our recently announced project with a consortium of banks and financial firms operating in Tanzania. This project represents an exciting opportunity for us, and Chris’s background seems ideally suited to the task.

Chris comes to this position with an undergraduate degree in computer science from the California Institute of Technology and an MBA from the University of Virginia. Chris began as a member of our technical/professional staff six years ago and has most recently served for three years as a Group Manager supporting domestic and international projects for our airlines industry group, including our recent work for the European Airbus consortium.

I am sure you will all join me in offering congratulations to Chris for this promotion.

ITEM 2 – EMAIL

TO: All Managers

FROM: Hal Harris, Vice President, Community and Public Relations

DATE: October 15

For your information, the following article appeared on the front page of the business section of Thursday’s Los Angeles Times.

In a move that may create problems for SSS Software, Michael Grant and Janice Ramos have left SSS Software and moved to Universal Business Solutions Inc. Industry analysts see the move as another victory for Universal Business Solutions Inc. in their battle with SSS Software for share of the growing software development and integration business. Both Grant and Ramos had been with SSS Software for over seven years. Grant was most recently Vice President of Operations for all SSS Software’s work in two industries: health and hospitals, and finance and banking. Ramos brings to Universal Business Solutions Inc. her special expertise in the growing area of international software development and integration.

Hillary Collins, an industry analyst with Merrill Lynch, said, “The loss of key staff to a competitor can often create serious problems for a firm such as SSS Software. Grant and Ramos have an insider’s understanding of SSS Software’s strategic and technical limitations. It will be interesting to see if they can exploit this knowledge to the advantage of Universal Business Solutions Inc.”

ITEM 3 – EMAIL

TO: Chris Perillo

FROM: Paula Sprague, Executive Assistant to Roger Steiner

DATE: October 15

Chris, I know that in your former position as a Group Manager in the Airline Services Division, you probably have met most of the Group Managers in the Health and Financial Services Division, but I thought you might like some more personal information about them. These people will be your direct reports on the management team.

Group #1: Bob Miller, 55-year-old white man, married (Anna) with two children and three grandchildren. Active in local Republican politics. Well regarded as a “hands-off” manager heading a high-performing team. Plays golf regularly with Mark McIntyre, John Small, and a couple of V.P.s from other divisions.

Group #2: Wanda Manners, 38-year-old white woman, single with one school-age child. Prioritizes fitness and has run in several marathons. Some experience in Germany and Japan. Considered a hard-driving manager with a constant focus on the task at hand. Will be the first person to show up every morning.

Group #3: William Chen, 31-year-old Chinese-American man, married (Harriet), two young children from his first marriage. Enjoys tennis and is quite good at it. A rising star in the company, he is highly respected by his peers as a “man of action” and a good friend.

Group #4: Leo Jones, 36-year-old Black man, married (Janet) with an infant daughter. Recently returned from paternity leave. Has traveled extensively on projects, since he speaks three languages. Has liked hockey ever since the time he spent in Montreal. Considered a strong manager who gets the most out of his people.

Group #5: Mark McIntyre, 45-year-old white man, married (Mary Theresa) to an executive in the banking industry. No children. A lot of experience in Germany and Eastern Europe. Has been writing a mystery novel. Has always been a good “team player,” but several members of his technical staff are not well respected and he hasn’t addressed the problem.

Group #6: John Small, 38-year-old white man, recently divorced. Three children living with his former spouse. A gregarious individual who likes sports. Spent a lot of time in Mexico and Central America before he came to SSS Software. Recently has been doing mostly contract work with the federal government. An average manager; has had some trouble keeping his people on schedule.

Group #7: This position vacant since Janice Ramos left. Roger thinks we ought to fill this position quickly. Get in touch with me if you want information on any in-house candidates for any position.

Group #8: Marian Harper, 42-year-old Black woman, married (Tom) with two teenage children. Recently won an award in a local photography contest. Considered a strong manager who gets along with peers and works long hours.

Customer Service: Armad Marke, 38-year-old white man, divorced. A basketball fan. Originally from Armenia. Previously a Group Manager. Worked hard to establish the Technical Services Phone Line, but now has pretty much left it alone.

Office Administrator: Michelle Harrison, 41-year-old Black woman. Grew up on a ranch and still rides horses whenever she can. A strict administrator.

There are a number of good folks here, but they don’t function well as a management team. I think Michael played favorites, especially with Janice and Leo. There are a few cliques in this group and I’m not sure how effectively Michael dealt with them. I expect you will find it a challenge to build a cohesive team.

ITEM 4 – EMAIL

TO: Chris Perillo

FROM: Wanda Manners, Group 2 Manager

DATE: October 15

Confidential and Restricted

Although I know you are new to your job, I feel it is important that I let you know about some information I just obtained concerning the development work we recently completed for First National Investment. Our project involved the development of asset management software for managing their international funds. This was a very complex project due to the volatile exchange rates and the forecasting tools we needed to develop.

As part of this project, we had to integrate the software and reports with all their existing systems and reporting mechanisms. To do this, we were given access to all of their existing software (much of which was developed by Universal Business Solutions Inc.). Of course, we signed an agreement acknowledging that the software to which we were given access was proprietary and that our access was solely for the purpose of our system integration work associated with the project.

Unfortunately, I have learned that some parts of the software we developed actually “borrow” heavily from complex application programs developed for First National Investment by Universal Business Solutions Inc. It seems obvious to me that one or more of the software developers from Group 5 (that is, Mark McIntyre’s group) inappropriately “borrowed” algorithms developed by Universal Business Solutions Inc. I am sure that doing so saved us significant development time on some aspects of the project. It seems very unlikely that First National Investment or Universal Business Solutions Inc. will ever become aware of this issue.

Finally, First National Investment is successfully using the software we developed and is thrilled with the work we did. We brought the project in on time and under budget. You probably know that they have invited us to bid on several other substantial projects.

I’m sorry to bring this delicate matter to your attention, but I thought you should know about it.

ITEM 5A – EMAIL

TO: Chris Perillo

FROM: Paula Sprague, Executive Assistant to Roger Steiner

DATE: October 15

RE: Letter from C.A.R.E. Services (copies attached)

Dear Chris,

Roger asked me to work on this C.A.R.E. project and obviously wants some fast action. A lot of the staff are already booked solid for the next couple of weeks. I knew that Elise Soto and Chu Hung Woo have the expertise to do this system and when I checked with them, they were relatively free. I had them pencil in the next two weeks and wanted to let you know. Hopefully, it will take a “hot potato” out of your hands.

Best,

Paula

ITEM 5B – EMAIL

TO: Roger Steiner

FROM: Janice Polocizwic

DATE: October 11

Subject: C.A.R.E. Services – Accounting Assistance

Dear Roger,

This memo is a follow-up to our conversation after last night’s board meeting. I appreciated your comments during the board meeting about the need for sophisticated computer systems in nonprofit organizations, and I especially appreciate your generous offer of assistance to have SSS Software provide assistance to deal with the immediate problem with our accounting system. Since the board voted to fire the computer consultant, I am very worried about getting our reports done in time to meet the state funding cycle.

Thanks again for your offer of help during this crisis.

Sincerely yours,

Janice Polocizwic

Executive Director

ITEM 5C – EMAIL

TO: Janice Polocizwic

CC: Paula Sprague

FROM: Roger Steiner, Executive Assistant to Roger Steiner

DATE: October 12

Subject: Re: C.A.R.E. Services – Accounting Assistance

Dear Janice,

I received your email from yesterday. I have asked Paula Sprague, my executive assistant, to line up people to work on your accounting system as soon as possible. You can expect to hear from her shortly.

Sincerely,

Roger Steiner

ITEM 6 – EMAIL

TO: Michael Grant

FROM: Harry Withers, Group 6 Technical Staff

DATE: October 12

Personal and Confidential

Our team is having difficulty meeting the submission deadline of November 5 for the Halstrom project. Kim, Fred, Peter, Kyoko, Susan, Mala, and I have been working on the project for several weeks, but we are experiencing some problems and may need additional time. I hesitate to write this letter, but the main problem is that our group manager, John Small, is involved in a relationship with Mala. Mala gets John’s support for her ideas and brings them to the team as required components of the project. Needless to say, this has posed some problems for the group. Mala’s background is especially valuable for this project, but Kim and Fred, who have both worked very hard on the project, do not want to work with her. In addition, one member of the team has been unavailable recently because of childcare needs. Commitment to the project and team morale have plummeted. However, we’ll do our best to get the project finished as soon as possible. Mala will be on vacation the next two weeks, so I’m expecting that some of us can complete it in her absence.

ITEM 7 – VOICEMAIL MESSAGE

Hello, Michael. This is Jim Bishop of United Hospitals. I wanted to talk with you about the quality assurance project that you are working on for us. When Jose Martinez first started talking with us, I was impressed with his friendliness and expertise. But recently, he doesn’t seem to be getting much accomplished and has seemed distant and on-edge in conversations. Today, I asked him about the schedule and he seemed very defensive and not entirely in control of his emotions. I am quite concerned about our project. Please give me a call.

ITEM 8 – VOICEMAIL MESSAGE

Hi, Michael. This is Armand. I wanted to talk with you about some issues with the technical services phone line. I’ve recently received some complaint letters from phone line customers whose complaints have included long delays while waiting for a technician to answer the phone, technicians who are not knowledgeable enough to solve problems, and, on occasion, rude service. Needless to say, I’m quite concerned about these complaints.

I believe that the overall quality of the phone line staff is very good, but we continue to be understaffed, even with the recent hires. The new technicians look strong, but they are working on the help line before being fully trained. Antolina, our best tech, often brings her child to work, which is adding to the craziness around here.

I think you should know that we’re feeling a lot of stress here. I’ll talk with you soon.

ITEM 9 – VOICEMAIL MESSAGE

Hi, Chris, it’s Pat. Congratulations on your promotion. They definitely picked the right person. It’s great news—for me, too. You’ve been a terrific mentor so far, so I’m expecting to learn a lot from you in your new position. How about lunch next week?

ITEM 10 – VOICEMAIL MESSAGE

Chris, this is Bob Miller. Just thought you’d like to know that John’s joke during our planning meeting has disturbed a few of the women in my group. Frankly, I think the thing’s being blown out of proportion, especially since we all know this is a good place for both men and women to work. Give me a call if you want to chat about this.

ITEM 11 – VOICEMAIL MESSAGE

Hello. This is Lorraine Adams from Westside Hospital. I read in today’s Los Angeles Times that you will be taking over from Michael Grant. We haven’t met yet, but your division has recently finished two large million-dollar projects for Westside. Michael Grant and I had some discussion about a small conversion of a piece of existing software to be compatible with the new systems. The original vendor had said that they would do the work, but they have been stalling, and I need to move quickly. Can you see if Harris Wilson, Chu Hung Woo, and Elise Soto are available to do this work as soon as possible? They were on the original project and work well with our people.

Um…(long pause) I guess I should tell you that I got a call from Michael offering to do this work. But I think I should stick with SSS Software. Give me a call.

ITEM 12 – VOICEMAIL MESSAGE

Hi, Chris, this is Roosevelt Moore calling. I’m a member of your technical/professional staff. I used to report to
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