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Introduction

These OUTLINES are intended to be used as masters and they may be freely copied
only for use and distribution within the organisation which has purchased this

volume and not for resale. Their purpose is to provide the company trainer, personnel
manager or tutor with something which may be used directly to assist with the task of
developing managers.

They may also be incorporated into other training packages intended for sale by
persons purchasing these volumes but they must first obtain clearance to do so
from the publishers, Marshfield Publications, and some suitable acknowledgement
must be made in the resulting publication. Where more than the occasional page is
required, a royalty payment. will be-sought.

A feature of Volumes 11 and 12 of -this series is the inclusion of OUTLINES drafted for
another organisation, namely Wolsey Hall, Oxford.

These OUTLINES were written to -supplement their Distance Learning MBA course,
mounted in conjunction with Warwick University.

It is an example of the writing service offered by Brian Cawthray to any organisation
wishing to supplement their own training materials with similar, organisation-specific
OUTLINES.

For further details of the potential costs of this service, contact Brian Cawthray.

OUTLINES will also serve as trainees’ handouts and a source of ideas for making
quick overhead transparencies using a zoom photocopier and isolating and
magnifying particular sections of the OUTLINES before copying them onto acetate.
March 1988 Brian Cawthray Director
Marshfield Publications Ltd.
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Office Machines

Office Management

Office Manager, Role of the

Office Supervision 1 - Functions of the Office
Office Supervision 2 - Increasing Productivity
Office Supervision 3 - Office Systems

Office work

On Changing your Job

On the Job Management Development
Onion model

Operations Control, Production/

Operations Management, Role of Production/
Oral Communication - Listening

Oral Communication — Speaking

Orders, Giving Effective

Organisation, Learning about the

Organisation & the Supervisor

5.40
4.49
7.45
5.09
7.27
8.41
8.39-44
8.40
8.42
8.43
8.44
8.10
3.49
344
7.16;7.25
12.27
1217
5.07
5.08
3.06
1117
8.46



Organisation Design — Cultural Context
Organisation, Modelling an Effective
Organisation principles

Organisation, Roles in

Organisation, types of

Organisation weaknesses
Organisational Behaviour, Perception &
Organisational Change, Attributes of
Organisational Change Strategies
Organisational Differences, Cross-Cultural
Organisational Environment, The
Organisations - New Concepts, New
Organisations - Power & the Political Context
Organisations & the Supervisor
Organisations 1,2, Designing
Organisations, Attributes of
Organisations, Authority in
Organisations, Groups in

Organisations, Political Language in
Organisations, Power in

Organisations, Symbolic Action in

Organising your Study Time

12.49
418
8.46
412
8.05
8.46
9.10
12.43
12.44
3.37
12.50
11.20
12.42
8.46
419-20
12.41
1.36
7.29
3.29
3.27
3.30
1.30

Origins of Power

Outline papers and Summaries, Writing
Outplacement consultants in Career Management
Overcoming Buyer Resistance

Overhead Projector, Using an

P

Packaging (Materials & Requirements)
Packaging Communicates, How

Packaging Design, Role of Market Research in
Packaging, Procedure for Deciding on the
Packaging to Sell 1,2

Pareto Principle

Passive behaviour

Pay Systems & Motivation

People & Production/Operations Management
People Factors in Decision Making

People Learn, How

People, management of

People, needs

People, problems

3.20
10.45
11.07
1.21
10.43

115

117

118

116

113-14

6.19

8.23

7.09

11.21

317

6.49
8.01-02
6.13;6.40;8.08
6.11-12;6.21
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People, The Value of

People's wants

Perception & Managing People

Perception & Organisational Behaviour
Performance Aids

Performance Appraisal

Performance Engineering 1,2, The Case for
Performance Management

Performance, Managing for Good
Performance Problems, Solving
Performance Pyramids

Performance Related Rewards, Remuneration &
Performance Situation Appraisal
Performance Systems

Performance, Training for

Performer, Counselling the Poor

Performer, Managing the High

Personality as a System, Your

Personality Sub-systems and Transactions
Personnel - Fields of Activity, Management of
Personnel Records

Personnel Security

3.22
7.02
12.02
9.10
1.43
8.15
2.47-48
1.45
12.22
1.41
1.47
11.23
144
142
1.48
2.46
3.21
2.03
2.04
140
8.29
1.04

Phenomenology

Plan, 7-point, interviewing

Planning

Planning & Controlling Work

Planning & Controlling Time

Planning & Forecasting

Planning & Investment, Product/Service
Planning 1,2, Strategic Thinking &
Planning 1,2, Strategic

Planning a Promotion

Planning a talk

Planning, Action

Planning, Career

Planning change

Planning Coonsultancy

Planning, Corporate

Planning, Corporate (Strategic)
Planning. Information Systems
Planning, Manpower/staff

Planning Objectives, Project Management 1

Planning, Pareto Principle

7.05
5.02-03
6.15 - 21; 8.01; 8.08
3.04
6.20-21
7.40

6.18

1218
12.47 - 48
414-15
2.28

5.09

9.41
10.02
6.09;6.13-14
6.23
6.15-16
413

6.17
8.26-27
6.06

6.19



Planning, Project

Planning, Setting Objectives -
Planning, Strategic Market

Planning to think

Plant Replacement

PLC Concept, Challenging the
Policing, Internal

Political Context, Organisations - Power & the
Political Language in Organisations
Production/Operations Management
POM - Facilities Layout

Poor Performer, Counselling the
Pope

Power

Power & the Political Context, Organisations -
Power in groups

Power in Organisations

Power, Origins of

Practical Employee Involvement
Practices to Reduce Stress

Prejudice & Managing People

Preparation of International Managers

6.02
7.44
11.32
517-18
5.43
4.29
1.03
12.42
3.29
12.23-32
12.23
2.46
7.05
3.26
12.42
7.29
3.27
3.28
7.08
243
12.01
3.35

Presentation (Preparations), Making a
Presentation (Considerations), Making a
Price, Fixing the

Price, Is it Right ?

Pricing a Service

Principles of Motivation

Principles of Production/Operations Planning
Principles of Supervision

Priorities, Self Management - Setting
Priority agenda

Problem Analysis

Problem Analysis & Decision Making
Problem Analysis, S.T.P. Model of
Problem Identification

Problem ownership

Problem Solving

Problem Solving - by Objectives
Problem Solving & Decision Making
Problem Solving Considerations, More
Problem Solving Process

Problem Solving using Force Field Analysis

Problem-Solving, Group

5.21
5.22
3.39
9.28
1012
12.05
12.26
8.47
7.50
7.46
713-21
714

9.47
715-17;7.22-25
713;7.25
314;713-25
4.06
7.20

315

718
9.49

717
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Procedure for Deciding on the Packaging
Procedures, discipline

Procedures, grievance

Procedures, learning

Process Choice

Process, Controlling Work —

Product & Service Positioning

Product Differentiation, Achieving
Product/Service Planning & Investment
Production Control

Production Control, Simulation in
Production Planning Stages
Production/Operations Control

Production/Operations Management

Production/Operations Management, People &

Production/Operations Management, Role of
Production/Operations Planning, Principles of
Productivity

Productivity, Office Supervision 2, Increasing
Productivity, Sales Effectiveness &
Professional managers

Project Appraisal

116
6.23;6.25
6.23
6.44
12.21
6.20
12.39
11.35
1218
4.36
4.39
4.37
12.27
1216
11.21
1217
11.26
12.20
8.43
10.25
5.26 - 27
6.05

Project Evaluation
Project, Financial Objectives

Project leadership

Project management

Project Management 1 - Planning Objectives
Project Management 2 - Financial Objectives
Project Management 3 - People needs
Project Management, Feature of

Project Management O & M

Project Planning

Project Stages

Projects, Managing

Public Relations 1

Public Relations 2

Purchasing & Storekeeping

Push-pull style

Q

Quality Assurance

Quiality Audits

6.04
6.07
5.49
5.38;5.49;
6.01-08
6.06
6.07
6.08
5.49
6.03
6.02

6.01
1219
6.22
5.48
5.40

8.19

12.32
312-13



Quality Considerations in Service Industries

Quiality Control

Quality Managers, Identifying - 1,2
Quality, The Pursuit of
Questioning at Interviews

Questions, Asking the Right

Questions on Management & Supervisory Training

Questions on Training

R

Reading

Reading, Efficient

Reading Faster

Recalling

Recognition, Giving

Recording Time

Recording Time - Diary

Records, Personnel

Recruitment & Selection, Stages in
Recruitment Advertising

Recruitment Interview Procedures

1014
4.40

9.43-44

31
5.04
3.03
6.38
6.38

7.31
5.10
7.31
7.32
11.25
7.47
7.48
8.29
5.01
1.31
244

Reddin, Management Style 2 - Blake &
Redeployment, Redundancy &
Redundancy 1,2

Redundancy & Redeployment

Reflex Development

Public Relations 1, 2

Relationships, Line-Staff

Remuneration (for hourly paid)
Remuneration & Financial Rewards
Remuneration & Performance Related Rewards
Reordering

Report Writing

Research, Marketing

Resistance, Dealing with

Resolving Conflict (Groups & Individuals)
Resource Management

Resource Management, Energy, Utility &
Results - Getting Things Done

Results from People, Getting

results), Influencing Styles 1 - (to get

Rewards Systems & Needs Satisfaction in Organisations

Rewards, Increasing Work

8.06
10.05
10.03-04
10.05
6.43
5.48;6.22
913

11.24
443
11.23
544

7.38
12.34
8.09

4.45
8.01-02;8.08
5.39

817

3.01

8.18
10.39
11.22
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Rewards, Remuneration & Performance Related

Rewards, Remuneration & Financial

Role Concepts for Managers

Role Conflict & Adaptive Responses

Role of Colour in Selling

Role Conflict in Industrial Relations

Role of Market Research in Packaging Design
Role of Production/Operations Management
Role of the Supervisor

Role of the Office Manager

Role of the Manager

Roles in Groups

Roles in Organisations

Running a Training Section

S

S.L.P’s, Sales Promotion Techniques
S.T.P.Model of Problem Solving
Safety & Health

Sale, Closing a

Sales & Marketing Roles, Differences between

11.23
443
121
9.05

213
9.06
118

1217
8.49
8.40

8.03-04;8.08
7.29
412
6.36

2.30
9.48
5.47
124
10.15

Sales Auditing

Sales Campaign 1,2, Developing a

Sales Effectiveness & Productivity

Sales Effectiveness, Managing

Sales Force, Sales Organisation 1 - Structuring the
Sales Forecasting

Sales Management & Tele-Marketing, Telephone in
Sales Manager, Characteristics of an Effective
Sales Manager, The Successful

Sales Managers, Management Training for First Line
Sales Managers, Selling Overseas - International
Sales Organisation 1 — Structuring the Sales Force
Sales Organisation 2 - Alternative Structures

Sales Organisation 3 - Making the Organisation Work
Sales Personnel 1, 2, Motivating

Sales Promotion

Sales Promotion Techniques (S.L.P’s)

Sales Promotions, Factors in Evaluating
Salespersons, Improving the Performance of Average
Satisfaction, Job

Satisficing

Secretary, Working with your

10.21
10.22-23
10.25
10.24
10.16
10.20
9.34
10.26
10.27
9.37
9.36
10.16
1017
1018
9.29-30
2.29
2.30
2.27
10.19
8.32
5.38
8.10



Security - Management Under Seige

Security & Industrial Relations

Security 1- Where do You Start ?, Computer

Security 2 - Physical, Computer

Security 3 - Systems & Applications, Computer

Security Auditing & Disaster Planning
Security, Documentary

Security, Effective

Security, Personnel

Segmentation, Market Share &
Selecting a Communication Strategy
Selection by Objectives

Selection, Stages in Recruitment &
Self development

Self Evaluation

Self Management

Self Management - Setting Priorities
Self Management 1 (Attitude of Mind)
Self Management 2

Self Marketing

Self Motivation

Self-Directed Learning, The Case for

1.01
1.06
1.07
1.08
1.09
110
1.05
1.02
1.04
2.26
11.41
4.49
5.01
5.26-27,8.34
3.29
7.50;8.36 - 37
7.50
8.36
8.37
5.28
711
343

Sell 1,2, Packaging to

Seller, Motivating the Buyer &

Selling 1,2,3, Exhibition

Selling a Service, Aspects of

Selling by Telephone

Selling Goods (or Services) for Profit

Selling Interview 1,2

Selling Overseas - International Sales Managers
Selling, Role of Colour in

Selling Technique, Sharpening Your

Selling through Classified Ads 4 - Comparing the Media
Selling through Classified Ads 3 - Structuring the Ad
Selling through Classified Ads 2 - Introduction to Copy
Selling through Classified Ads 1

Selling to Senior Management

Selling to the Consumer Sector 2 - Direct Selling
Selling to the Consumer Sector 1 — Store Selling
Selling, Top Tier

Senior Managers 1,2, Team Building for

Senior Managers, Developing

Service, Aspects of Selling a

Service Industries, Innovation & Growth in

113-14
1.20
9.25-27
10.08
5.05
9.24
9.16-17
9.36
213
119
9.21
9.20
9.19
9.18
123
9.23
9.22
122
2.06-07
10.34
10.08
10.10
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Service Industries, New Technology in

Service Industries, Quality Considerations in

Service Industries, Reproducing

Service Industries, Image Management in
Service Planning & Investment, Product/
Service Positioning, Product &

Service, Pricing a

Servicing equipment

Setting Life Objectives

Setting Objectives - Planning

Setting Priorities

Setting Time Objectives

Setting up a Franchise

Sharpening your Selling Technique
Shortening Delivery

Simulation in Production Control
Situation Appraisal, Performance
Situational Leadership 1, 2

Skill Training & Analysis

Solving Performance Problems
Speaking, Effective

Speaking, Oral Communication -

10.09
1014
10.11
1013
1218

12.39
1012

543
8.35
7.44
7.40
7.45
5.35
119
4.38
4.39
144
12.06 - 07
4.47
1.41
5.09
5.08

Special Groups, Supervising
Spider Diagrams

Sponsorship

SQ3R

Staff Function 1,2, The

Staff Planning

Staff Planning & Development
Staff Planning, O & D

Staff-Line Relationships

Staffing

Stages in an O & M Project
Stages in a Consultancy Assignment
Stages in Recruitment & Selection
Stock Control

Store Selling, Selling to the Consumer Sector 1 -
Storekeeping, Purchasing &
Stores Management

Strategic Market Planning
Strategic Planning - Corporate
Strategic Planning 1,2

Strategic Thinking & Planning 1,2

Strengths & Weaknesses, Managerial

8.48
5.16
5.36
5.10
9.11-12
8.26-28
6.38
8.27
913
8.28
6.01
6.31
5.01
5.44
9.22
5.40
5.41
11.32
413
414-15
12.47 - 48
8.07



Stress & Women Managers

Stress at Work, Coping with

Stress, Educating to Counter

Stress from Decisional Conflict

Stress, How the Company can Alleviate
Stress, Managerial

Stress, Practices to Reduce

Structure of a Training Session

Structures 1,2, Anatomy of Management
Structures, Company

Study Time, Organising your
Subcontracting

Subordinates, development of
Subordinates, Talking with

Substance Abuse - Impaired Performance
Substance Abuse 1,2, A Management Approach to
Super-Learning, Features of
Super-Memory, Features of

Supervising Change to an Electronic Office
Supervising Special Groups

Supervision (Human Relations), Behaviour in

Supervision 1, (Functions of the Office), Office

2.41
242
2.39
318
2.40
5.30
243
6.45
914 -15
5.46
1.30
11.06
8.04
2.05
113
111112
3.48
3.48
4.26
8.48
8.50
8.42

Supervision 2, (Increasing Productivity), Office
Supervision 3, (Office Systems), Office
Supervision, Principles of

Supervisor as a Leader, The

Supervisor, Organisations & the

Supervisor’s role

Supervisor's role in training

Supervisor's Role in Controlling Work
Supervisors, Communication in an Organisation -
Supervisor's duties

Supervisory Training, Behaviour Models for
Supporting, Interpersonal Skills - Confronting &
Surveys

Surveys, consultancy

Surveys, Evaluating Attitudes from

Symbolic Action in Organisations

Synectics - A Creative Thinking Process
Synectics, Brainstorming &

Systems Analysis

Systems Theory - What Use is it ?

8.43
8.44
8.47-48
8.45
8.46
5.13;5.42
6.35
8.49

513
8.47;8.50
2.25

6.38

5.37
6.31-32
3.38
3.30

7.22

7.21

5.38

417
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T

T.A. - Transactional Analysis

Taking Action

Talking with Subordinates

Tannenbaum & Schmidt

Target setting

Target Setting & Appraisal

Task, Achieving a

Teaching Preparation

Team Briefing 1,2,3

Team Building 1,2, Another View of

Team Building Effectively

Team Building for Senior Managers 1,2
More thoughts on team building

Teams, Building Effective

Techniques, Controlling Work -

Technology, Aspects of Learning
Technology, new (Systems Analysis)
Tele-Marketing, Telephone in Sales Management &
Tele-working or Flexiplace), Homeworking (

Telephone, Business by

8.22

719

2.05

8.05
8.13;3.35
813

9.40
6.50
12.08 -10
2.08-09
9.46
2.06-07
9.47

9.45

6.21

519

5.38

9.34
11.02
5.05

Telephone for Business, Using the
Telephone in Sales Management & Tele-Marketing
Telephone, Using the

The Anatomy of Conflict

The Broader (Macro-) Environment
The Case for Performance Engineering
Theories of Management _

Thinking

Thinking & Planning 1,2, Strategic
Thinking, Better

Thinking, Creative

Thinking, Effective

Thinking Process, Synectics - A Creative
Time (Personal), Management of

Time - Departmental, Management of
Time 1, 2, Looking to Save

Time Effectively, Using

Time Management - Using time better
Time, Management of Departmental
Time, Management of

Time, Managing your

Time Objectives, Setting

5.06
9.34
5.06
6.27
11.37
2.47-48
8.03
517
12.47-48
518
8.20
824
7.22

7.39
7.46
1214 -15
7.49

7.41

7.46
7.42
7-43
7.45



Time, organising

Time, Organising your Study

Time, Planning & Controlling

Time Standards

Top Tier Selling

Towards Developing Managerial Effectiveness
Towards Experiential Learning (Kolb)

Training

Training - methods & materials

Training & Development

Training & Improving Performance, Alternatives to
Training 1,2, A Model for Assertion

Training Aids

Training Costs, Reducing

Training Design Algorithms 1,2,3,4

Training Design within Organisations

Training, evaluation of

Training for First Line Sales Managers, Management
Training for Performance

Training, Interpersonal Skills

Training, Management & Supervisory

Training motivation

7.47
1.30
7.40
7.47
122

213
224
6.43-50
4.47
6.35
2.50
2.01-02
4.48
10.33
6.41-44
10.31
6.48
9.37
148
10.40
6.38
6.34

Training Needs & Meeting Them
Training Objectives 1,2,3, Writing
Training Outlines & Handouts, Using
Training Philosophy, A

Training Potential, Improving Company

Training, Questions on Management & Supervisory

Training Resource Needs, Reviewing the Organisation’s

Training Section, Running a
Training, Structuring Sessions
Transactional analysis
Transactional Analysis

Transactions, Personality Sub-systems &

U

Understanding Marketing Assets
Understanding the Competitive Environment
Union expectations

Use & Abuse of Meetings 1,2

Using Equipment & Facilities

Using Interactive Skills

Using the Telephone for Business

6.37
127 -29
10.44
4.46
249
6.38
10.32
6.36
6.45
8.18; 8.22
8.22
2.04

11.33
11.36

712

11.48 -49
5.45

1.39

5.06
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Using Time Effectively

Utility & Resource Management, Energy

\"

Value Analysis

Value of People, The

Values, Managing People - Group
Visual Materials in Instruction

Vroom

w

Warehousing

Wasted time

Watching your Competitors

Ways of Encouraging Creativity
Ways of resisting

Weaknesses, Managerial Strengths
Wellness 1,2, Managing for

What is Communication ?

What is Management ?

7.49
5.39

1.50

3.22
11.28
5.20
7.05;7.08

5.41
7.43
4.35
3.50
8.09
8.07
1114 -15
7.33
8.02

Winning, The Business of

Women Managers, Stress &

Work 1, 2, The Study of

Work Study

Work, Supervisors Controlling
Working through an Advertising Agency
Working with your Secretary

Writing Advertising Copy 1, 2,3
Writing, Letter

Writing, Outline Papers & Summaries
Writing, Report

Writing Training Objectives 1, 2, 3

Y

Your Personality as a System

Z

Zero Defect Programme, Justifying a

210
242
12.24-25
7.46
8.49
9.35
8.10
2.34
7.37
10.45
7.38

1.27

2.03

9.42
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SECURITY - MANAGEMENT UNDER SIEGE

% PRESENT TRENDS N SOCIETY om————JB~ PRESENT TRENDS -
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s desirable bur
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- Preventibn
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EFFECTIVE SECURITY

* WHAT ARE THE MAIN AIMS 7
#* WHAT DO You NEED ? 7
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« Delerrence o

PREVENTION - aims o frustrate
The perso person Witk an \nfent
Iq commit an offence .
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« Prevention ]'
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NEF.DS - fo short Wik l
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* Good engin eerin 9,
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legal & financial.
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Personnel —
L Procedures

% SELECT, DEVELOP, EVALUATE
8 ADOPT APPROPRIATE POLICIES.
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DETERKEN(‘.E often works
ps_ydr\n\og\cau nv.u\'ml\sms
o propensity 1o commb an

we always prosecule..
-notices (of \r\sm\\ahms)
"beware -quard dogs”
" C.LTN. fitked here ™
oblious burgar olorms, efc.
- evidence of Securily
hardware & procedires.
um?ormm uards,
|dzr\h\' y ck?cks,
ag seacrches, efe.

electronic surveillance,

electronic guard devices,

special furniture, efc.

bars, barriers, efe.

eg. vehicular security,
confauners, efe.

Y eg. sedentary or
VisiBLE) o~ u ! ! g pakrolling officers,
Nofices, threats & security manager & staff —»require raised auareness;
evidence fraining for emergencies;
" N P . ’ enforcement procedures
(5180 ersonnel. ) eg . checking—p-who checks

Procedures.
Tachnology.

Equipment.

SECUR\TY ICEBERG

Issue 1

prevention

i kol ? quimg fo inCreased fderance.
o I8 (d

how often & where? )
when ? What search rights?
how acceptable 1s i ?

-1dentity & anticipate risks ¥ offences concerning
buildings , Vehicles , Plant | makerils , cash ete.

- look for gaps in security - When is \lulmmb\hty
increased” ? Whok alternalve points oiﬁnhy

- warn of measures Yo be token.

=~ work organisakion ~ reroulin

casl. carr
pesrsonn

, efe. o avoid pradictable movdmints.



INTERNAL POLICING

¥ WHOSE RESPONSIBILITY (ST ?"//': Dum_rs(}! devolved to . . . .
* SPECIALIST PERSONNEL
* HOwW ABOUT INSURANCE?

% DETECTION & PROSECUTION

gLFw excephions from
rosecuklons \eods
fo beter delerrence.

WHO ?
WHOSE RESPONSIBILITY 7 / .
Who miqht Decome invaved % -Regular police. personnel.

INSURANCE ?
* Good Insucance con

be expensive. Loys

down minimal Standocks

of securify fobe mainfmined.
* fossibly lower presmuiams if

secucify messuces adequale.
* No Insufance - roise prices

fo pay for losses.

* HOW NUCH SECURITY 7 o Jp How Much ?

*Commensurake Witk the

% COMMON D\LEMW\S;

- Fire. ouforifies concerning safety-
"L - Local autorities concering bylows .
s - e o S
: (slafion eq. 5 }
SPECIALIST PERSONNEL I “3 3
*Whak image howe they fe———3 IMAGE *
‘Whak medsures Youse to— - Sinisfer /spylike/ misfrushing. Crime prevention
* Whak educabing do - Sensitie / open/ encouraging. Linked olarm systems,
Mey need” ? - Well disciplined appg procaduresevanly. Joinl moniforing
- Cooperafing with sfaft & working activities.

by consenf. Encouraging o
climake of honesty.
MEASURES * should net be foo extreme
such tal health \s damaged or
employees  olienaked .
EDUCATING in Standard. procedures,
recognising early warning Signs of
disaffection  among employees; seekin
olways o learn & improve stondocds.

orential reat o T » Over securing \s expensive.

» Comprehensive —
* Anticipakory - early -Sum of oll prackical measures are

DILEMMAS

* Concentroking the risks

Under securing is waskeful .

wacning ¢ b as strong as the weokest link .

€0 1

- Always anficipake Hhe worst ok
could happen, hen plan for it

Rebend, o ST | - Systams vtk give an - Should Conlaud an, alement of Suprise
» Dispersing the risks M&?@dfg&%‘ & s: Security procedures B roubines )
mokes tkem vunersble.|  onhonce Hre ossibility - The profedors musk be protecred against
» How to owoid bottle- of detection. | people and. Wings.
nacks which concent- | - Security breache s occur - bSuunty systemd™ musk have o bock-up,
voke Tisks & Wncrease When o 'farget’is (dentified. ‘"‘\a",‘[“-& J sug)orhuz,not morkmgp S
vulnecalollity b offack. [ Make reconnaissance as ) g" .t"“&"ﬂ' S¢condary poer supply.
« Sensitive informakion - difficult as possible. ; u“m‘? —$°°d Dr%\a“‘§“‘t‘°'§ '3
e neeAs I kaots 1 ‘M{\frp&;\tfbrou ger the security you
- Secure areas - Wao _ you pay-ror. . _
R (| N Laaking infe® reluces  oer (oS Uhieh bt i,
P ol e b 8 - Maximise complicity of staff(-too wmoany =
security. fo subvert!) & wmaka vesponsibility casy

fo hoce.
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PERSONNEL SECURITY

* EMPLOYER'S CONCERN ©
% How TO PROCEDE o

-

EMPLOYER'S CONCERN

* WHAT TO LODK FOR WHEN VETTING §
¥ THE SECURITY INTERVIEW

)

* Current behaviour of
* Future behaviour of news empl
o |DEALLY ~ ke aliminalion of dishonest

rachices defrimental to the company.

o I\ PRACTICE - the containment of hase Velling onay be
dishonest proclices. o

0'\{*0_\] ces.
es. o

C(.\'y .

How To PROCEDE

- Establish secure procedures
* Handle your personnel

wift. care s

These may include -
- Suindling & misappropriakion of funds.

- Pilfering
& Bm_o:kg of document securify .

WHEN VETTING employees,\ook at -
* Behaviour wihin e company. o-

ort of WAe recruitment
whecview . Take core o -
- Gel opplicant's approval .
- Be rﬁc‘he&. opP
- Be open & honest abouk
its purpose. ackivi
* Check referees by "phone —
* Quarantee confidentialit

of informakion disclosed . - otker facfors ........

« Lead on o & listen To gossip.

Chack number in
e dllf‘l.d'or:y Don't
nacessarily acepl
e 'phone” namber
offered.

S(SV\QOL conbrock
covering frode
secrels , efe.

o Issue L

s Home & socual ochwities.
THE SECURITY \NTERVIEW
Thls should %W\Am as o 3 Look -r—or e

- over extrvagant lifestyle,

- sexual / oter wmmoralily
of perversions,

- Confirmed gombling habits,

- past record of criminal

ty,
- undesirable gssoc'\arcs,_
- doubtful pditical affiliafions,

- ~ - Avoid axposin
- Invove staff more, especially the unions.
- Take care n Fansfers wihin fhe company.
- Employ anti- collusion devices which require
v‘;}ore_. than | pu‘_zui\r o (\ima\d\
T hinning  responsibili g ON persons
males it d‘g'of\tul\' to a\m\'d\'ydzkkﬁpul'\'orst

- Coseful recruibtwment for special J'Sobs Should
indude security interview <

l.ook for -
- changed attitudes,
- emofional instabilit p
- drinking on l‘F\.Q_')D]Z,
- evidence of persistent
obsenteeism,

- other factors depending

ony specific types of
amployment.
listen to gossip.

- Breades in computer security
-Industrial espionage.
-Other llicit Pmdlc.u.

-~ Classify jobs according fo risk/
Smsil’ivity fo ke company.——= A ~lnigh ri
- Estoblish 6 Secucit y bUdSQJ'. Sv.ns'\l"ni\g(

- Adopt security procedures for B -serious ni

continual ‘velting . C- pmjuﬁic‘\'al tol
- Aways sfress Where securtty (s vital. Company ' healt
- Raise the level of security )
consciousness by fmining &.Qdy&ahor\.
\eoding fo 'security by consent:. F_,\!oumgl
= Mauntain high levels “of morale, frust olerfress.
& loyalty among the workforce . neuleale
Dm‘#nty skills .

\ndividuals o femplalion .

sacurity.

/ \nWestigakion.
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DOCUMENTARY SECURITY

| WHAT DOCUMENTS ?
, = Maps , plans & blueprints.

% WHAT DOCUMENTS 7 o

* (harts', graphs & picures.
* Computer fapes & printours.

* WHO (S INTERESTED ?

% CLASSIFIED DOCUMENTS
¥ COMMUNICATING |NEDRMATION
% ASPECTS OF DFFICE SECURITY

e Recordings ,films & photbs 08— pmicro {'ilms/ﬁ'clr\e
e Papers , %porrs 8 lelters.
| « Waste Source documents g

WHO 1S INTERESTED ?

» Compelitors - concerned
g in industrial es l'onage,
. Creditors or debYors .
* Tnvestors.

Shorthand wolebooks.
Carbon CopI'QS & popers.
T_\;peurihzr ribbons .

* Union neqohators. o——
* DHier countries-inter
nafional espionage.

Drast copizs.

May be used to e

wagde negotiabions. More
firms are SMF(:\S info™
to show how HRey cannot

CLASSIFIED
DOCUMENTS
e« Who decides he
classification \evel ?
¢ Beware overuse of
‘conrFbenTIAL & 'SECRET'——3»-Devalues

*How & when do you He classificalion afford high wage claims.

INFORMATION
COMMUNICATION

* foce-to-foce or by

de-classify documents?

Security i1s expensive,

lower security casses How secure are lhe

telephonee

IR Vi a—

Y

OFFICE SECUR\NTY &
DOCUMENTS

* How are documents stored ? o—
* Whak 15 the loans proceduce ?

* Documents in transit
® Documenls in use g

* Are fthe offices securefo——y—pDuring & after working

» Not usuall are cheaper o store. waste disposal meltods ?
record.ed duk ~ shredders,
may be infercepted - waste bins,
- refuse/qarbage
[ gafsposal.

Obviously recorded so
who receives copies! — —>PROCESSING (REPROGRAPHY)
-Whak controls  over duplicaking ?
- Whose job ak he p\r\oi‘ocopio.r?
-How many copies are made ?
hours ! - Defechive “copies way stitl be
‘_ : : read .How are they destoyed ?
ire. proot smur\g - thinner
wetal Tntainers /safes
Thiet proof security - heavier

metal conlainers.

Bang mo!& b‘y others
pos<ibly not “secure’
or cdoassified

How are they carried /encased /marked
fo be secufe yer nof seek aktention .

<c Issue 1
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SECURITY & INDUSTRIAL RELATIONSHIPS

’,{ IT APPLIES

% To WHOM DOES THIS 'SECURITY MINDEDNESS APPLY 7 o

.TDW\

% How S \T \NTRODUCED ? o

#* WHAT TRAINING OR EDUCATION ?

¥ LEGAL IMILICATIONS OF BREACHES 7

ES

~ LEGAL IMPLICATIONS )

» Awareness & responsibilify
May be highlighted in e
- wontraet of employment,
- code of pmuctice,
- in ke mmzﬁo.v\y's customs,
Eraditions & conventions.
® Whak rights of sfop, seasnch
and. arcZst are given to the
security persondal.
Whok penalfies may be
L incucced ? ¢

-for Contraventfion of cwil Low-
proseeubion by police .

~For lesser l'n{‘rl'n‘ae_me,r\l's of company
requiakions- compony may prosece.
However, over enttwsiastic’ ackion
may precipibale union displeasure.
Use o disciplinary Commilttee . Also
witnesses have o different stabus

when oppearing betre commiltees
compared Witk o Couwt of law.

-I¢ Yoo severe -breeds ‘us & kem’ image,

Followi “SA ﬁL FECURITY
DT

workforce alike ——
e Fairness Yo be seen in
e restrichions a{p\im.
o It (mproves the'image’
if woone 13 Seento be
| “above secudity’ or "min'u\s._J

...... \
ment &

—»Must be seen Vo be
consskent.

[ HOW To INTRODUCE SECURITY MEASURES )
e Explain Khe wmeasures fo everyone :-
* Why are they necessary ?
* Creake Wre dimate for honesty.s

¢Select fe security officer & staff

» CREATE THE RIGHT CLIMATE

carefully So w\qfi}l show discrelion
& are’respeckful of persons.

o Sek up a 'Security Committee’ o

s Establish o security budget.

[ * Establish truning procedures . ¢ ]

-Try fo raise/improve morale .

- Invdve the Workforce it possible .

- Encouroge loyalty & pride in
job and the compan

— in eir .
; - Hdp o InCrease Job satisfockion .

Indude ‘crisis management”
procedures.

¢ D
TRAINING IN SECURITY TECHNIBUES

= Will 't be compulsory or

* Trannin '
witt, Job Descriplions & qeneral
Security awyareness.

e What rights & dulies have

L individudls & security personnel.

voluntary 7
showld be commensucale

"Securily can only work
M rough covw_nt ina
democracy/

'BIG BROTHER' imoge > mistrust & fesentment.

SECURITY COHMITTEE shouwld contain -
- Representalion from management.
e Representabion from Wae unions .

is reduces disharmony, antagonism,

misunderstandings , qossip, ete.
They must Qstab\isvgsasc%depo# mzmr,-

reporting procedures (upwards & down-
wards); ltmits of security ; oqree securily
procedures ; agree penaltes not

following proccdures ; extent of tmining;

review local & cental ‘%ovzmmqnt
' legislabion  Which applies to this company.

> \a\)!\al' is Mae waion alkitude Yo -

l

security,

security Gaining,

securify educakion,

security velting %' dearance,
- Securify oudi

- penalties for breaches.

7

o lssue 1
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(1) COMPUTER SECURITY (WHERE DO You START 7)

% SECURE FROM WHAT/ WHOM !
% Cost of Secumity
% PROCEDURES TO FOLLOW o=\

P SECURE FROM

« Environmental hazards e———3Discipline & good housekeepin

«Mismanogement 8 reduces these hazards(S.1osb)
personnel problems.o—

*Direct or deliberate threat o

.........

Tdentify risks & maintain
am.qux{lo. personnel secunt
policies. (S.\04d)
Thoft, frand. ,Sobotage & strikes.

'u)sr OF SECUR\TY

Action way be taken o counter

e In the wnstallakion cosxs.
*In e back-up Auplicakion A

e In mainfaining a sacure system.
*In continuwin
*In personndl costse

these trealts.

orage of malerials.

viglance.

> 2q - selechion procedures,

|

?RDCEDUKES'
o List e risks o
¢ Quantify Whe risks

DOES YOUR SYSTEM MERIT
THESE COSTS ?

- job rofakion policies,
—ﬂag\ salary commiment.

e Got commitmaent ot Senior \|

—» Draw up o compuler security

Mmanogement. ~
o Communicake thok commitment
o fose who will be affected .
. \DbZIOM coav?mkmc_nt ot \mﬁr
3 erakives wsele.
e Im \aowpw,r\k e mﬁru’,
monitor & provide feedbock
fo senior wanagement.

Y

- fo aqree on potentia) risks, ‘.
- fo a3sign responsibility,

- Io budget ac:.ord.\'r\%\&,

- Io fake necessar ion,

{

- to monitor

Draw up a review document \(S\'i«g —- sackion

steps to

Lol

risk inventory listing .......

- tems,
- pradices,
- Obfain concensus abouk . S‘flf‘-u({'fy d:y skems,
te eftect of Aaka loss - Sfand.aras,
in - hme & inconvenience - Insurances.

- eftect on Consumer service,
- replasement costs (hime B money)-
- Under whak circumsionces might
ou lose data ? ‘ _
\acewment of plant ——under whak circumstances wight
- hime to replace, you \ose plant ?
- interim armngements,

- cost of replacevaent,
Fest & review procedures.

responsibifties / ttems covered /steps faken/
etoken [ security system / security prochices/ date checked .
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COMPUTER SECURITY (2)- PHYS\CAL

ACCOMMODATION.

PROBLEMS ARE OFTEN \NHERENT W THE
SITING OF THE COMPUTER FACILITY WHEN
ADAPTING PREMISES OR BUILDING NEW

¥ LocatiNg THE CoMPUTER

. LOCATION

o Is it fo be o' high securiy faciity ?
- out of sight ?
- Seoled. premises ?
* Are premises being adapted ?
eq basemants = parmit even

%* ENVIRONMENTAL CONTROL o—

uvironmental nditions; are
reodily Secured. ; use spare

Space baow gound \evd. —_—

% F\RE PRECAUTIONS

% PoweER sueeuEs —

% ACcESS TO THE FAQULITY
(See S.1044)

\

— ®

POWER SUPPLIES

- the comp

* flhe doaka sored or
being processed.,

-\What are e offects of
power falure upon :-

urer focilry,

« the air wonditioning,

« the nefwork of terminals.
-In industrial areas, how
stable 13 We power supply !
(Free fom surges or foding).

- Ls o back-up System of
power genefalion feasible ?

Are rooms desianed fo ocom-
wmodake twe toolity 2
- air conditioning ; secure;
non-combustible Makeriol ¢
used in construckion ; ete.

ENVIRONMENTAL CONTROL

s Mainframe facilifies demond
air conditioning . Consider -

- backup tondlioning System,

- fire precamkions,

- greenhouse effect of lots

of qlass windows,
- protected. wlet & outlet
' ducting -

Balow ground facilifies
need. protechion from flooding
-from axternal sources,

- from burst pipes above
the instal akion,

- from. damaged dnains
& sanage ~spills. "

Y

FIRE PRECAUTIONS

» Consider Yoca) bylans & nakional legisiakion (H.&5)
concerning fire” prorection
-of premises (occess by fire service),
- e O.fd.(n? parsonnel ~(exits, afe.)
» Whak fire eckion MQ\t\odJ,'\i" any, Wil be employed
witkin the facility.
- aic conditioning may affed ceiling
swmoke [ heak deteckors. _
* What offedt wighk fire alsewhere in fhe building
have upon Whe cmpuhv(\P faciity ?
« How wil ice be fackled ? Wnad affect wil
wakery (07 exfinquishers have ?
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(3) COMPUTER SECURITY

(SYSTEMS &

* CONSIDER THE SYSTEM -«
% CONSIDER THE APPLICATIONS —

* WHAT TO DO Y

Initiate an on-

Iv}rou 0. com
risk mventory.

of existing procRdures &
identify Gaps in e system
pubersecurity

the hardware (mainframe compuler)
the software
the terminal harduware *
communicabion system linking the
manfrume o e terminals

APPLY CATIONS) —3p~ WHAT IS THE SYSTEM ?
f Your system consists of :-

>~ HARDWARE (sez S.105b)

-Mdin\_y covared dv.aling

Ing review

Covers . -
- File security - sforage of bonkm Bfor
duplicake daka. of remde locakions

& risks whilst in transit.
- File idantificakion.
- File occurac

detect

WHAT ARE THE APPLICATIONS ¢

These c_o\:%r oM ul:.tr R
non- compurer icakions :-
* WHO col‘\{\fd‘s \«)\?P?\P daka

COMMUNICATION SYSTEMS

- Are they capable of bang tapped?

- Whare might Hey be Yappad ?
- Can ivﬁon‘g\oho r\% s

or ' coded' ?
What would it cost fo dot ?
Whok might t sk NOT to dot !

wanually T
« ENCODING thak daba for '
in-putting (daka. cnpkuro_) Y

e The computer PROCESSING s—l—
- The DISTRIBUTION of daka

ouk‘puk' : J—-—J

- control funchions should

NAN : MACHINE INTERFACE

- frobably well estoblished
prowtturu dJ:ix\'st émw\ pre-
n S . Nequire
misd%\'\mﬁ proc&luru
Yo check’ quality Conkrol of
documents against computer
listings:.

inacfuracies whetther accidental

or deliberate.
- file access Whilst n \ibmrj or s\'omgo..

L—? PROCESS ING

- Controls are Mod\n}_y
Rlor procedural fo ansure
complete & occurake data
capture & processing.

with the physical Seenrfy
asped.

e 'scrambled’

arifimaelical

SOETWARE

- Builk in securly in softwace is
usuolly nominal Q&Cfnssworu
or codes Yo restrict access by
unanthorised individuals.

- Soffware ams ore complex;
faw parsons understand Waem]
fow are oble o dasign-in

security features ;few could
penetroke them.

[BUT THESE FEW DO EXIST|

TERMINAL HARDWARE waybe :

- simple  display udls,

- sophisticated “compulers themselves.
Chack on -

\j

> Aulhorised personnel —who uses
it & when ? Logged use by identified
users with o user-code.

» lnauthorised personnel prevented by

‘ - limited aecess,
- codes 3 surprise code changes,
- Kays.

DON'T IGNORE OBVIOUS ABUSES
IN PURSUIT OF POTENTIALLY
OBSCURE ABUSAGE




SECUR\TY AUDITING & D\SASTER PLANNING - EXTERNAL AUDLTORS
/ Responsibilifies are cleasly defined by

* Wro DO ?
b TUE ERIOUT A stafute o wpress on opinion on the
% Role OF INTERNAL AuDITORS m%“ﬁ's aceounts .
- }'.E‘.N \;od’M\'— AUDITORS s T
ONS - * No stalutory requirements. they piimosi
% Hetetn gols pitERs \ chack on sy'zh,&?l & pmcm_iumg \g&k ariy
\ cucrently Becoming ™More involved in
\ computarisalion \Where it exists.

s They rarely have compules moxh'sz &
\

v | INTERNAL AUDYORS | fou3 Compuler personnel have oudit exposure.

ROLE
To define e required demands &...

% IMPLICATIDNS OF DISASTER TESTING

e Ansure ode

¢ audk & securty

ALIDITORS 8. DISASTER TESTING
Tnternal anditors must Consider the
implicokions of :-

requirements are intorporaked .
* feviaw opplicokion systems & conkeols.
e review compuler securly policy,
procedures & disaster Yasting ...

OL’L

- Tofal or partiol desfruction of facilities.

* Molfunclion of enviconmentol resources.

- Total or partial destruction of user
Mmanual procedures.

* Loss of key compuker parsonnel.

« Disruption By stete. !

* Loss of stored fransaction daofa in S“‘ﬁ
compuler readoble form . aw

+ Loss ot stakionery stocks.

To ansure Yok systems & procedures
are working since few systems have
security o3 0. prime objeckive.

‘«~—3p» MODERN ROLE EXTENSIONS MNo systemis

sfakic ¥ operakional systems wust be

uk Yo on-qoing modificakions. The
itors  must -

o Ensure long- range apphicakion planning)
desian & tmplementakion.

e Avoild unnecessary axpendituse.
They may -

 Aduise on training n Compuler securiy.

o Advise on manogement's approoch
fo compuler security

¥ PLANNING FOR DISASTER )

PLANNING FOR DISAITER

Internal auditers Wil identify Weoknesses
in e system X pr@gam spacitic plans
for every aventuality gwing :-

* Arrangements & responsibilifies for vmple-
wenting those arrangements & initiating
recovdry procedures Fot Famsmission
& nerwork facilifies. ‘

o Plans for the dorage of master copies

r—»rl’LANNnJc, (continued) ]

* How fo find Whak has been destoyed

* Woys ot ansuring gpod. secm'\gy prictices
are being routinely enforced X personne
are aware & prepared for disaster.

This rmp‘\ro_.s on inventory.

of documentalion. - what Tt - who keeps it7?
¢ Plane (overing any one item of eqpt. i “aGROT W BN Y TV KEERE I
e “sy stem. ,“hgot juygt deckronic egpt. e Who compllest § - \é’rﬁ‘.“ W8 it updaled.?
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MARKETING PLANNING

% WHAT 1s MARKETING PLANNNG ?

¥ THE ADVANTAGES of MARKETING PLANNING
% PROBLEMS OF THE MARKETING PLAMNER |

¥ STAGES IN MARKET PLANNNG

STAGES IN MARKET PLANNING
To some degree you must -

« Analyse e external facrors
of ke company's environment
- Analyse e company's (SW.0T)

strengths ; Weaknesses ;
opporfunties & Mhreals.
« Examine e company's objedives
- Perform o markefing audit.
* Decide upon ae mackering
objectives & strakegies j

OBJECTWES B STRATEGIES
° Objectives -whak you want o ackieve
(o Srakegy - how you plan Yo acieve

your objactive

Concerned Wik .......

- salling ; product teatures
pricing policy ; place Vs
Ppromofion aspects; ete. _
Concerned witk

[PrROGRAMME For. ACTiON |

- products B markels ;
Stated in quanfitabwe units which

T DEFINITION
/ * A logical Sequence of achwities
\QQA\'AQ to he selt ing of marketing

objectiVes & the formulating of
marketing  strakegies.

ADVANTAGES OF MARKET PLANNING

Leads Yo
* Maximisinq revenue.
* Maximising profit.
* Maximising refurn on investment.

. Hinm'\s(ng cosls.

\———— PROBLEMS OF THE MARKET
PLANNER

* Lack of support by santor mgt. o

*Lack of a plan o implement
market planning.

» Distancing planners from line

LACK OF SUPPORT

Preponderance of enginears
&[or occountants in Seniof
posttions  who way not under-
stand  markehing principles.

LAcKk of A PLan
,_]— Demands are for timmediake,
obvious benefifs, lack of pokience.
- Failure o qain peoples support ..

MaAN0.Qers .
- Use of numerical data wittout
nacralive fo axplain srafegy.

Comrmunicafe plans fo people.
- Loek of Fraining in new
tednniques.
People make systems work so

. Ove.\‘g\am\\'r\g

- People's pereeptions e———

* Separakion of long-term struk-
egic plans from short-term
operakion ans

design sysfems afound people.

VSTANCING  PLANNER FRODM MGR S

- Faillure Yo communicake (not
spaaking the same \angua

- Fallure Yo inteqrake markel
l | plan Witk corporate pans

- Should have sawme fime
Scale 3 prowesses.
- Should. opprecioke &
incorporake SWOT. .
PEOPLE'S PERCEPTIONS
- This is te annual mqf.
tqame’ divorced from

' which canbe measured .
Avoid  qualitakive expressions.

SUB-OBJIECTWES STATED

L

reality , having low importance
- The fonction of ‘e
who i3 Subse
/for ignored. By mdinstream

- Line womaaqers ianorant of
Morketing %ﬂ'v\c'\p\ .

- Planners “ignorant of line mge?
problems. ~

KO\JEi\\’Lf\t\lMlNG

- Demanding too wwch data which
mMay not Be used.

= Guxqrah'ns poperwork & de-
! motivating staff.

plawner’
ntly Tesented

business n\gr’._
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MAKKE VING  AUDLLD I

* WHo DoES 17 7

A MARKETING AUD\T

% THE MARKETING AUDIT - WHAT 1S INVOLVED ? & + Collacts & anolyses info’ & doka
¥ TyPes ofF Aubit

from the business environment
then trough ...
* An un-biased review & oppraisal,
help o ..
)

. Idcnhﬁi{ éfrzng\hs & weokwnesses as

TYPES OF AUDIT they ©
Bxvarndl Andit il axfernal) enobling Wt 1o ... .

ch ﬁzcon\gra\AbiQMa‘ny -Ué‘o.‘gk e cousey ("“bt'\ tha symploms)

: e 2 ' ems.

variables within e SRRy g P
ompany's environment.
* Infecnal audit - mainly
controllable variobles Witkin
he company's organisafion.

Uses e informakion
in the Corporol'o_ Plan.

L]

WHo DOES \T 1 .
+Line managers ,w heir own

areas of Zsponsibility, annually. =——3 are key dyjective enough?
* External consultants —————3 - may be expensive

% How DO You MEASURE Success ? W

oke b opporfunities & tureals, —

THE CORPORATE PLAN asks:

« Wheare are we wow ?

« Where ore Wwe qoin

» How will we organise our
resources ‘o get there 2

N

OPPORTUNITIES & THREATS
n e business & ewnomic

- anvironment ould incdude

- political ,lega) & fiscal
chawnaes, .
- socio] cultural foctors,
- marker harocleristics,
- competitors' adhvities
& products.

HAT DO You DO WITH THE M.A.T

MEASURE SWCCESS ~ by us\(i!g
+ Are you weefing financiol
objecfives Consisfently?
*flow are you coping with
hange ? 3

-Internally, %
- Externally.

PAST <l

»Use \t a3 o basis for Sekin
wmarketing objeckives B strakegies.

\DEALLY

—

Where we should
be 4oing.

Markating {,lf W
I =

(OMMON  PLANNING feokures :-
-Hove financiol opjectives,
- Sales forecasts, &

-~ A budqet (lRe numbers qame).
These kasm_ \\(m\r uses buf doz'r

Say ‘How' v wil be done — 3 COMHON PLANNING STRATEGIES
are based on Whistorical data

which 8 exdrapolaed. info the
future

Where " are we
vou ?

Common Pladnin

— —F > FUTURE

Where we ofe
\ﬂkd_y Yo go.

=S S e

7~




PACKAGING TO SELL (1)

JB- WHY (S IT IMPORTANT ¢

% WHY 1S PACKAGING IMPORTANT ?

¥ PURPOSE OF THE PACKAGE
% ApverTisiNGg & PAckAGING

Y

* When rival producks are so similar,
reasoned c\r\olce. diminishes X
gnce b packaging will dw&u——»cwﬁu uniqueness
reaker movemeal fowards Self-service where nowe exists.
b salf- sedeckion in Shops So the
ackaging kt\m ?ta\de.sprkn L
xperience shows He n ng eals 1o
SOrRehm.s More. important l‘v?b% 3 tg\o, cu%h)mr emotional

e produck. needs. (see S.13le)
Packo.%m% is part ot markeling

18 par ro\ndmg Consumer
fv | sahﬁouthon ak an oLeeptable. profit.

PURPOSE. OF THE PACKAGE
Traditionally \isted. as :-
* o contain the product,

* to protect e product in
Fronsit & storage.

ADVERT\SING 8 PACKAGING * fo sell the product. PURPOSE (continued)
- Advertising helps establish (5¢e S.11f) - Enables global distribution.
brand idenfity. - Ensures produd ot:nmy & conformity.
*Packaging wmust be insrantly - Improves the
recognisZd & confirm the - IM roves cusfomer app
asuefTising ak fhe point of sale o— = Dts? uishes mdu.ck ‘% M compehhars.
- Canrdduce costy from wanufacture
fo point of sale.
- Makes you momtt to\ spub\d M;\Qy on
: : 4 parficwior Dfon
Failure o do tis means fre - Excite Lu\p\ogmm purchases
advertising (8 sdling lhe )
g;o&xzn“l') %0“ (&socvx Sg\\'ltrors Arrast shopper's gaze ,invife him/
Baard. J her to hamdle iF/ persude & sell..
Call in a walter of seconds!

eL'l

Within a sfore - bulk & individual packaging may -

- cuk waste, - reduce Spoilage, - sfop Mulug
- speed pr\ce, marckin ,homdlmg & displaying,
Packagng ™oy decide Wheter o store wil
carry your Brand oc ndt.
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PACKAGING TO SELL (2)

I

_—Jp» THE PACKAGING DILEMMA

// | It hasto aktcadt altention in a store.

% THE PACKAGING DILEMMA
* PACKAGING MUST SATISFY EVERYONE.

* PSYCHOLOGICAL APPEAL OF PACKAGING §

PSYCHOLOGICAL ARPEAL e
* MHust make e decision o buy
Qosier eNem ORross macket

SleV\Qr\ts.

o Reassure the consumer Weir
cdhoice \A\F(u e cg.?‘r‘ux one.

¢ Counter Yeehings of inadequocy,
loss of pride %\‘ absent %u\\(';\gs
of sakisfaction due Yo \ack
Joy[tun in creaking Sometiring
Whaen using INSTANT "X" !

* Appeal to IRe consumer's creal
wants & not uihat the manu-
factucer Kinks S‘\\L wants.

home & be looked  ak frequently so
means it must carry Timited advert!

* It may become a part of Someone's
‘} musk fade o bockground . This
WHO MUST BE SATISFIED ?

" PRODUCTION dept want o package whick
- canbe wmade simply & dheaply,
- suitable handling choracterisiics, .
- permit  mechanicol Wandling, possibly ak high speed.
- provides protechion from all nazords
eg. of tramsporfokion - shock, impack, vibration.
of slorage - sfadeing B compression.
of climake - damp or dehydrakion.
of unknown destinakions - hot or cold.
e MARKETING B ADVERTISING b, want Yo -
- altract & sakisfy customer wants.
- anhance e produd’'s pruk;%a.
- aase of display ok poinf-of-sale .
e DISTR\BUTDRS Want :

e poﬂmatz which Wil carry fhe produd sodely, & store easily.
* RETAILER wadt a package which is -
- easy to identity Tn bulk -
- economical on shelf space (stack easiy). )
- display well & sell quickly (mulfipacks).
- improved. produck visibilify .
* CONSUMER wanks o pockage which s :
- casy fo identify apreferred brand. .
- easy fo open Close & re-use, see user instruchions.
- easy o id.o.r\t'i{y price ,size , tontents e,
- easy fo consume at home, incar,on beadk ele.
o MANY MARKET SEGMENTS

e THE CHANGING FASHIONS & TRENDS OF +
MODERN SOCIETY

-Cortons wmarked 4 sudes.

-ldentified fop & bottom.

-Cose opening nstructions.

- Quantity, S(ut' dake,
Qele.
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PACKAGING (MATERIALS 8 REQUIREMENTS)

PURPDSE OF
PACKAGING MATERIALS

fo witkstand L fo seal - produce a barrier to -
femperature variafions P - moisture , waker, vapour tronimission.
. carfain rubbers, plastics, - against odour transmission.
resins become hrittle ok - agawnst light eq. for phabgraphic
fow Temperakures So unsuited mokeciods “or %Odé (bacon, pofatoes)
for fozen products) or \ettering which tades i Sunlight.
Uses foil ; plastic,; glass  meral ; ete.
Fo defer Rghr\'n_q fo prevent contaminakion or
(2g. using senled pocks  special infestakion  (2g. must be
sesled scraw Caps,Small hygienically Wropped ¥ seoled
tems Sealed onfo (argc. cards). and  deter wmsect contaminakion.)

o ovoid bacreria & moulds
(2. open neb sacks for vegetables)

SOME. MATERIALS FoR

REQUIREMENTS OF

PACKAGING

( THE _ TACKAG ING

for rigidity & strengta:

(Wood_; metal ;ete) :
for moulding B lightness, for hyqiene & Yo see contents.
brightness & durability. ﬂul\)l?}y.
(polistyrene beads or (laminaked paper; fo wikstand heok
moulding ; po\_gp)rop\y\}nz metal foils ; efe) in shaping /€orming.
ele. ;
for visibility & : _
for retuen or re-use. quality pa%kir\g. resist sovenls , oil,
(folded cardboacd ; gass (glass;ete) grease , dangerous
bottles ; QJ’C) chewmicals ,Q.\'c.
for shock absorbing. for rapid dispensing- to resist pressure
(coccucaked e (aerosol P“‘kqg 5 differencey (intecnal
Spray s jate. or exlernal).

polystyrene moulds efc) .
- For flexibility moulding or
chemical inectness.
(Plastic sheel” or film; thin
metal tubes;elc.)

o catry o printed
image .

be cheap fo manudacdure
& use.

be sealed, handled ek,
at high spead.

to be fire resistant.

ofhar unspecified
rc,quimmmts :



PROCEDURE FOR DECIDING TN THE PACKAGING

1. STATE THE OBTIECTIVES T SETTING PARAMETERS

g » A2 fhere TIME constrains 7
2. OET PARAMETERS » What BUDGET is available ?
* WHO is in drarge?o
e Who Should be tonsulted. ’

* Who will make e DECISION ?
» Any WEIGHTING on components/ ‘

informakion, decisions, eXk.

3. STATE THE PROBLEM One man - paskaging Coordinelor
L—-»fum R\E. PRODUCT PROBLEMS | or - a packaging Commille

-irs playsicol properties,

- ifs chemical pm%\c.rh'u,

- any parTicular hazards,

= any parhcuwiar suscephbilities,
- anflicipaked shelf \ife, efe.

L,- [ MANUFACTURER'S PROBLEMS |

-wha! equipment have you'!

- what equipment m™might you need?

- how fast or oufomalic need 1t be?

- how ™any Will be needed ?

- what magﬁn'als Wil be used !

- who Wil dat 7 Yourselves or buy-in? ek

\—3p- [MARKETING TROBLEMS]
-who buys W, & why ?

4 Deveroe A ' Packace fRorie L

- what are your ompelitors doing, 2 why ?
PROFLE - - whak is'\b\{ best physical s QS&S\'mcum!
« Physical charackeristics. - user Convenience (opening & reclosure).
y arammm ot profection. - how Will the “?mdw_k be d.isg\&yo.& 1
s Heraumcing iteap; -whak distribubion Channels B matods ?
Aapling eRuinee, - physical requirement, ratio of pockage
+ Cost weaidnt to product weight:

\—3p-[FINANCIAL PROBLEMS]
- Whal (3 ke unk price ...

5. DECLARE ALTERNATWES

» of fe package,
List odvantoges & disadvantoses - of ke product. -
for each permufted alternabive. - includa  design %}s& prinfing
. - buying-in -best discounts ?
AND PRODUCE SAMPLE PACKAGES FOR TESTING - where can eonomies be made !
TESTING | ]
- o5 singles,
* a5 muftiple packs,
- To Simulafe ogeing,
» for 'road testing”.
—3» Develop defailed speaficakions —5 ( BEST PACKAGE AVAILABLE AT
for each package tusted & LOWEST COST WHICH WiLL
feed back the wiormakion fo SATISFY ALL THE MARKETING,
We dedsion maker(s). MANUFACTURING & CUSTOMER
REQUIREMENTS

—
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HOW PACKAGING COMMUNICATES

(WITH THE CONSUMER) r :
/ BY DESIGN - the package is w
% By D ) a_ markehing fool.
Y UESIGN . é\hracts Got\‘ 4%\\!\{0 akt“;\ rack oltention .
-  Communicales foster hon onyting else.
A Lk of Lol . *Shapes e dharacter of e product.
* CHanaing THE ConsuMer's * Communicates lhe company's image.
PERCEPTIONS =— * May NOT tTv\s\fut from ot
roduct o onolnar.
* TRape MARKS 8 CORPORATE DYHBOLS = 1. Brates ilepulsc,s BTy }
¥ APPEALING To PARTICULAR = ,

MARKE T SEGMENTS Naw design charackerisfics
may change Consumer
ﬁﬁ Izmuz. dﬁ#k‘m'utab'_r

S (Shed product giving |
(MARKET SEGHENTS -« ~ ‘ TAKE CARE - ‘hat - o new imcxgas, &
e Markefing dept. needs o know \day ’ the impulses are not -4 new stze,
people bu‘w\’ & co-ordinake from'nerds disturbin g or.alienaking - - 0 wew price
IN Fo the Yproduct /(8 not vice-versa.) s S a‘new’ produd ?
* You way EQ seling tmages X USE_OF COLOUR ‘ )
appealing fo naw dmotiofal & psych- The quickest patk fo e emolions o
ological “Seqments. p be chosan for thair markeking effedtiveness.
N e Children & $yrs respond bask o wlour.
v * May influence emdional, mental &
TRADE MARKS B SYMBOLS ép\'\rihwl a.spexrs“\ 0 of A
g : { i e Colour (RSSeS the OY \Jour Py .
\%"m“&i\“ffm%f‘ SRR * Colour ;\)“(gfcm\cas are \inkQ&\’ cﬂsg To the
- Good. corporake Symbols C sophistication & environment of consumer.
express favourabld tings =

abouk its producks.

CHANGING PERCEPTIONS

Shapes might confer......
¢strengt , security & durability’
¢sharpness, neakness & deanliness’
¢ security, plentifulness & generosity’

. efe.
...... In people's perception of he
roduct. l . o,
MALLER may (nfer 'More expensive & precious.
LARGER might infer ' wmore bountiful & expansive.!
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ROLE OF MARKET RESEARCH IN
PACKAGING DESIGN

% Rowes of MARkeT Researcn

Market Research cuts risk by studying
e consuming public eq. people prefer
"o buy well pank(éa:_s\ walerials; e roles
of Lomen are qing Wik increased
freedoms omd buying ™ pakterns; efe.

% Types oF RESEARCM o

P ROLES OF MARKET RESEARCH j

% ReacTions T RESENKC“«»————T

TR TR h

oIt is axpensive & slow.

eIt reduces unorthodox innovation.

e It sometives falls.

* No substitufe for experience %
ke creakive spark.

+ Good Ju.dgeme,r\t s better than

bad reseacch.

* Good Judﬂm.cn\' (s not bekter
Han the best research.

» FACT - package design based on

L sound. facks’, méluences Sales. J

- The obvious Fests of package Y

- Perceptio

« To investigate obviousfeatures o - is it user-friendly?
) * To study “consumer characteristics -is the 'wet strength'

* What can e panka\%o, do fo odequoke!?

gncmm.ga. new p o buy. - 18 \t properly seoled?
* Define packogin maskelin ete.
roblems  to soﬁgm crealfivity. ‘9

* To put into Management's hands
he evidence to parmit kansms
> decisions fo be made.

k

TYPES OF RESEARCH
* Market or Survey Research

e Motivation Research
e Laboralory testing 1

}

> -\Who are they ?

- Why do they buy ?

- What are \Ray
ochually buying ?

- How old are they?

- Where do Wey live!

ate.

Market or Survey Research

Uses ‘quota’ Bufor ' random’ sampling
or consumer ponels.

-May use questiomaires fo defermine
V cusfomer reackions as wel as

straight ansuwers obout preferences.
- To dascribe e wmarker
explain it.

Motivakion Researth

- To uncover consumer needs & preferences.
- To define questions o be used in Survey
Researdh.

Laboratory Tesk ing tthen

strength | ete.

n Bioptics testing.
Uses a selection of apparulus
designed. fo observe gye .
movements to determine rdafive
properties of qttu\hbmga.ﬁivp /
aye-holding /brand ifion Also preference testing - uses the same
product id@ntificakion/ efe. &rodud’ inside ditferent parkaging.

"Which PRobuet yow prefer ?
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1. SHP\R\)EN\NG YOUR SE\_\_\NG TE(.HN\QUE JNP\\_YSE YouR_ PRODUCT
* IN-DEPTH  ANALYSIS or vour PRODUCT o——— ot o - Y - How many Confoseus
% SATISFY THE BUYERS NEED fFor INFORMATION o——— :Mmu«(%y e specitic & gwe that™ RESULT ?
% STUDY YOUR COMPETITOR'S PRODUCTS o—-—w different ELEMENTS of your

o COMpany's -up. :
* NEXT MOVES -Wh\rtgk“ ESULTS &&y be A

expacked by using your
—_producf. > s af your unique

BUYER NEEDS To XNOW COMPONENT Which gives

« WHAT RESUWTS your product his Result 2
will qive , and

* WHY™ will he gef those .
results b;; using your products How wany RESWLTS ?
Y exclusively.

THE COMPETITION
‘Whok unique elements, ete ?

-What components, efe. ?
-What results , ete ? Why do your tustomers
' stay wilik you ?

- quek personal serwviee ?

NEXT MOVES... - reliability ?
: ot Tur dod - nafionwide network ?
ol E e b - pockage design features ?
compelitors. 0——-W - ke
* Don't compare products _J '
Why do your COMPETITORS
Sfress your company's keep Wair cusfomers 7
policy of promoting, Com you wuokch treir wni
manutaduring , serVicing, ELEMENTS of serviee, ¢te.?
elfe. 4
- It may offend e customer \F CUSTOMERS BUY ON THE
whose™ judgement 1s queshioned. BASIS DF COMPARISDN - SEWL.
- Ir mo, _ha;(xu\ \_\b\z cu?{'omv_r's ON THE BASIS OF COMPARISON
- ¥, e SLEENL Y L
Ac‘k“mt\-?-dQQ W-‘“é Sed company's SaVICZ  wWhith are
Compelilion 2XSTS. Aifforent & specific and SELLTHEM !
lssue 1
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2. MOTIVATING THE BUYER & SHIER TR TR
* Why does the BUYER b%J?o%ﬂ””#ﬂ,.qhoug«s“\WQ'b%W” mind. -

P Roise thair sights o aur

* Having i would improve

* 1T need it o—
% Whal does the SELLER sell ? .
% How does the seller \NFLUWENCE

P\‘odur_l's.
Accentuale We benefits

my comfort/ \disure [winq fefc.
'I‘yo.\mo.ys s/\r\o W\ch_.S/ I

of owning our products .

* T would \ike Yo oun if. o—
e buyer ?DT

+ Did L do Yhe rig\r\\' taing 7 o—

SELLER SEWS ..., .

Saller does not craale needs,
he/she sabisfies them by selling.

+ Sell e results of omne.rskip ?_J

INFLUENCING THE RUYER
. S\'\_Ldj feir needs & wants o——NEEDS conbe prosed &
- Tailor the tolk fo each WANTS creaked.

| )

unique cusfomer o Lompare wanted results
right person

. Bzh}zve,g\'n gpour product ¢

- Bbe asserfive ¢

* Are you \"’JK"“S fo the of ownarship Witk K un-
wanted mgudh of nof
ownwng e pmc\umr.

* Wambed results are a
Qood. wotwakor.

* The untdonted resuits ot
NoT omm'ng O 0. Mofe

* powerful wahivalor fo buy.
-Be specific \whenever
possible.

-Have they e autkorty /ﬂ‘mu\qz efe.?
Y - Are you covering THEIR needs & wanls ?

Beliecve you can fill customer's needs & wanls.

Y \
AVOID e high pressure’ seller who. .

Go for comparison se\\(ﬂs
-bu_\j ours .
Cusfomers ore c<reatuses of

Whabit.
Assure fhem of your product's
parformance ; \er  reliability;

offer-soles service; efe.

+ Sell the benefits of ownershipe—t——— @ - PHYSICAL  Benefirs
- EMOTIONAL Benefits bhl

/ TANGIBLE
= Sones mowney .....
e -Safer .............
LESS TANG\BLE ~ Lonaer working life...
- Confidence in e - Keeps you haalfy....
product & e company. More \efsure time ...
- Paace of mind wit ¥
he product's pesformance.
- Stakus thak comes from

omv\\]\g one.
- Pride In oining one -
otkers LI\ 2 amd envy.
- Safistackion i We service
it/ we give.
- alc.

SEUS -wherethere is no need.
SELLS -~ more than e exisfing need.

»» CREATIVE SELLING — sells wvhere no sale existed.

o SELLS - more han theair acity b g
SEUS - w\m‘{;ﬁm' in pct;\)ﬁ' thSWV.. Py
Ll ’

GRADS &
Tesue 1
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3. OVERCOMING BUYER RESISTANCE

% Too HIGH PREE /! o

% WHAT T DO ABDUT YouR W\GH FRICE
* CLINCHING THE SALE

WHAT To DO 7 j

Too WGH  could mean -
« I cannob afford 1.

CANNDT AFFORD 1T,

- T 522 no difference befween
ours and. a d\mpq_r uersion .—

* the cheaper version Wil do all
at I require of it.

S0

- Dafend ta price ?

- RAISE CUSTOMER'S PRODUCT

. Iush?s he price?

ATTACK PRICE OPPoSITION

A —P AWARENESS by Qmp\\&siS\'As -

- extrm COMPONENTS Wik wake
. yours O befter buy.
- extro. RESULTS, more Wan the

\’V\rousk -
- Poduct knowledge.

CLINCHING THE
SALE - soying'YES'
Following aw are ness

and. inYdrest comes
OEUEF wn your

soles Yolk. p

- Compatitor knowledge.

varsion.

° Whak axtm dodyou offer ?
\

scounts ;
oduertising; reliability;elc)

Sarviee ; parts;

- Whal successes verify your claims?

- Whal COMPONENT Vickually quarantees
ok RESWT 7

~Which ELEMENT underpins our Service?

- Dawmonstmle i / puf it in their hands !

BUT ’I\-\a._ succasses must ba
W - independen',

be doubly, frebly , sure '\ will work
bafore you da !

- Cusfomer Knowledge ——

o Show Wa axm wortk of

your product over cheaper

<heaper version. .
- Low cost buy >wgh cost usage *

OR
- Tarminoke Wie inberview

Don't defend. Wae price.

o Know whaX yow are selling.
° Make a contident, logical;
Convincing presentation .

o High cost buy ~r probably \ower user

° Know Wieir needs.
o Know who you are selling fo.
o Justify why ey MUST have

your p\'odud:. o ISt

~ ralevant,

- can be verified, &

- have hoppaned in places &
circum slances similar
o Wis customer's,

Ik works wih ofhers it will
work with you.

o

Tssue 1

° Low cost buy » possibli; Nigh user cost.
N

P> Witk individuol (p@sonol) buyers
it moy be frue.

- Less likely wik company buyers.

S0
- Tdentify WRe real reoson for the
resistance.
- Negohake Yo overcome ke
resistance, ie. sall.

- Don't vary We price, vary te
pockoge yo.r\ oFgu. d

+ orR

- Terminate We intecview. ‘
VARY mcxac—.eJ

- Any discounts ?
- Trade -ins ?

- Spacial offers?

. € ' .
o : . Frao' qifrs?
Leads Yo CUSTOMER- DOMINATED inferview. rdg frars

« EXTRA  dements n
your <ompany's
back-up serviwes.?

cosf.

Cincluding vnhangble, 2mofional plusses)

|
Whal abouf ttwose valid crificisms ?
concede the poinf.

e 2% diminish the point, menfioning

our COMPONENTS, ELEMENTS %
ESUMIS .

\What about oll Hose Q{,\Q_S_\J\DV\S?
Thay are not necessarily signs
of fesistance.

They (mply inferest & a need for

infor maXion .

The customer wants o balieve &
be sure



(ONCENTRATE ON ToP-

TIER PEOPLE because

seling fo the l’np s -

e Better tRan finding
new maockels.

o Risk : rewasrd fakio (s
fovourable.

® Allows high-manrgin
ricing.

¢ Means fawer buk
betrer sales.

® Cucstomer orienfed.

® Industry dedicaled.

® Con be cffechive §

TOP TIER SELLING
#* CHARACTERISTICS OF

TOP-TIER PEDPLE ¢

* WHY CONCENTRATE ON
TOP-TIER PEDPLE ?

* WHAT ARE YOUR KEY
ACCOUNTS ?

YouR KEY ACLOUNTS

are the fop 20% of
your customers who
produce 380 % of
your profit.

IT MAKES SENSE fo
give Hem special
alenfion & cultivafe
confacts with Rar
senior managment.

]
v

TOP-TIER PEDPLE IN AN
ORGANISATION

s Refuse or rgject nomal
vendor fachics. _

* Work where the Major
wads

decisions afe .
* Are less (nﬂue&afd
rice considerations.

* \Want o learn abouk

ke ir own business.
® Interested tn damon-.
sfrable improvements.

* Want their objections

answered. NOT olercome.

Especially where your

services or producls

are replicaked by

rival companies. ;

Y

CHARACTERISTICS OF SELLING To
TOP TIER MANAGEMENT

Sell as a <wnsultant & customise

your product or service o sut them.

* Your approach is data dependent,
‘information infensive’ Concernin
fRe customer's pwn business.

* Use your customer's perspedive-
sell \m%rovzd profit & value - not
products. _ ‘ _

* Kaow how o improve fheir business.
* Discuss financial values you wuL
deliver. ]

*In ke consutant cole odh like the
customec's own Staff, not an ow-

sider.

This sorf of approackh requires

o careful
afion back-up system by your

own

comp

any o be able

& accurnke nform-

send

you oub ablz fo falk Yeir
\avxsmage. intelligenfly.

o Issue 1

122



SELLING TO  SENIOR MANAGEMENT (ToP-TIER SELLING)

| PENETRATING SENIOR ™MAET.

e Know Who makes the decisions
& how ey are reached .

e Research current indusfry data.
* Researcdn cument raw materiol
provision. o
e What are this customer's wndiv-
ldual problems & his sdubions.”

* What ore your solufions in
financial ferms. _

e Bualuake your solufions inlferms
of cusfomer added it

* Devdop opfions. .

® Eiminale errors Which lower
your credibility o solve the
Cusfomer's problems -

PLANNING TO PENETRATE SENIOR MANAGEHENT
ProrOSING A SOLUTION B
HANDUNG YOUR CUSTOMER

ADVERTISING & SALES
PROMOTION

T prOPOSING A SOLUTION

* Present your knowledg
of the cusfomer's own
business & how protit
is made.

* factner mukual improved  peofic |

MOKIN G O WIN = WIN

* Give opfions n financial ferms sifuafion

for salving Meir problems.

* Deferming & safisfy customer's
most compelling needs.

Y

HANDLING YOUR CUSTOMER

o i i Sales build aolliances but
I ﬁ«i&ﬁr&ﬁm?&tﬁ 2 4 oieecys buid. Saies als.
«H eople Tmprove Y
mfﬁ\spa\vgs & thar
performance .
e Maintaun customer
confinuity.
» Know your cusfomers
& tair csavv\po.m'zs.i

Objecfive orientated

Do You KNow.......?
- What s profitoble for Hhat
CDMPO.'f\y ( )
= Whak needs %o be improved?
- How fo respond fo thair problems?
-What your proposals will
cost them 7 :
- Whok improvements ey will see ?
- How much wmore profitable is
your Solufion ?
- How do you know it Will work ?
(Hove Jou a frack record 7)
= Houa Seon can you implement
\ ¢

Moke allies

Collaborale with your adlies.

Educate & leaTn abouk
eoch ofher. o

deek converagent objecives.

Negotiate n~ wutual

seif inferest.

Y

ADVERTISING & SALES PROMOTION

= Showcase your cusfomers

o Package according fo fhe level
ab which you are”promoting -

* Use tmde shows & exhibifions
stressing  profit improvement.

* Aim for key occounts & fop
fler customers.

A Use their daims & festimonies.
- Use their resulfs & cose evidence.
- Stress “we can do ke some for you!

= |ssue 1
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* YoOuR ATTITUDE

CLOSING A SALE

IN THE CUSTOMER'S QFF\CE \

% WITHIN THE PROSPECT'S OFFICE ——
#* THINK POSITIVELY

- Orientafion. 3 hvoid  sitfing directly opposit
- Don'f Waste fime —— 7 in ‘' confronfation’ position .

P THINK POSITIELS

% LISTEN CAREFULLY

* UsinG LANG‘UAGEﬂ

-Retain control of inferview.
- Look for o chance to close.
-Counter complaints “Yes...bur."'

- conversafion .
P'.\ragég\ttr-q\?lsg%ﬁ% £ B ey -:EF t\';\q only ma;\t o. chat - ruogn(gsq, ths & exit.
-1 { x y \ ' « If oy cannot moake o decision find. someone
kbi“duf;lmf‘, 4, progResy put o J who gou\ or terminoke e inferview .

*Keep o one side and divert
attention away from desk \i\lq.r.—\

-Your/ Keir time!
*You are not there for ke

LISTEN CAREFULLY
- Listen for signals which

- Don'l' (nferrupt

imply o sale”ls imminent —s————eg."How long is ie warranly ?°

- Make & casy fo Soy "YES!”

- Face-to -’Eau_’,
use literature
“When can you deliver ?* sparingly.

USING LANGUAGE - choose your
words wilk care -

- Not 'Sign the contract.. .’ but
T _complete e paperwock ..
or .. .complete e ogreement.’

-NOT.. 'cost’ . .'purchase’. .. but

\_(softer). . "invastment ' . ‘oun his.' =

- Be prepared fo cut short - Requaests for

' brocdhures mon
yw?:r So?l\“eqisantai\on & close W \'a,(\%‘l'c

—m+Delay price discussion as

YouR ATTITUDE
- Be sincere.

* THE EFFECT OF YouR
PERSON ON THE BUXER

L IR I B |

- Be confident. ]
Be oprimistic.
Be polite & smile
%bszrve. curfesies |

long as possible.
- Qtafe price & keep fodking
of e benecfils. '
Don't’ delay -1t'll pay
for irselé Yhal much3oconer.
-Build confidence.

roject yourself

PERSONAL PREPARATION
- Be rested . To be tired 1s

o lose enthusiasm
~ Kee pyour sense of humour
- Personal qroomin
—-Be organised &asserh‘vq.)

J

o [ssue 1

* Dress laste

- Project & sell yourself. —— Remember - asayw

- Be pleasant & cheerful. have been sfu T%{mg

- People buy fvom people Re buyer, so fhey
ey like & tend to po.y

have been sftudying
less attention o the price. you [oo.

» - Be clean. Don't offer offense

by ignoring personal hygiene.
%ully, Think of your

image & your~ cusfomer’s

perceplion of you.
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LEARNING

*¥ How do people learn ? Learning modes . o

P LEARNING MODES(STAGES)
* Theorist

% Factors in peoples learning styles o
% Higher level brainfunchions

% Factors which promofe or \mpede
higher level brainfunchons.

HIGHER LEVEL
BRAWNFUNCTIONS
Include -

. St‘mtqs(c p\m\v\ins.
o Problam solving.
 Decision wmaking.
* Learning from

eyperience [ ofhers.

k»Fm:rot(s \NFLUENCING
HIGHER LENEL B/Ffs HORALE

eMorale af work ——p of individuals,

N : ikt of departmants,
Hatarity ot individ uals T o tkcp%l‘g%n;\s Ssion.

* Time prassures.

» Pragmakist
Activist
¢ Reflector
Learners wmay chonmge from one Yo andter
in successfon o

FACTORS IN PEOPLE'S LEARNING

» THEORIST - recognises value of
olter's experience; Sfrong sense
of values; reasons for dding things.

« PRAGMATIST - Knows world (s tomplex; an
infikive realist ;organisakion 18
Yoo valuable foc experiment. LEARNING CYCLE

« ACTIVIST - pleasure Yram oclion; e e
doing Muings  Most work requires [PMGMM‘ST]&——[WEOR\ST]
straight energy & guls. . *

* REFLECTOR - Tecognises a \ogical, —
IACT\\J\ST 3| REFLECTOR

understandoble "world ; huwmility
n onolysing own weaknesses;
wanks high value output.

* Stress —» MATURITY
« Mantal speed _T‘S"‘ric‘;"ﬁss}f;'{‘_i;é:m“‘“d by -\ﬂhu iﬁabﬁ‘;s/he_r \e\;&\ of makucity !
» Brain dominance - Uneven morks\\&riag " B Ssjc\?ﬁlog‘%&w", '
- Vary shortfarm Jobg. T How e O bl s hisfher  FACTORS INFLUENCING MATURITY

STRESS & WORRY

*Need Yo learn Yo survive ...,

BRA\WN DOMINANCE

-Mind rtests on uncerainties - can't \et qo.
ve ackion cwo\d\'n§ examinakion

. " e stuakion or perso
© - Ophimistic planning ahead o ovoid confronting s Mai

r ttuakions.
- Decision & problem 0\)0.%?6[03\. wations
MENTAL SPEED - ALERTNESS - MEMORY - RESIDUAL SKILLS

planning ?
..eq. 26-32 yeor greup

- Emolional support & securry .. ..

.ag.young exec.qgetting macried
fe cycle Yactors og. major
promolion 1n prospect.

nal dctions.

—_— - Compul si
444IHEHoKYI“‘ of
LEFT RI\GHT

Analysis Synthesis

Words Pictures

Plannin Prioritisin

Action Tdea GQJ\Q?GUDI\

SQ.qun\’\'al Spak\'u.\

- Can the execukive quickly move into different
lovels of conceptualisabion and finking?

= Tssus 2



TRAINER'S VIEW Of

COMPUTER BASED TRAINING (C.B.T)

d Leamin
fer Al S

CML = Computer Man
CAI- Compu Tnstruction

% FEATURES oF CRT. ¢
% CBT. LINKED WITACML— W

> PROBLEMS WITH CBT. j
FOR THE TRAINEE
« Time for the dea to be
fed & Tobe motivakted.
e Time fo become famiiar

Witk the hardware, mainly
key board. skills ¢

e
Reduced by the use of
fouch senstrwe (V) screens

C.A L.~ Compuler Assisted Learning

FEATURES OF CBT.
» The presentakion is Modern ,cho&\mg‘n%i
& fe(TV) Mode is Tamhac o Y Lrlinte,
s The presentafion is Standard for all
frainees . Trainers ideosynerocies st
o It can be made ovoladle :
- doy ot night,
- on- ot off-shiff.
» It can be onailoble af severol remde
locakion areund o Ste.(or asound tuniy)
» Seif-pacing -1t walts uatil e framee
is ready To start (or continue).
* There i§ the economy of reus &
ssibly mulki-purpose use.
4 g:»e instructionad =1t maybe enlivened

- %\vz irmeduake feedback. Now't wil =

e Find suitable &r;gmm to suit traunee’s needs.
e Quide fmince

FOR THE TRANER  -—— b{ cdour graphics fo be wmore infresiing.
e Time. fo become familiar » Tt is confidential W_M.\'\'n%h\o\_t'/ )
wit COT. & get — trainee . '¥°3¢?\“Q';¢_d<::'¢k2?\m) ar inode-
e ¢ \CANN .
Seipe éﬁ:yg‘*ﬁ““ LINKED WITHCHL. |+ May need. fo be supplemented by oker
fulfil your exadt needs. T will already : | Mot-compulerised. achivities, especially
- Othor™ time. problems e———— | -fest frainees, in the field of management Truining.
- mark Qnswers & -

e p & mMonittt recordsof frames's progre,ss-'

» Make franing ©

long S nces of pramms.
P RAT

¥ WILL THE TRAINER PROGRAM(ME)

HIM/WERSELF QUT OF A J0B ? l L

WONT MY JOB BRE DIMINISHED 7
Who will :-

* Evaluare its etficioncyfinondally and

s Supplement areos of difficuky ?

» Fight for lRe finance fo implement CBT.?

» Organise fae overall franing programme ?

» Handle * interpersonal” aspects of fraining ?

» Decde the most approprafe frauning
system fo achieve raning objeckives ?

» Select & develop ofner ncessary Media
pockages ?
e Initiake CBT. & fell the compuler whak

fo do ?
e Undecfake the fruining nezds onakysis &
counse! R saect urses/condidofes?
......... Cerfainly not fac compulrer 1

* Innovole & de.s\'én new \Q,txrwr\\'r\l;c:X sequences’?
educalionally ?

= -

The Compuler may help W one &
or hwo of rese fasks lafer on.

P> OTHER. TIME PROBLEMS
Daveloping CRT. ,especially When
pulting programs Together youssas,
exposes O greckesr need for ¢
- neads onaly sie of requirements.
- wriling special objeckives
(affecfiue behavioral & cognitive)
- Seleching the best system
(hardware % software)
- Tesfing pre- & post- instrnclion .
- @Jaluabion againdt otker
fraditional fiining melkods.
- counseling & feedback for
o the fminees. ,
These are oll ‘ fime expensive.

Initiating CBT. requires o <€ —
heavy iwvesiment of funds. The
osts are “front looded’ ontd e
froining budget. Benetits may be
slow Wming”You have gof o
gef T right™ first Fume !
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WRITING TRAINING OBJECTIVES (1)

% WHY WRITE OBJECTIES 7o
% THE ROLE OF THE COMPANY TRAIWNER s

¥ AMS versus OBTECTWES o

% CLASSIFICATION OFf
D®BIECTIVES

Y

CLASSIFICATION OF INSTRUCTIONAL

— WHY OBJECTIVES 7 ————— P WHEN DBIECTIVES 7

TRANER' S ROLE
«The oufcome of

trm'm'ng 13 CHANGE .
» Trainers are CHANGE

(The changes are
usually il-defined)

AMS versus OBJIECTINES

o AIMS are stafements of whak
the Frainer wishes o achieve

o ORJECTIVES take '‘AMS’ apact
fo list e conshifueat aktirudes,
skills, knowledge or bahaviours
which it s desired Yo dhange.

° To focus altention on the + Objechiues should be
wriflen first as all ofter

specific requirements of
a particular trining situakion. actions depend. upon
W .

WHY WRITE OBIECTINES ?

° Objactives are precise stofements
Nt:\dr\ \'t\vtlp\’dﬁim. hdo.a\x;ly the changes
Which the tranin as o achieve. o———y
o They faquire kngu\ea e of e subject
(in Yerms of pre- & post- fraining expecrakions)
fo enable e trainer Yo -
- limit  ambiquity of nferpretation,
~ ensure wmMeasurement to determine
the cffectiveness of the training,
- dede on the best learning
strateqy Yo adniove them,
° They pm\u’iq a ferse Summary of

e course.

NEW IMPROVED SKILLS
MORE \(Nowuabee

NEW RERAVIOUR

AMS - are usually broadly
based and are/ permitted

OBJIECTNES

o They may be dassitied wh He
3 domams of learning:-

- Coawnitive,

- Affective, &
- P3ychomotor.
(Set S.')_D‘l—/‘ls)

fo be vague B ambiguous.

= |ssue 1
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WRITING TRAINING OBJECTIVES (2)

¥ WHAT 1S THE PURPDSE OF OBJIECTIVES o
% TRAINERS' PRE-REQUISITE ROLE o

P> OBIECTIVES MUST -
° Describe the achivily to be mastered. . ...

% TYPES OF OBJIECTIVE o W °.%0_\‘ dO\gn “’\Q_E(‘_Dnd'\\‘\ons under Which
' moy be performed ... ...
% THE LANGUAGE OF OBJECTIVES ° 5\'@\‘0.3 o uphak Standard 1 must be
% HiaHER ORDER LEARNING parformed of wik whok tompelence... . ..
TRAINER'S PRE-REQUISITES ° Be accompanied witth defals of METHOD
: : . measurement & by \WHOM .
o Analyse the desired skill/Knowledge '
required to perform an achivity.
o Assess e trainee's capability fo
do 't vow.
o Assess. whak okra training is reouired
to complete the achivity to a”particular
level of competence.
TYPES OF OBIECTINE
o Cognitive objectives o »Deofine desired Knowledae
. o Affecrive objeckives . fo be ocquired by e ond
o Behavioural objedives ) of a \carning sequence.p
o \ \ -~
LSE OF LANGUAGE W wRrmnasehomoter obieckives Dofine dasiced new q
OBTECTIES attitudes following \eaming 2
o Since Objedives have to be ; ; ch'itv'nhz.& A
specific & unambiguous , fe Eﬁ‘mﬂ d*'u‘:"'m ‘Qrmtu;gl; . g
words used mMust Be specifie ehoviour Tollowing training.
& unambiquous. Define desired new wdor
skills fo be acquired following
> WORDS To BE ANOIDED Eraining. COGNITINE. OBJECTIVES e
- Yo KNOW Divide info -
- o UNDERSTAND , HIGHER ORDER LEARNING
- to APPRECIATE, Lower Orpe® ORIECTIVES <€—° LOWER ORDER LEARNING
Y - to LEARN, erc. ‘YO TOSKE U4 PEdhing,
HIGHER ORDER LEARNING (denti Jing . FReopising /e, HIGHER ORDER. DBIECTWNES
o CLASSIFICATION - using recalled information 2-WORDS To USE " ol ‘;{.?f"“sm‘x';g‘:;‘;;‘:{“"‘gg-
Fo classify things nof seen or met before. -to, ADJUST, 3 9,4
o RULE USING - |Qarners use rules Yo produmce -Yo ARRANGE, » WORDS TO USE
results In o Stuahion Where ourcome s uakaoan. - o LAST, -Yo ANALYSE,
° PROBLEM SoLING - uses learned rules or info? -fo CHANGE, - to COMPARE,
on an “unknown’ Situafion fo produce a desired ~fo EXPLAIN . -to PLAN,
outcome.

- Yo DISTINGWISH , efc.
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WRITING TRAINNG OBIECTINES (D)

* WHY DO YOU CLASSIFY INSTRUCTIONAL OBJECTWES ? o

% How DO YOU CLASSIFY (NSTRUCTIONAL OBIECTWES ?
% WHAT MAIN FACTORS CAN AFFECT TRANING

OBJECT\VES ¢

MAIN FACTORS AFFECTING
TRAINING OBJIECTWES

o Conditions

o Parformance ————
° Standards

STANDARDS

- Aftainable /capable
of achleveament.
- Level of performance

re%nmd.

- Need to compare ACTUAL
arformance Witk MINIMUM
DESIRED performance.

PERFORMANCE.

- Musgt be an observable
ockion of Some kind.

- Statewments of objectives '
MUST contain an oppropriake

verb .

CLASSIFYING OBJECTWNES

The 2 \mrm’vxs dowains
are -~
° COGNITIVE N
o AFFECTWE
° PSYCHOMOTOR

)

AFFECTWE DOMAIN includes -

« Aftitudes, ‘QAAH\S to
kinds of bewhaviour.

- Interests.

« Volues.

* Emotional states.

rd

PSYCHOMOTOR. DOMAIN
indudes -

- Body movements,

» Manipulakion of shimuli,
* Overt physical achwvity,

N—— (ONDITIONS should be :-
- Realistic.
Accuroke.
- Clearly expressed
- Used o \imt or Qn\o.‘:ge
what a franee has 8 do.
- Complete

leading fo he devalopment
of physical skils & Coor&'\r\ahbnvw

P CLASSIEY  INSTRUCTIONAL

OBIECTWES
° To check accuracy & Seﬂm\cm
of qroups. ackivities \
> To_devalop appropriake
: instructional strakeqies —
o wrife appropvmkq. Fast Wams ~
° To faclitate We wrking of
objactives

-Makes writing  objedives
Qasier & dearer.

-It s wmportant fo measure )
\earner  performance astusataly.

V g
-Different types of learning require
different wethods of instraction .

* Sometimes LDW ORDER ‘tasks are »
promqmsxtes of Hl@h ORDER Yasks.

k——> COGNITNE DOMAWN includes :-

* Recal,

. RQCoS\\\\'\bh of knowledaqe,

- Recognition of intelechial
ki?ho.r order SKIS eq.problem
SO\J(V\S ;

INDUSTRIAL TASKS
Referring o shopfloor tasks
only , ey fall wost commonly
ifo cognifive & psychomotor
domains. .
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ORGANISING YOURSELF TO STUDY CAN'T STICK AT TASKS

 Concenfrakion spans are usually
obout 20 wmins. Wik \afsu in Detween.
all

The common complasmts of mature students are :-

* Split work info small (achiovable) chunks.
- m“hot shick ak &"M‘k fo \D“S o— e ‘Litle & often’ will CDMdQJ’Q fousks
less onerously ~
- don't Knou uhat fo do next e * To overload onesd§ wik large Fasks

- fake an age to ger started is fo de-motivake yourselt.

: . WHAT TO DO NEXT ? Total No. hours [week
- seem o be casily disfracted Organite yoursai€ :- is less important than
- cannot work in the ewenings « Plan your study time,spend one ke number of hoursof
session/week alocaking Yasks o EFFECTWE study.
- don't get any supporf Fime spofs. .
, - frepase the makerials you will need,
- T'm nof as good as those B 0l e
fudent * Go fo your saledted work place
JOUNG BRGNS Be Hf\ou\'r\—\é you have :- 2
- the Yask Yo do,
- the krm\s Yo do i, 2“1?13/‘2“@‘2{\“/
> - e fime fo do &, Wen ..., l 9 : ¢
R B . Ro.wnr: gomurs:\(’ o:\'cor\:a;;r(ns atask Ahe T/ visik Toie/
Rubbish ....... . ee.
« Most t’)‘“‘h*“ 5‘;@;\;3 goe | ORGANISE A 'WORK ENVIRONMENT' wift. - Plan next Fask.
- Detler wotivaled, - Good lighting , heaking & ventilation.

- Defter organised,

N : e Al he wakerials you will need.
More  experienced. a

« Mogt have the same unreasonable * Good. Working Surface, correck height for you.
inferiority Complex concerning their ;gg:;%grhtrf\a p\fﬁt'& -\E\‘@p%ﬁ”ﬁf’uipmﬁ@?'
Compare. notas & you I find. ks out Mo = > e
* Compare notes & you Il ft 1 ouk.
. cow\%m results Wik youngsers ... . g‘?o"ufs(g&';k of overeak beforehand . Creakes
- AND_STof TEELING IHERIORS v * Plan Yo m)oici/ prevent inferruplions ———— Lot friends know hat

SUPPORT FROM WHOM ? - P> CANNOT WORK 1N EVENINGS .. . Ci“ﬁw‘;ﬁg’c\*;“im‘* 2y
+ Colleagues ? you'll have to be O.K. - \*}"\U\ con youw work ! % T've work to do...”
firm & do what YOU want. « Paople’s rhythms differ, some
« Family 7 have you really e d_myhm/\ato. night /aarly , ,
axplained wWhy you're doingt? MOF nin uork%rs. ry and REMEMBER - if you think
+ Try wmaking o contrnck ....... " identify your *bask fime' you con or it you tink
“TW do...7..if you'll do....agreed? & arrange things accordingly. you connot ........
* Tnuolve them if you can. you're cighr !



RECRUTMENT

ADVERTISING - WHERE TO ADVERT\SE
_/"T > Infernally. o—

oy What systems  axist within e

Cmv\po.n_\; 1
% Where fo adverfise ° Extarnally. o— | * wotice boards  + house wmacpzine
* Media adverfising o : ) - newsleters Srarumq,
* Prass advertising « g Sp——— . am%ﬁ!ﬁ:l; ;ZLSL_V
* Whok fo say ED\P\ ADVERT\SING ? * Use' recruitment agency. P
* Other aduertising You need o Know..... * By advertising
. : © Whak budqger is available?
% Othar considerabions. o What 50[‘? of Vime. Sc_o.h_/ aF
W degree of urgency? . %se\; mukh‘a, "
] h(lk CoNer S T red = Jdobh cnires encies.
_ M-*L b el - Direct to educafional
Local Radio, PRESS ADVERTISING ———~ Vs astablishments
. s Local Press. COVERNGE - Agancies R professional
o Nakional Press. « Loeal. reqisters.
° Journals. + Reaional .
— Y 0 Weekly advertisers. ¢ Makimnat .
WHAT To SAY + Journols could be -
1. Job title . COVERAGE. - ;\fﬁt‘yl/
2. Koy Charackeristics. » » arveryy.
3. Aspects of person ' Sde‘&_\'f}oﬁ:ﬂgﬂns - Check lead Yimes for -
speciticakion. - Bro mgcas\ (aq. daii - agency arhwork & copy-
4. Ralevart foctual info® Y nows Qrss'mdlyd‘) - printecs of journals.
5. Salary& workin TYPES OF ADVERT. papers, rad,&e.
6. Now ke rqs;z:dt\:“s + Run-on' >aq. situakions vacaat, .30 words.
ad\ert * ‘Somi- dxsp\og eg. double cdumn, print , ¢ 200 words.
\ — e ?c\pcr sat'display —e.q. boxed , differing type faces , ofe.

OTHER CONSIDERATIONS

o Pool of obuifies.

° Dagree of unaemployment.
o Parmanence of tkz Job.

o Company im

° Duyer's or sel er's maske!
o Hows fo minimise. unsutable

* "Trade set' display — e Q. boxed p\cmru vefuen slip, afe.

HoW To RESPOND
*Write / phone for defals of job

+ Sand \etter & <.
- Find referans ... .
e Call and Yalk .....

Condidakes .

o Othar costs i

CoST OF -
« Aduartisin
« Interviewn

tet

- \isit job centre .. ..
- Other alternatwe courses of ockion.

- Beware wmisleading
{ob lirles.
Salary negotiable.

* Gatting e Wrong man.

& / or oﬂ)\\mhon forms.

lesue |

I varers -
AV - Recrdtmeny 3 Seleckion



[4 4"

ABSENTEEISM

¥ Why is it an imporfant fackor 7 o0 —r
% Usuol reasons for absence 7 o

,_,yl- WHY \S T IMPORTANT ?

~ Direct costs o-

* Ways ot reducing absenfeeism. ¢
¥ Change procedures.

|° Absenteeism Costs money 5
»DIRECT COSTS

) - Indirect costs < Produckion lost.
. + Scrap /waste \evels higher.
* Increased wmanufacturing
' down hime.
REASON S FoR ABSENCE 3 &ﬁ_‘—s:h igl\:\\/lg‘% PFOb\QNS.
> Carlified Sicknass IADIRECT CDSY2

« Effect upon other employees -
- morale suffers,
- efficiency lowered .

o Uncertified sickness.
o Aultrorised obsence.

o Unauthorised absence

Y

] Customers not satisfied,

REDUCING ABSENTEEISM

Lost orders.

o Examine personnal records for
details  of
° Analyse reasons for absence
& look for frends.e
o Talk Yo sfaff ¥ supervisors.

- For qood reasons.

absences. + For no good. reason.

rocedures.
o Delter communicakions.
o Different manageriol
attitudes. -
o Chack on recording
procxuiums.

o Counsal ;EQFS(SWM offenders

\ I Look for absenfeeism in -
“—— e CHANGE PROCEDURES . pm‘hcu.\or age groL)?s,

o Job Redesign o- - particular qrades o Q,Mployus.

o Flexible working hours. *full- or part-time employees.

o Incentwes for ‘qood » parhicular departments

' attendonce . J0B REDESIGN - particular occupakions.
o New disciplinar » Introduce piecework. + personal characteristics

e Finish & leave.
e Greaker involvement,
* Line v. cell assembly.

e Smaller worlking qroups Yo
incra_msg gokcg

PERSONAL FACTORS

fon. -
« Balter working condihions. - Male or female.
* Sofer proceduces - Married or Single.

- Long- or short-term employees

) COMP\."M v. part fasks - Parficular ettnic groups.

Tssue |



THE MANAGER'S 4 ROLES

(or‘Which quartile are you in foday'?)

DO&S IMPORTANT JOBS
BUT 2 1S JDIRECTED

- olters may make legitimate
demandt on your fime,

= unpredictable environment
maokes ganning oned own
Fime difficult:

» frusfrafed ab \ack of
aulonomy,

» no fime b fAink,

» uses own fime Inefficiently.

tackles -
HIGH PRIDRITY

fan

ACTIVITIES

A

» Manager has confrol & high
- aulonomy_

» faces up To key fasks,

+ Tackles difficult importaat problems,

« doing what s/he is paid fo do,

» satistaction Comes from goal
ochievemaent.

REACTIVE -

* fao many inferruplions,
« ofkers unclear obout your

\ ,@1,
. ur\w\l\\'ns fo say NO.

~ runs fast bul qels nowhere,
o frustrafed ak mnability fo do

whak sfhe s paid o do,
» disenchantment.

REACTING TO OTHERS -
UNDERTAKES Low
PRIOR\TY , JoBS

NP

Y

Lackles -
LOW PRIOR\TY

P> PROACTIVE

+ unwilling to delegate (insecure),
* unable fo delegafe (Staft

* lack of other re.sources,mmqq}mm'

* low priority fasks used as
relaxalion.
» job purpose seems oul of step
i ;ik reality, "
organisation's ¥ oun per on
- %f priorities (goal Spl?iizment‘),
» suffers stress as Consequence
of above,
» disenchantment witk otg\p;\isah‘on
& its policies,
» no solf- oc staff- development
possible.

DELIBERATELY PLANS To
DO RELATWELY UNIMPORTANT
JoBS

ACTWITIES

* Symploms
» Cor\secyuv_ncﬂ.s
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NDUSTRIAL RELATIONS

[ DEFINITIONS OF LR.
J o A shudy of e instruchions of Joo REAULATION

* Deruimons of LR, °

* PHupsormies of LR, o=

% Cowrectve Baraanme CONTENT o

% The STATE'S TNUOLVEMENT s\

% Power W LR _—‘j

POWER IN TR. (o'u.D\'CL\'l'm\) *
'Powser derives wore from the roufine
licabion of effectively unchallenged
assumptions than from fhe manifest
dominance ot one fackor, group or,
policy over ofwers in open conflick.

(WESTERGAARD B RIESLER)

(FLANDERSY)
« A study of the rTules %avm\h\g amploy ment,
fogather With the woy they ore mode &
changed , inferproked & 0dwministered.
h (QLE6G)
e The nolure B Aavdiopment of CONFUCT tsait.
¥ _ (AARGERISON)
BASIC PHLOSOPHIES of TR..
o Pluralism = l
e Voluntarism
* Primacy ot Colleckive | w
. Bargaining | ‘
COLLECTWE BARGAINING ‘ PLURALISM
CONTENTS  way be:- o Industriol organisakions
* Subsfantive ,or &i?ﬁgﬁtii%v\?\dhﬁm r_msv\a rise qroups.

I

adernal concliokon,

e Procedural
J arbitcakion of aven
PROCEDURAL: worker participakion
Requlokes the conduck of in decision ™Making.
the relationship between
lhe parties to e ol**
reement over qrievances,
dismissal, redundoney,

recognition ,te.

SUBSTANTNE ‘
Regulakes the contractual
employ ment redafionship

THE STATE'S INVOLVEMENT

bafween Qmp\byer 2

e Provides a legislabive Sromeriork

- Individual Law, ote

- Colleckive Low. ’

« Prouides Advisory ,Conciliation &
Acbitcation Services (A.C.AS)

employee CoNEriIng pay,
hours’, holiday s ,condikions,

Y

o Mano.qemaent o,mp\;%ym
have ditfarent ams &aspicalions
which are e source of their
conflict of inferests.

o IR. is concerned Wit resdving
hese eonfliding interests
frouwah substantive awd
proceducol regulakory rules.

More simply pul .. ...
“Them ond us
‘Hanagement's right fo manage’
¢ Employee’s /Unions cight hm_.xp_ ,
d\aﬁmga wansgement dasisions

- YOLUNTARISM
o Frae collaghive bargaining for {iung pay

B tonditions.

o'Non-legal System of IR,
> Complefe  outonomy of bargaining

pastners.

¢ Free voluntary Coledkve

* The right fo strike’

Hore simply put......

bargaining’




DISMISSAL & THE LAW
% WHEN DOES DISMISSAL DCCUR?

h—» DISMISSAL QCCURS WHEN. ...
- The company Terminafes the

amployee's confract.

% FAIR GROUNDS FOR DISMISSAL

% LINFAIR GROUNDS FOR
DISMISSAL

UNFAIR GRDUNDI
may indude -

- Trodo Union membership
or union ocrivities.

« One's foce. _

. One's sex or macikal

stafus.
* A" spent” criminal

covwiction.

N |- Employee reSigns as o result of
employer's befavicus (ONSTRUCTIVE

DISMISSAL,
- Expiry of contradt. . MISSAD)
- An employee Tesigns while under
netice 5 \om\'r\% cdismissad .
. An employee has Deen on strike

- An employez is refused w
—'— following makernfy leave.

followed. “by Selective re-endagement.
Y 1q0ge

'FAIR GROUNDS' may be for -
* Misconduwct,

— « Redundoncy,

« Breach of Low,

« Nalional Swrlt{ reasons,
- Incapobility or lodk of icakions,
- Any offer “Substanfial reason.

* Striking .
. Non-mambership of a frade wnion na

union Mewmbership agreement Sikuakion.

Y

CAN THERE BE UNFAIR DISHISIAL

ond  REDUNDANCY ? “YES, ig...."

- the Teasons given are inadwmissable,
- s confrary To o Code of Practice,

3 WHO CLAMS ' UNFAIR DISMISSAL ? ——FFull-fime employees working 1o e

* Who DECIES ?

-it's ago.\'nsk Qﬂ%ru.d. procedures of

normdl ocran Se,mp.nts .

more) hours per week owing Worked
continuously for fhe company for ok

least 52 Weeks.

If e dispulfe goesfo a Yeibunal .=
- Employer mMust prove fair dismistal,
* Employee Must prove unfoar dismissal,

..... the. Tribunal Wil decide. (The

amployee Nas 3 monts fo Dring a.case)

% WHAT REMEDIES ARE AVALABLE ?

+ Compensakion Xfor
- Re-dngagament or re-insfalement.

THE COMPANY DOES NOT HAVE TO TAKE
BACK THE DISMISSED EMPLOYEE.

Legislalion correct APRIL 1934

WRONGFUL DISHISSAL  when
therte 18 o lack of notice
given or mongy in liew of
notice .
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AUTHORITY IN ORGANISATIONS

—

% Types ofF ORaANISATION
* TYPES OF AUTHORITY =—

% HIERARCHY N ORGANISATION
OF AUTHORITY n————\

L
L J

TYPES OF ORGANISATION
E’no_ fwo extremes are:-

MECHANISTIC o P MECHANISTIC DRGNS

Are charoclerised by:

|
ORGANISTIC e———~

- a sfable predicrable

_environment,

- specialisms obvious,

- fasks well defined,

- authorily vested tn
fhe Wicrardny,

- value lo%aity
o

TYPES OF AUTHORATY

4 edience.

ORGANISTIC ORGANISATIONS

A system of rules —-<

Offices / Officers
Y

Powers

Y
Procedures fo follow

Depersonalisafion

- P — i o=

~

* AUTHORITY N ORGANISATIONS

Y f Strengtla in its or
A RATIONAL. DRG'N- = - Rules & pro

» Qvert g
° \ Arae Characfecised by -
> Couert - lass srakle, open environ?,
- many specialisms,
‘ - Foskd confinuously redefined

COVERT AUTH'Y occording o neads,

- exercised through - autthority wore desmocrakically
the ‘political’ system. dispersed,

T ORGANLSATION W inen  for power.

OVERT AUTHORITY

- aerused fwough formal
aufority systems.

ADNANTAGES OF RATIDNALITY
nisational form.

ures.

- Depersonalised , not subject o
individual wWhims.

- Informakion \§ recorded &

available for reference.
- Suited o a watl. \r\{zra.l‘d:\‘y

giving eftective conkro
- - Qualification-based experts wmay
AUTHORITY | be oppoinfed Yo specitic
- Charismalic ———3= CHARISHATIC manogerial roles.
* Traditional - Depends upon personal
- Rational/ legal og;n.l’xh’o.s ot an individual. Y
% ” w&:;g;‘%@t‘gf iy " IT CAN CALCULATE THE
ety BHAY | CONSEQUENCES OF A
PART\CULAR ALTION
RATIONAL / LEGAL TRADITIONAL

-Bureawcrofic - rdakes
fo aims/funclions/goals.
-fassed on toowah
office holder.
- Strengltened by new
rules & procedures.
- Informakion or resource
Control ™eans YTOWER.

& usage.

- Depends upon precedent

- Aulkorify, bound by cusfom,
may develop along
or PATRIMONIAL lines occording
fo circumsfonces.

FEULDAL

126



LEL

INTERACTIVE _SKILLS

s WHAT ARE INTERACTIVE Skus ? (
% WHAT 1S HMEANT BY OUR BE“Av\ou&?(

hose skills used iw face-fo-face

our behaviour Yo ocdhieve C@rlain
—* objachw_s.

ancounters  when . We QrZ OrgRNISing

o \NTERACTWE SKILLS -Definition o4 3 Comwon lerackion Situakions

wouldh fncwde bosrgaining,
cooching , frainin g , problam
solving , domestic. argumens,
ate. Tae \isk is poYentialy

Dur DEHAYIOUR

e The Winas We do which ace OVERT
& observable. The are a muture of:
- reflex Muscle movements o—

imiflegs vohere \:1 or
\: Mm(\i intaractions may
<ome ouf.

- \earned. communicaling behaviour e—
o W will somelimes ‘armnsq,‘ our

bahaviour o increase e pmbab\;_'\a‘y

¥ WHAT MUST WE LOOK To IN

BEHAYIOURAL TERMS 7

of baing successiul, achieving objasives.
somehmes colled ﬂ_J

" behaviour shaping (see 8.30¢).
May be a simple”as o yawn

non-verbal) of an Opan gpestion
uerbal).

. Our own behaviour” makiers
bacanse 1t influences ofters

LEARNED COMM™

— - REFLEX TAQUEMENTS - Usually
> motor’ habits , gestures &

wMovaments We wnemnseiously
make
Grouped. fogether,
¢ tho.;{)%o n\‘r%ur A

our ' body langunge'

e The '\mpovkav& Loctors are our
ierackve compaionce &
personal credibility

in face-to-face interactions e——

. |

% How DO WE BECOME COMPETENT 7

-\We become skilled: in interackions
by involvement w foce-to-face
interackion. We must :
& %\&suvc o\\::qm,m} .
- Interprer War ochons,
ercepkion
- Arrapnge our b(v?k\av%gr h:)>
sut fRe objectives of e

This assumes thenwd , ocasionally,

fo consciously adjust our bahavioir
fo achieve duc Dbjeckives during,
or following , inferachions.

intecackion. SkiMls are learnt, acquired
: | — formally or m‘%o\‘MX\ ,

\eadin g to idankifying beh-
oviour wost
ke current S {on.

Moy be verbal or
non-varbal = ol
visible feakures

- The boundasy of your Dehavmur is
sef by your personality.

- Porsonality = sum of our wnique
capabilities 8 inclinafions.

-0¢ less importance are

- technical expertise,
- famperawment, &

- olfitude towards people — - altkudes , fedlings & wotives are
less visible

-Tn interprafing ofwers behaviour, We are
; mﬁo&?\'n b °

always sp

mpriake. fo -We are fre

e ouker signs B wmust
inner fealings from Waic Behaviour.
-Ous inferprefalion is condibioned by our
past experience.
qdently Wrong o We Mis-read
otker's behaviour.

QLamse e See only
5 Weir
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IN\PROVING INTERACTIVE SKWLS

M SETTING  OBJECTINES

% SETTING OBJECTIVES BEFORE INTERACTIONS
% WHAT 18 Av OnJecTne 7

(

« Satting obx:di\lu for an \nferaction
does net change e inferadion o—of
+ Hoving objedives renpires on

% SOME BENEFITS OF SETTING OBJECTWES

‘activity! fo be performed Yo
achiene them.

- You can have infer-
achions Wittvoulr objectives.

« Absence of ohjectives may be
indica¥ed by omments eq.

WHAT 15 AN e ore pm&uc,\:wt.

0 1 1
BIECTNE . pn objeckive is :-

o A sharp, precise predichion obout a
staxe of offairs you Wish to exist
ok o set fme in teturure following
an nferaction . °

o A stakement acticdaling the oubcome

h
. 4

BEMEFITS OF SETTING
OB TECTWES

¢ Clarifies whak Now
houe fo DO.

prediction &

communitake Yo
fo ocheve.

« You can compare e ourcome Witk e
\LQ&Q. '\_{OU.T SULLLess.

* Having o staked objeckive halps you fo
oferd Whak you Want

ou want for a Stuakion. o—
< In business inferactions, objectives
usually rafer Yo agrezing, fanning
ot deciding things. T

bahaviour & ©
We con plan Yo Yry

& adopt o

s WHEN SETTING OBIECTWES +

Avoid .. ..

* Howing ‘overall objectives’ (foo large)
& not just ones or fhis interacdion.
+ Not “gpecitying sandands of suceess.
* Failing to distinguish befween
‘activities’ & 'dbjectives’ ralaking ot
inerackion.

« Objectives unrdlaked o the real
Stuafion n proquc.t.

our Objeckv o(s).

Ploanina WIN:LOSE transachions
e skills of

interackion. Planning

o——3 ... 0ll day In Mmh'ngs”

. Tépiu}l wanagers sgend upto 8% and nothing ochieved .
of thair day in Q.\‘a.d'm_(h\ls\l’k people, € notime fo geb work dome
ese could be plonaed o make

here, T\ toke i home.”

Usually has 2 dlemants,

- o desariphion of W
outtome faak you wan.
(dasicable % raakistic)

- some standar bywhich
fo meosure sweedss.

If we con cmol\{sq mferactive behaviour, fen our
or's bamoviour woy Demonitored.

parthicwlar style

of behaviour 63§ ™Most opproprinke fo acweve

'S 0 wisuse of
WIN 1 WIN

fransackions is more occeptable.

Common cokeaories of interachive Dahoviowrs %

be identified ore :
- proposing, - sugqesting ,
- building , = %.%\'n proposads / suggestions,
- d\sa.gro_q.\'ng - Supporiin
- difficulty sfaking - Seekin éo\l‘i?\'c_ah'on

There are oter tdentifioble

anoNiours .

(Ackrowledgz ment Fo P Honay)



6¢ |

USING INTERACTIVE SKILLS L OPEMING PREMISES

/ We stort from Yo interachive situakion itself
¥ OpeENING PREMISES o=

g e and-

* BEHAVIOUR SHAPING = e There is no conflick or power srug

w pm‘hcipu\\‘s
» Mosr agree
behoviour

mfluence or'
* Youw moy do

accessible

* You tan ‘arrange’ your outuward bdwaviour to

« Only ofier petsons overt behoniur 13
Yo judge our affediveness.
o Tnterachive sills ofe wore effedrve w 1:\
AEHAVIOUR SHAPWG | Maan (n |t many tieracions.

ot -inferaction objeckives.
\e. if bot :

have aquvalent o\gjv.c%ims. o——a 3 T -step
frere is o Wink berwezn owe persons behaviour
and  onoter's.

¢ “anoier during Werachons.
r Constiously ©f unconsciously .

e beWovdurs.

s FACTORS REDUCING EFFECTWENESs | * Our behavioral ockivity commonly frigaers

« Bohaviour shaping iS O 2-WAY Process So
x(ﬁu may be 'shaped’ by T ofker person.
+ The language of e inferoction olso flags

eg.' disagroeing - dis ogyeeing

EACTORS « Wa hould d\sup\ma ouf ouwn beh

* Shortage of hime for muddling the Ofer person.
+ Conflicting objedtives. | is lisraning adequakaly.

' a pacheular response W Teply o
] o singe- cakaqory-al -a-time 1o oNovd
be ntzrackion. e We are only effedtive if fe ofer parson

) y ‘
« Where omotions are | * Some behdviours are wore ‘powerful sh

sniour gpirals  wmay \ead Yo & aﬁa\r\g\'n\q

opRss STRONG ' SHARERS
roused. tan ofers tn seeking o predicoble neackion o= - Seaking Suggzsrlms/ proposals,
.H_“;\mn be mg bca_mz,“‘im'a\r when dealing » %usge_sh'ng,
! Witk an unskilled person eg.intervieder with - Proposing,
% CHANGING ANOTHERS BENAVIOUR on unskilled in\'@r?l(o_wug = Buﬁdmg‘?

CHANGING BERAVIOWES 'In planned
interactions Whichare prederermined,
dorailed. & oction-orienied Yo adhieve
an objedrive :- “
« Dbsarve Yae olker's behoviour.
¢ Fead bock observelion3 o Waem so
they are aware of We behavioral
dharacteristics.
« Holp them plan o change.
¢« Loave them fo shik fo fae Dlan. J
- be supporfive 1f necessary g counsaling
- don't offer support eq. Gicking to slim

- Seeking clarificakion.

(s2a S.20b for list)

COUNTERIN G AMOTHER'S 'SHAPING' BERANIOUR

- Advance your (deas o3 'suggestions' raler Yaan
‘proposdls ... ‘supporting’ 1878 hikely oufcome.

- Awoys  Condwde with & shoping behaviowr Yo
refain Control of o Conyersakion eg. & sugopstion
or ‘seeking clarificakion.

-To auvid ‘dsogreging’ of ' ditficulty staking' fry
‘building’ beRoviour. Building o!tm begets building
08 Seen (n Drainstbrming sessions. .

-To encourage conversokion tey ' building' or ‘seeking
susbgv_shbns ~furker encouraged. by verbal & non-
verbal support.




iv 1

[

QOLVING PERFORMANGE PROBLEMS PEREORMANCE, o—— 3= PERFURMANCE DISCREPANCY
D_////yo An act whidn canbe

% \WHAT 1S MEANT BY PERFORMANCE” ? |

observed & wmeasured.

(Desire _(Observed

Performance)

* Questions ABOUT PERFORMANCE DISCREPANCY o—————d

Par ormcmc:z

= ferformoance

¥ CopINGg WITH SWILLDEFICIENCIES

PERFORMANCE DISCREPANCY

discreponcy

% How TO \MPRNE RERFORMANCE
% THE \MPORTANCE OF FEEDBACK o

o Tst important 7 o
o To whom does 1t malter 7 o—
W 1o Tsit o SKILDEFIUENCY ? o—

= PROBLEMS (1)

PRopLEH = Foclors coumsing

discrepancy.

-he job itsal§,

-the Ttools used,

- e adwministrakion,

- tha job requirements.
o frowid ¢ performance aids
o Were they ever able o do

FEEDBACK ]
°Knom(<z,dge of one's performance
will motivale the employee.
o Possibly through sdf eWaluwalion.,

COPING WITH SKILL. DEFICIENTES 1
° Simplify e job by altering: _w

IS IT \MPORTANT 7
e\Whal does it cost in
-wosted hime ?

- Washed woney ?
- wasted mokerials ?
- dcu«o.SQ fo people or

aquipmant ?

IS IT A SKILL
DEFVCIENCY ?

« If poyment were
enarous enough,

O

HOW To \MPROVE PERFORMANCE ’

oPerformonce Moy hﬁ, i roved PERFORMANCE P\\DS .
by attending to : P . &2‘1‘{‘9‘, e complexity
- improving organisafion o— of We job. _
- improved p\o.r\nin_g - Give mare \ﬁcrma.\'mn
- "non- skill” factors 1 oncarning the job.
- e Mzans Idss to remember.

L IMPROVING PERE

THROUGW PLANNWNG
-Provide good eqpt. maintenance
-Improve work mathods.

IMPROVING PERFORMANCE -
CONSI\DERING NOW-SKILL FACTORY

- Do you inadvertently.....
‘PUNISH” good pecformance
*'REWARD' bad pecformance ?

£

- Revise tresponsibilities.

-Rewmove obstacles To goad per

-lgnoring H.& S. procedures
May (ncrease oubput & poy.

0 -Through non- ruoan\hbn
(Countered by condemnalion.) b

. superiots.-
- Social difapproval awmong
dpurs. )
(Countered by rcduun? ‘Punis\\mm\'s
increasing  incenty es.)

-use performance aids.

perform? Physical ? Mental ?
e EST- provid@ instraction
&for
* NO ? -feach prerequisites,

e STILL NO ? -franster fo
anotiher job or dismiss them.

Sparas.
-Improve vagf. supervision % assistance.

-Replan work stakions,lighting ventilation, o
mance.

e ob ? would Ya performonce .
> ldeally fmm/ wgh Ones 2 discrd_pm\g_\; disappear? \ What way e ¥e co:\t“?m
WO B\Er}g?ning n deficiency. \"“\_O.C-A_.&t"i—% o B abrc?
- | . 'NO' — a skill + Does It bother the organisalion”
1 A ‘:\g‘;t F{M rig\!-(op: :mhm’ deficiency.  * Does k bother e indiidual ?

e Who is interested ?

Y Y

MAKE THEM INTERESTED

= Hz\p fhewm evolwale Wheir
erformonce .
- Reward qood pmpi‘ormcmc_a.

- Increasepride in performance.
- Ensure added iob safisfaction.

SOLVING SKILL DEFICIENCIES
Have they the ity Yo

erformonce oids.

-~ restructuce  job.

IMPROVING  PERTORMANCE THROUGH
[MPROVED ORGANI SATION
- Roufine jobs often lower interest.
- Countered by using,

« job rotalion,

- job enlacrqement;

- job enricRment,

* gro work,

* Bufonomous \Work groups

Groups of amployees plan & organise
their oun work.



rA A

PERFORMANCE SYSTEM

% WHAT 1S MEANT BY THE PERFORMANCE DYsTEM 7

» THE PerRFORMANCE System MobEL
sk PERFORMANCE DISCREPANCIES ©

Ve

THE PERFORMANCE SYSTEM refers )
e a crcumsiance Where we have -

o A situalion,

» A response,

o A consequence, & ‘
° Féﬂdba&-?l ‘

—) THE SITUATION @ncompasses

FEEDBACK

« The immadiake environment
- location ; resources;
working condifions;

fool & Fochinery ;efe.

(THE_PERFORMANCE SYSTEM MODEL

o Tdeally would hove all four
functions operaking well.

o Offen individual functions or
parts way not operake correctly.
o Enables an chjeckive look tb be

«To the pzr(’or‘mer .....
+ About the conseguences.

FEEDBACK may tome i
- From the organ® ; superior;
cers of ofkers ( offen defayed).

* The spacificafion fode
worked,,
- inatructions ; responses;
expectations;
standards ; efe.

RESPONSE by fhae pu“?ormo_r.

taken af performance problems
to classify performance discrep-
chncw_s and woke diognoses.

) - From fhe environment eg.

PERFORMANCE DISCREPANCIES

oMay be due fo deficiencies in -
* fhe indvidual (uswally (l%g

o e aaviconment (neas 80%

e the kr\om\uise_ (@bout 20°0)

« a combination of fhese.

THE RNOWLEDGE

-Does ke employee Rnow
+ when Yo respond ?
- how to respond ?
« what deficiency hefshe has?

mafers ,dials , customers,
sales, ete.(quite rapid).

THE _ENVIRONMENT

- From tha performer by setf- .
eva.\ua.hbnp (more. B 2 drake)- + “The behayiour of the employee;

his [her actions.

A CONSEQUENCE

- Of the response fo e situakion.

« Of the response upon e organ™
which wmay be +ve (valued) br
—ve (deftrimental).

~Look af % Specificakions ¥ standards o———pTdantify the Performasce Discrepancy.

-Ts the problem o \ack of feedback ?
-Ts it an inferference W e physieal
anvironment ?

- Examine e +ve. & _v‘y !

Are they formal or informal
conseqiences ! Paople seek
tve consequences as they
ercawe fem. Are ey tve
or the organisakion foo ?

« Are standards reaistic 7
- Are they perceivel as achievable?
« Are they odmini fered sensitively
& consistently ?
(Over-parformers neal attention asdo
undas-pacformars . Caldk benefit wholeorg™)

« Are amployees assumng their own sandards ?

- Are Hey ok voriance Witk the organisation ?

- Is daka baing redistroufed in @ useful format?
«1s feedback ~occuroke & frequent

Task infecferance Yakes wmany forms,
especially W o bureaucracy . Minor
irrifalions  assume wajor proportions
cosfing o disproportionake amount of

time 15 correct rdevant fo e imporance.
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PEREORMANCE ADS

—
P WHAT 1S A TERTORMANCE AD 7

% WHAT 15 A PERFORMANCE A 7 <

% TYPES OF PERFORMANCE AVD

% ACTWITIES -~ LEVELS OF DIFFICULTY s,

% WHEN TO USE PERFORMANCE ADS
% How TD SELECT PERFORMANCE ADS

SELECTING PERFORMANCE ALDS §
o Use tre flowchart (A.2001)

it o p@r%ormomcz o .
Possibly more o one aid
msht be useful,

+Tdentifies the most appropriole

type of PA to use ,awdokso

«How wany A Mi%ht conveniently
be used Yor & $pelitic task.
(Combinakions of At are acceptable)

WHEN T USE PERFORMANCE AIDS <——

o First identify Welevel of
difficulty of an a,cl‘iv'\&y.

o Activities af levels | & 2 are
helped by performance aids.
o Adiivities af levels 3,4 &8
need performonce oids &
furtaer insfruclion.

TYPES OF PERFORMANCE AWD

o Parformance 0ids reduce the

;\Qrformanm discrepancy befween
o desired and observed
arformance of employees.

o Performance aids have expeced

» DENEFICIAL. OUTCOHES

beneficial Oufcomes. ©—

CE

S kypes designed o -
REDU

e Reduces the amount of _
instruction reguiced.
o Reduces fhe cost of insteuction.

fhe COMPLEX\TY of fre job. o

o(Gives the operakor HORE INFO™

o REDUCES e possibillfy of
FORGETTING.

on the job. o

For REDUCING FDRGET\'NG<J

o
- LABE

o
+ FEMORY

o CHECKLISTS - @nsure the complefion

erformance

S - reminders” ot uhak fo do
eg. Tsound worn® _

- DIAGRAMS - aymbolie description of

ocess

- Shopping list.

2q. Wiring diaqrom.
DEVICES - racall informakion

which must be remembered
Qg.‘cut out & post’

ACTIVITIES ~Levels of Difficulty

2. Basy.

1. Con olready performit.
3. Moderalely difficult.

;

For improving
INADEQUATE “INFORMATION

« Reduces devdopment fime &
effort to produce e desired
performance .

For REDUCING COMPLEX\TY

« MENTAL PRE-PACKS rteduce fe need
for maental work eg. calculafors, ete.
« PRYSICAL PRE-PA reduce the need

for physical effort eg.prinfed forms,
self- odhesive labels, efc.

on

e SIGNALS - focud olenfion on
impor fant detrails.
« RESTRAWNTS - interruph pu‘%ormu\m

Fo dhack all is wel eg. Safely cokdh.

4. Difficult.
5. \lar! difficult & complex.
o RULES - s(mp\i?_y
erformer
[ PAMERS -

A.100]|- PERFORMANCE ADS - FLDW
CHART FoR SELECTION.

e 1s3ue for e

eg. "No SMoRiL

na’
. RIFIERS - ™Moke \'n'Qo\“MQS'Sl’on c\earer

aq . colour Codiing.

. FEEDBACK METHODS - compare performance

agoinst Sef standards og. Yemplokes.



PERFORMANGCE SITUATION APPRAISAL o/:’f&\ig&:}QNCE SITUATION APPRAISAL
gmt‘opprmse performance

% Wit 15 PerroRMANCE StTuATION APPRAISAL ¢ fo recognis
disergpancies in performance,

PSA. is more effective
when it ¢an be made

% DATA-BASED POTENTIAL ©  areas of concern
» IDENTIFYING OPPORTUNITIES FOR - o idantit appo\“‘un'\\'iu R on sound. , numerical
TMPROVEMENTS - identify freals. ’ daka..
DATA-BASED _POTENTIAL
- Indicakes pofential for improvement.
-May be positive or negative —« fosifive pofantiol wmay reter
IDENTIFYING OPPORTUNITIES = Fofenfial IMBPONERARLS Wt diudly b an increase 1A poductiniy.
Tyere s fhe nead To haye B E s Nagalye. gotanuat g vefls
\dentified bolh normal (werage) wortk on.w‘\)ir\ing For benefit of organ® © & decrease in ol

% axemplary performances.

P RATIO of Exemplacy forformanct _ porformance Improvement —pm{ pip 7141 Take note.

{YH’. < 'l nob work. remarking .

Average Performance Potential (PIP) PLP 1S sfudy in defail.
» If negabive values are imporfant — Av.Perf. _ PILPR
Exem.Part.
% AREAS OF CONCERN o—— 3 — May offen be subdivided info : » QUESTIONING To CLASSIFY AREAS DF CONCERN
sub- contarns of bite-sized chunks. « Whith one ... 1
- Tnitially demctivaling if cienf sees - be wmore specifie abouf ..... 7
only more problems emerging. o Just what are we talking about ?
- Inthe short ferm 1t fakes longer. « unscramble Wais .. ...

- Tn the long ferm 1F is more effedive. - what ore fke component pieces?

¥ RANKING CONCERNS N

ORDER _OF PRIDRITY. Try to ossess in cashlerms
e qain or logs because of Iis performance.

% WHEN To USE PERFORMANCE STTUATION APPRAISAL
-To improve current levels of performance whea i
. fhere i3 wide discfepancy befween
fe performance OF individuals.
o5 e - parformance \enals are nob improving .
» people bdhave a5 ey do.

- To nstifute new policies -
- to predick parformonce.
+ o avficipake problems.
* fo construct a plan.

Short-Tarm,

Impact, Pain
Deodlines.

Importance
Cost. ’

GROWTH
Long-ferm,
Trands.

whak is
e PIP ?

a
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PERFORMANCE  MANAGEMENT
% WHAT 15 PERFORMANCE MANAGEMENT ¢

s TNFLUENCING COULEAGUES 3 SUBORDINATES

% REMOVING OBSTACLES j

r
r——’//_,.,yYERFDRMN\)CE MANAGEMENT
e Tihe arl of dealing Witk
eople o influence %w,ir
ldeas & banaviour to achieve

o. desired p«.r{lormcmce,. b_‘_ﬂw

INFLUENCING PROPLE
sThere s The need fo be sure
fhak Whak you do/say hasa

PERFORMANCE. MANAGEMENT is
an '\mporl“ant monagement
\'Qd\niqm. tool 'o belsed ak
all fimes Wwhen & manager I8 :

- too likle information,
- undecstaffing , ee.

HOW To TREAT OBSTACLES

o Ignore them, o Demolish them,
o (G round Wem, o Overcoma

o Go over them,
o Remove tRem,

o Alrer

em

o Neukbralise them, o Wait until they go cuey,
° Prave thay don'ty exist.

° L’)u_y tRem off,

em
o Turn fo your a.t{.\lo.wt‘ago_,

GOOD INFLUENCE ©n ofhers. : :;{C:—:f;yms'
e The main feakires are @ - monitoring &
+ B g‘;.nvos‘;\vagg‘éto?% 0 - evaluaking performance
DBSTACLES hinder Hhe = pr‘D\J'\gdq_ PUNISHMENT ) problems.
achievament of desired
erformance.
R ten e b ousd TRk, _ POSITIVE. RESPONSE means motivating
T A re Lttt PUNISHMENT (an unsakisfoclory otwers by ¢
& reduce wilingness fo perform. A M ernative , ; , -
OBSTACLES - This AL Tk mean IREibing - bmrt)g polite, pleasant, pafient, praising
S COIGErTS “‘\g%h % organisation, pain o¢ harm but an ackion - verbolly rewarding qood. performance .
| s Concern tings y | whith comses dissakisfaction PEOPLE REACT FAVOURABLY To
or discomfort. Beware of PoSITIVE RESPONSES
possible side offeds and
negative consequences.... . ____—MMO"EL‘-:;G& it b, st
. on the person, o gain resp ave his opinions
THINGS eg. ; o?\ the pg“:oa%_ val%ut , the wmanager wust MODEL
~1°uult3{_ equipment, fhe ri%\r\t behaviclr he desires eg.
- shortage of makerials, efe. -be a gqood himekeeper,
- wear sofety clothing,
- ob abions, ate.
HANAGEMENT & ORGANISATION ousEMe Papudiians,
= Too much paperwork, ; PEOPLE MITATE THE BEWAVIOUR OF GTHERS

Should be used infrequently
& sensitively. Must be

accompanied by an explanakion
of why it is being “inflicted’
REMEMBER *

PEDPLE TEND TO \MITATE MODELS THEY RESPECT.
. PEOPLE TEND To \MITATE MODELS THEY SEE BEWNG

REWARDED.
PEOPLE TEND NOT TO \MITATE MODELS THEY 3EE

BEING PUNISHED.
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JOB MODELLING

(FUNCTION MODELLING)

4>'P\ J0B MODEL analyses a

% WHAT 15 A Job MopeL ?

e its

s Deveroring A Joe MobEL
% PRORLEMS OF ESTABLISHING Job MoDELS

PROBLEMS OF ESTABLISHING
Joe MODELS

Not straight forwsard because :-
- jobs afe not well defined,

- “occomplishments are undear,
* standords way not exisf.
TInformakion on dne Orf more
of hese pointers , Where they
exist, may be unrelioble.

job o specity :-

purpose,

+ Its Component

+ the rdafionships of Hhe
component parts,

+ fhe performance standards.

DEVELOPING A Jo& MODEL

parts,

« Reduce oufeomes to'dubies’

‘|- Tdentify requirements for eadh

-Tdentify the'oufcomes’ of e job og—————"P Not the behaviour of the

performer !
QUTCOMES

duly o—
+ Tdentify performance indicators

. Tdentify standards of suecess
for each duly s

IDENTIEY STANDARDS ~ag———
-What Wistorical dala is available ?
- Whar deviations are permitted?
- What performance for eoch

measuce of suecess f
- What wnorms are you \’akir\s ?

{'Ol‘ eoch My o—

-Reflect We end resulls
%/or whak is left behind
on complefion ot e job.

~What would be the outcome
of this \'\0\3 dimppo.unhg’-

AEQUIRE MENTS

-Quality ——Complainl's; accuray;

lacking waste ; douentime;
ate.

- Quantity ——y-rakey; volumes;
fimes ; complaints; afe.

- Costs ———»labour ; makerials’
indirect sty ; e,

(Showd. be number based where
possible.)

PERFORMANCE INDICATORS
—\Whot informokion is needed o do is ?
-How do you Know if you are
" failing or succeeding !
- Hove quality , qpanfity & cost been
considered ?
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PERFORMANCE PYRAMIDS -/ — P> o Plotting PERFORMANCE PYRAMIDS

% WHAT 15 A PERFORMANCE PYRAMID ©
% WHAT 15 A PerormANCE OBIECTNE

s WHAT ARE SueorpmNATE OBIECTIES ? e performance me“”"l

PERFORM ANCE. DISCREP ANCIES
may be fre rasulk of in-
A PERFORMANCE. OBIECTNE o.&o,qp.uto, skills or knowledge.

is -

o the opex of the pyramid.,

o fhe ferminal objeckive / behaviour,
o fe task Job fo be adhieved..

SUBORDWATE OBJIECTWES

o Skills of Knowledge Whidh needs

fo be wastered ©F acquired o
achieve the performance obiedwe. . PERFS
o Having identified. fem , the order ey & S E .
in which they are masiered Suberdinale
acquired is” unimporfant. o— -/ Ohjectives

Subordinake
Objechives

= ——
-

—
—

. T¢ the ordaer is imporfant Yhen -
lhe subobjeckives belongon different
lovels eq. sub-objs. ® are lower

is a fecdhnigue fo anolyse parformance.
objectives o identify Any discrepandies
which may prevent o parson ochieving

«The PP is o useful
planning fool for fraining
managers o fit people
info tFaining progrotmes
ie. halp tdanhity arqet

groups for skills

Erainin g ,ae.
. May be drown physically
for complex objectives,of
solved mentally for more
Simple objectives.

Man Sub-objs. s
% TDENTIFYING TRANING NEEDS o— —3-Tt is necessary fo Yeach people ONLY T TR TS
% SUBORDINATE OBIECTES - VEVELS Wi &Q% ‘&?‘3\0‘9 SOMAL ¢t
OF DVFFICULTY o— . « what thegy are cnpo_b\o.o{- mrn'u(g.
‘2, %a&\symrmdg do 1. Any @ra , ony alternakwe is -
: : — = not cost etfediive
:_- %@%"E‘&E@U difficult. = M?Ly not motivake the broinees.
5. Very diffieult & complex. Where frainee has basic compelence Qavel 1) -

» pre-Renwste  Skills/knowledge  defing where
fRe performer negds compdience \€ he/she is
to Benclit from training-(The pyramid basa).

p- ENTRY LEVEL skills /knowledge are whal e
parformer has When commencing  instruetion.

IR
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TRAINING FOR PERFORMANCE

FIDENVWEYING VERTORMANCE

DERICIENCIES

s IDENTIEYING PERFORMANCE DEFICIENCIES

% DEFINE PERFORMANCE OPECIFICATION
% How Wil TRAINING \MPROVE. MATTERS ?

s WHAT SORT OF TRAWWG ?
# STARTING THE TRAINING PROCESS

Sea |47

Pertormance
Pyramids

See 1-27 \-28
{-29
WritingTraining
Objectives

Y

[WHAT SORT OF TRAINING ?‘i

SKILLS TRAINING

* To Feach wastery of
skills in crifical ocreas
of ke job Warouwgh
C,oo..c_\\\'r\_eg B feadback
on performance.

. i%{ubucnua TRAINING :
. EORY TRAWNING
o SKILLS TRAINING j | 1 ’

—

-eose of correckion o

* How mony oare fere Toe ¥ Could Mae deficiancies
-rRa.nk \t\%o,'\r importance in be with e individual
erms of :- employees ?
- effect on lRe cpmpau
A indivi ool s perfor :L\R’!L (320 bd‘M)@

15 I just feedback
Hok 18 loeking ?

- cost ot c.ommén[ Qiminokion
- fime. fo corredt [adiminoke them.

DEFINE PERFORMANCE SPECIFICATION

v

* Whak job accomplishment is required ?
« whak Tequirements for each

accomplishment o

« Whok weasure Yor each

fgpirement o—t— Timeliness,
+ whok standosd for eoch Measure - l Quality , afe.
* it no standocd ewmsts,find one

» Accuracy,

I :,9 of Finished

IMPASVING MR IERS

«May improve speed.
= May Increase oLcurocy .
« May reduce errofs.
* May improve afkitudes.
- May change behaviour.

* May have some ofer effect

items [hour.
2q. 5% waste (or rejects)

BINDING STANDARDS

- Yossibly based on obgervafion
of past performance assuming
it Wwas sokisfactory.

INDUCTNE TRAINING

o To familiarise YTrainee wik
We job ; fo re-appraise trainees
witk the need Yo perform better.

THEORY TRAWING

° To Yeods abouk Vorobles @

n ke job A teir ralation-
ships o performance.

& Tesue 1

- Poss'lb\y by Comparison wik
other jobs , companies, ele,

* - Possibly by gquesswork

ALTEANATWVES To TRAINING

-Using Parformance Aids.

- Job Rastructuring .

- Revise Work fraefices.

- Counselling .

- Redeploy amployee.

- Terminake employ ment.

PoSSIBLE INDWNIDUAL DEFICIENCES

PUYSICAL ~ wnot Strong enough ; disabled in

some Woy ; allergic o environmental conditions, de.
MENTAL - Cannob read ; lagking skills (untroined),
comnot  Lderstand ; ave.

EMOTIONAL - Cannot wWithgrand stress ; cannot mainain
We pace ; persondlicy dashes,; unhappy;
unmotivaked. ; efe.
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JOB  ACCOMPLISHMENTS

% WHAT ARE J0B ACCOMPLISHMENTS 7o P \WHAT ARE Job ACCOMPLISHMENTS ?
% How DD YOU IDENTIFY JoB ACCOMPLISHMENTS ?2 ° They define Whak 18 imporfant
In carrywng ouk OLJO\) ——p (ould be one accomp-
% How DO YOU MEASURE JoB ACCOMPLISHMENTS ? o They should refied end resulls \ishment - commonly
f and. NOT ackivities. fower than 3ix.

o Can be divided up info Sub-
accomplishments

L—.ﬂ-——b-lo jcally relabed buk
difterent to n,uompl\'shmznh

\DENTIFICATION Of JoB ACCOM{LISHHENTS o— in fhe scope or degree
o Examine axisting job to defermine how &r\\:ﬁr\ they deseribe
it is bang done now. Job.
o Look ak broader organiselional Selting
; eq. qods , struckure’, work & info flow.
MEASURING ACCOMPLISHHENTS o Dafermine how e job  should be
o Establish tha mmir@mmh/dimmmbns carried ouk ... 1aeally.
fo be used in order fo defermine whelher i
tke job is bang performed well or poorly.e—
o Establish standards. w CONS\DERATIONS
+Job mission o—p — o specific task,
. Emmh{}\'t_ ’ - o task whieh
STANDARDS OF ACCOMPLISHMENT piakebb I P00
are lavals fo which we would peopie's eHorts
axpect e job fo be performed. How does fe Job |
Expressed 03 - ‘COMr\\)uﬂ. to fis ?
- Q i
Nasrative T T
UNITS OF MEASUREMENTS , should he [GEer ] f
Establish o unit of moeasure (letnd) [ ] Tob asit
Y Wik, Whieh o Qxpress e ‘ is(Viewed)
—{.r\ a form Sww \\0'.\' r@quirq_mnhl = QUALVTATIVE
o e folouwing Y - Raking of originality.
................... - Novelry.
QUANTITATNE . Class.
-5 new accounls /wonlk » Cost per unit. - Accurocy
- %0 Widgels per hour * Unics per hous. - Rake
¢ % of job Covarad . - Error

maeasured by -

- lobour, -uplume,
- vake , - wmakerial
« fimeliness, - management.
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VALUE ANALYSIS
s WHAT IS THE CUSTOMER RERUIRING !

st WHAT DOES THE MANUFACTURER WANT ?

CTHE CUSTOMER WANTS .......

../OJ\ tem whaich i3 -

« Funchional,
» Aestielically sakisfying, ak
« An acceptable prce.

sk DEFINITION OF VALUE o=

Tf ol 3 are correck, tae

% WHERE DO WE BEGIN { &
% PLANNING THE fs\m\usnso——T
% DEsigN  CONSIDERATIONS

\ — produdt is a go-er.

NANUFACTURER. WANTS :-

. Eauivalent parformance from
lower production costs.

DEFINUTIDNS OF VALUE - Which one ?

e pro&uc\'ion of e artide.
o EXCHANGE VALUE - prrﬁ\o_rh'es of
enable us Yo ex ange for' somett in

o CosT VALLE - Sum of \abour, maekerials, dec. used in
kies Which

« ESTEEN VALLE - properties” or quabities, fedkures &
attractivenest Whidn wake us want o own €.

o Use VALLE - properties or qualities Which .
accomplish’ & use , do Work or gue service.

ase.

WHERE To BEGIN ¥ Wik e halp of e
customer's _spacificakion , ask -
«What is Hig tem ?
« Whal does it do?
»Is it required LS
« Whak dods & cost ?

* How many are used ?

T

PLANNING THE ANALYSIS
You Will need ........... .
« A clear stakement of the problem
as far as it is understood. )
* An o.grumo.r\k on the OBIECTWES

DESIGN CONSIDERATIONS
+ Belter design m:f olleviake production,
capocity  material, labouc & oltier costs.
* Consider existing spa,ciﬁuxt(ot\s but
- alternative walerials &for
- olternakive processes.

of he analysis. ‘
« What RestRicTions limk e analysis.
+ Wik, whom to WASE (have thay
been informed. ?)

* Feadback Bdor ko™ mquira.mcnts ,__J

—1 » Atk fhese

eshions of -
- he component parts,
- the sub-assemblies,
- ke Whole product.

INFORMATION _RERUIREMENTS

- Princi?\o_s of design objedhives.

- Detailed anolysis of
manufactucing costs.

- Serap & rawork stafistics.

- Service & relability statistics.

- Assess overheads. .
»Assess oubput characleristics -
(filting % assembling)
-Assess makerial charackeristics -
(per component
*Assess waterial waste & rework.
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A MODEL FOR ASSERTION TRAINWNG 1

% PREREQUISITES FOR ASSERTWE BEHI\\I\D\JR‘

< PRERERQUISITES - A posifive
se\f concept ie.
o A balief in Oonese awnd. ones
worth as o person.
e To have identified o basic seb
of parsonal rights (human &
roie) with which Yo align oneself.

% PREPARATORY TRAINING o=
* GORE SKILS

PREPARATORY TRAINING
«Develop one's Seif Concept [Esteem/
Confidance. -
o Articulate o sof of pusor\od rights w

i whieh you believe & which you
W want olers Yo osceph.

_» -Your percawed self concepl
comas tainly from others who
judge you ogainst Soidy's
NOC MS . ,

-Your sef evalualion
influences wmost aceos of your
banaviour sometimes denywng

yourself personal Srow\\,\J

ORE_SKILLS

C

«\Varbal skills

« Non-verbal sk'\\\; o—'—————\\‘ .
) Cogmhw QSS.@“"LJ ' l\ppvo rioke VERBAL SKIWLLS rao\\,x'\re

b verbal exchange of \nformalfion
S (n‘g Whal you Wwont Yo soy
asferfivaly eg.

+t0°¢2

« RATONAL-EMOTIONAL & _
2 A e o drus . RN

yp. Hast coordinalie A skils wit, verbal. Comm?
7 Yo -prevent. Sending Confusing wunter, signeds

COGNITIME  ASSERTION - Qxaminins

how you feel B what you Waink eg.
- requires, blocking of wegative
unproductive. taougls p duced by
< anxiety,
~+ fear,
» lacking Compelence, =
i+ lacking salf- confidence.
- promoting posttive Winking in ferms
of o positive Seif image acquired
by boosting  sait confrdence.

b
N CORPORATED ~NOM VERBAL SKILLS

=Include “1" stakewments, &
- "Co-operafive’ Words, while ...
obso.r\nn\%s\ke ofner person's Tights
“fo courfdsy B respect.

% RECOMMENDED .. - -

- Contrpliing. qne.f§) ‘yoice' eg.

: Poor seif evalualion creakes a
neqaiive self (made & inlibit's
assertive bahavioucs.

. Tmprove Sei evaluakion by exam-
ining \jour strenghs ,skills 2
accomplishments B listing tRem
in ‘Dodsting’ positive sertences j

- —

- Share them uitk ofers & /for

- Ragqularly \ist, read or recte faem.
(Self concept buiding)

TECHNIQUESS v : cquadify;’ 57 1 tempo
* EXPERIENTIAL - > -loudness - ¢ . - pifch
analysing stuations, | - Controlling body \a[\_q\mﬁa eq.
- BERRVIDUR HovFieaTon| 7 gestare osture , efc. IMPROVE SELF CONFIDENCE by
- role play,’ MO 2 Nppfopriake *social” dhacacteristics eg. _ =
L T toughing, - proxiet . seiting  yourself readistic &
-_ : achievable goals.

- Moda_\\\'ng.

e preso_n‘fyah'on, efe.

3 -_,‘ “ ) "‘\SSuE 1



A MODEL FOR ASSERTION TRAINING 2

¥ ASSERTNE DEHAVIQUR

s ALTERNATIVE RESPONSE (Sakubowski - Spesfor 19T3)

DEFINITION - ‘Assertive benaviour
(S self axpression IRrough Wwhich one
stands up for one's own basic

humon Tights witkoud viclafin
% ASSOCIATED THEORY = e Besic nasks of Ghers?

CORTNLIHT /;SSE?\TNF_ BEHAVIOUR

* IS nof only associaled itk conflick
Situafions ™ nor Witk "qetting your
own Way

* Has OS\h\JQ & n:.sgakwa uses in
50c\a\ professional” & personal infer-

actions.

o * Salf confidence feeds on tselt I
ASSOCIATED THEORY | fresgh assertive action “—]
In contunction wilt /\ssv_r on is self reinforcing. )
CORE KILLS .

«Includes Study of alternakive
response pafkerns

0 ASSERTION
e Makes transfer of skills \”oJ / \1
e

RESPONSE CONTINUUM [APPROPRIATE RESPONSE PATIERN]

\_ ofer Stuakions more possibl REDUCED NCREASED
ANXIETY SELS-
Ummen&
Qg . _
- asserfive responses, -
- non-asserfive - The cxb\\\\' f
N o Say
\ ALTERNATIVE - aggrassxv&qi‘ﬁgéﬁqs YES' or 'NO' witk
confidence.

Produces - achieved. by thought X
- good. fu.\\'nss ef<ort.

- offen WIN:WIN

--o. more desirable behaviour.

situalions
Produces - usuolly just happens”
- not OK feghings - \ess haipful behaviour.
- WIN : LOSE
Situations
TON- ASSERTIVE
Fulings of Tension furn 6\m.1mms............. lANwM(DS

[\N-APPROPRIATE RESPONSE PATTERNS]

% PossieLe Dutcomes (of assertive behaviour) Y

SHORT TERM - Confusion tn ones closer associaYes
as behoviour pafierns fluctuale.
LONG TERM - Incressed Saf confidence

Tssue {
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YOUR PERSONALITY As A SYSTEM . PERSONALITY & PROBLEMS
/- Most difficulties & Lingering

% PersonaLITY & Busmess PropLems problems Witkin organisatisns
are ‘pecple’ problems.

- Every employee has o
unigae personality - ke
sum of feir \ife experiences.

- Personalities (- not persons)
. w{_vxnun&qtz.(\:mr\soﬁ).

INDIVIDUALS AS SYSTEMS | ros 0;‘225 m&;“;ﬁg;“ vl I

- This sysfem has pacts ing fo miunderstanding.
(parsonality sub-systems),
boundaries , structure, inpufs &
OUlPULS, Communieoking (eross
bound.aries. _

e Individuals cannol be considered
as a Wholly raffonal system, ir- |-
rakiona\ banaviours comghicolr it.

e Individual behaviour is @

rodox , Witk no solufion.

*There are feafures common o

o—

¥ TNDIVIDUALS AS SYSTEMS

% TNDWIDUAL PERSONALITY
SUBSYSTEMS =

indwiduods (sysfems)

PERSONALITY SUB-SYSTEMS

At any moment, your parsonality
could tefledk one of 5 stafes.
Youw way mwe from one stafeto
another \n moments. They are -

COMMON FEATURES
- Thinking obilities enabling them
fo reason, be \nfuillve , haie
fantasies, ereake new \6eos
- Experience emotions D

- Artistic upbringing encouroges
prczr\'o,m\'r\ ngrions \o(g‘?m\
reasoning. Moy laker use reason
fo excuse an emolional decision.

‘Technical upbrnging encouwrages

logic & reasoning yemotrons:

* PARENT o
o« ADULT o

o CHILD o

‘CHILD  State <—J

-Provides your_emotions, feelings,
basic drives & energy.

-Stay s Witk you theoigh \ife, you
don't qrow oub of it -ever. |

-It 3 Basically ‘uwhat you are.

< Tssue 1

R

'PARENT' Stake

-Your fawght personalily.

- Atfituded feelings, baliefs,
accumulabed duxring childhood
& adolescence.

- Im?ar\\'ed. oftifudes help
Confrol you . Save you having

o refhink every situafion.

\
'ADULT’ State

- Computer-like , i collecks fods,
mokes decisions & solves problems.

- Reasonable & ressoning,iFis logical
& unemotlional. '

- Halps control you B your actions.

2.03



PERSONALITY SUB-SYSTEMS & TRANSACTIONS

% SURSETS OF PERSONALITY
SUB-SYSTEMS

% IDENTIEYING YOUR QPERATIONAL
SUB-SYSTEMS o

OPERATIONAL SUB-JYSTEMS
* You may change From one'salf’
fo anoter 'self' in an instaat.
e It 1s usually on unconscious
change buf it could be use'fu.lb(
confriveck to control Situations:
e Each 'self’ s droracterised
by - - fhe words youw use
= fhe Dody language
_ you display. ...
\n the coutse of fransactions.

* WHAT 1S A TRANSACTION ?

% LIFE POSITIONS & TRANSACTIDNAL
PERSONAL\TIES

- People i field 'A" probably use
effective 'selves’ eg.ADULT or

They wmake cffedive managers.
« Field ‘¢’ pecpe feel confined &

armless. Use ineffechive *selves'.
- To mainfain OK transachions,
communicafe from your ftechive
pecrsonalities. Respond Wit your
effectve personalities.
 Communication from effechve
rsonalifies  seems fo draw ouf
positive responses from ofhers.
= OK transacfions.

NURTURING PARENT in fransactions.

se)§ . (LE)

SUBSETS of SUB-SYSTEMS

Free Child Adapted Child

Critical Parent Nurfuring Parent
(’Ro.hor\al Adult  Infuitive Adult

Your Your
dear, lo?cu.\ creatve, intuibive
sel¢ > . self (E)
bur curious f
: ey Your compliant, -
anergalic , emolional puthh&-o:'r‘\? rebellious

Your_jud ging, Your caring,
moralising , directing suppov;'fdn ,u?g)crshndin_g
E

E= Effechive.
LE= InEffechive.

A Stransaction tmplies :-

@l a. message

~ o response

OR

o m
Selt B essage

a response

Otter
Person

Other
Person

In o transacfion one of your personalities
hooks one of another persons personalities

& initiofes a response.

o——» 4 life positions

I'm OK| 1I'm OX
You're You're
0K NOT OK
Al B

. ) ;
I'm noT | T'm nNoT
oK oK.
You're | You're NoT

OK oK

= Tssued

¥* Oren & HiDDEN TRANSACTIONS

P>« People. offen communicale Witk fso
personalifies of a fime. _
« Open fransaction -uses one dpqrsonoi\ky,
communicofes \n words.
« Hidden fransaction - uses ditferent seif,

communicakes Sub-consuously by 3&. mon't,
aftitude , fone , body-languane , efe.

« Simultaneously’ ke Tespondent hears’
one messaqe & 'sees’ anoler.

- Confusion is caused fhe messages

are not con_gruuz,n\'.
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TALKING WITH SUBORDINATES ~ Tx = TRANSHMITTER

\

[ G\WWING ORDERS - Are you clear about

Rx = RECEIVER [ .
"] Wat ore your DBTECTVES ? ! Whak ‘LC“D“L\.}_‘D“ want

8 e
% (QWING ORDERS. = « Niocake AESRONSIBILITY | E}"&:{ﬁ@ 'l the Rx
% HANDLING GRIEVANCES or APPRAISALS \ |+ Eonsidar EIOTIHATION i \
« What TYPE of order ? | ) | ~Whom do you wanl ko
% REPRIMANDING ~ be respon ible for kin
¢ appropriare achion®
% ErFrecT OF PARALANGUAGE " tPP‘ E\ "
- al in the context of
% IMPORTANCE OF LANGUAGE TIPES_DF_ORDER fhe order or the
- STRONG . Direct orders or Circumstances of the
commands , unilaferal stafe- Rx will make them obey?
E\Qnr:g’i'“o\_dEQ hus{_)\z.\__
. - Indireck orders) instructions,
IMPORTANCE OF LANGUAGE requesk ot sugyesfions are CONSIDER THE Rx
The vocabulary you use should - WEAK . Implied orders, pleas. - What is their safus vis-a-vis
be appropriske fo e omasnan ' &\&Lx 1 " _
-&wz\\\teﬁ&ﬁm&‘gérﬁm h\:::\\\X) HANDLING GRIEVANCES or W\Qjob_\sy o& chDrEp\l“?x\{%sru\‘ng!
use an Elaborated Code of speech. APPRAISALS - What s e dimole Tor
e Lass well educaked are bound » Find. out more aboul e carrying oul the instruction ?
by a Restricted Code %L\rx\bordir\am bg&orthan%. \ -\c\ostﬁed -?‘rim%\g
. ' * Choose a quier of neultrol ‘hurrie - stressful
: &l\y&%’n{ G%D&' Phrasing art venue. A e resfncded. - ek
£ : , + Develop listening & aflanding - What will be e effect of
IMPORTANCE OF PARALANGUAGE « skills . Be pakient” & tolerant. this on the successful
Pacalangquoge enhances speach * Don't offer snap solufions. complefion of fhe order ?
by adding Further weaning - . \E)on‘t make snap &ppra;éa\s.w
o Posturd & proximy * follow oqreed oraanisation ) .
e Focial ex \Pusionﬁy,’ v [groczdurgs (it o§ axist). - based on “ém"t W d\d‘ﬁﬁ' thoct
o (astures B mobility, ’ e Reduce stress &/or emofional :3“&‘1 b Q—&“&Jmo‘" .\_\A:tjt el
« Body \anguaqe, REPRIMANDING ‘heat’ o lfsfg“w ge the Situalion
e Gaze ¢ Consider whare besl fo adwminister the - Mk‘i nofes of e conversakion.
e Infleckion, stress, fone & reprimand. - prowise (% deliver) Follow-up
volume imply mood fbo. o e Follow proud%ru for disciphinary aclion.
acrlions. _ \ :
| - « B faic - ligren o oxplanations for don't duck issues.
Collectwely - they Moy indicake acions Falen .
you akifude o ancler parson. o Keap yourfempar B don't be provoked
- aqqressive /arqumentolive / efe. o arque.
- dominant / Fearing /submissivefefe: | o Avord sarcasm &/or abuse.
- \iking /disliking /Seiendly [ ete. o Accept your Yask  Don't excuse . be
- offering  Sympally / Sincerity fele. brief R succinef.

«Tssue 1
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TEAM-BUILDING FOR SENIOR MANAGERS 1 MY TEAMS 7 (‘;;\OMFLF_HF_NTP\M =i
e Teams are best utilised Yo deal ROLES from Belbin's
% WHY HAVE TEAMS & TEAM ROLES ? o— + \fi\“\ areas of C\t\isk Unceghfir\[‘j o———j classificakion -
e leom rdey adk a3 a Droke wcC Work
s REAL-TIME MANAGEMENT TEAMS o— on runawoy specialisys. CF cgﬂ;\k‘: [ ?—fmfm
w e Teams are wore QHQ"_&-NQ CH Chai
* WHAT 1o SEEK W A SNR.MaT. TEAM o \km} be sum Mg% b abilities of SH Shaper "
e Yeam wmembership. i tialll
* REcrRUITMENT & Serection Pouicies s Todans | Senut, o forad Sy PL Plant ,
\ fhe Fask o be undertaken ‘—3 R1 Ke,sourca]_n\)uhﬂa_\‘or
ME Montoer Evaluator
- Abiliries 3. qualities needed. fo TW Team Worker
S\'ar}' an _Qr\rzrpﬂSQ/COI"\pM\ for Self Perception Ir\\m_n\'og
project differ from those nezded Quesfionnoire & Analysis
fo Consolidafe \ts success. see Beream M. Mgt Teams”
R.% S.POLICIES wittout Su\'d\mnco.‘.- REAL TIME TEAMS are :- \ 1481 Heinemann pp.\S3-\To
o Company culture mouwlds o fype . ~ _ o -
[} \! . . i s = ’
\o{f o person Trey think womd Pexatmge‘%?rg\y selected. for fhais long-range sfrafegic planning.
itin'. -
» Managess fand Yo recrud in thar V
own image. WHAT TO SEEK IN A SNR MGT. TEAM b > Nof necessarily well-bolanced
* Team roe qualifies are Saldom - A range of Yeom role sfrengihs & personal individuals as much as indviduals
\_ constdered . 0 J aftribufes ' - who Wil balance wel . Compakob-
- A spread of mental abilifies o— ility of e membership 13 crucial
) _ A dood Chairman = " fo “an effechive Team.

UNINTENDED OUTCOMES On& very creative & clever wmamber.

- fossibly recruitment of persons One cleVer, analytical member.

of lower mental obility. No over-dependence on a Single
individual o

CORRECTED RY - o A ruo.c‘\n\hon of lafent weaknesses &
\

- Graduaie reccuitment to pmduu_ \ fRe shil fo compensate for them . »
managers Wit good mental
%rb“ﬁls" Job Specificaki

- froducin o Jo pect i fon Thi .
hich (ddnkidias e, feam Tolelo It‘“‘;,{“‘ggm‘;gngm&ng
be filled.. : altecnative but (s not

- Internal recrulment of persons kbt o

witi. a Suitable ‘track record.'.

N.h..— Clever le need leadership of a fype &
style d?('—eagank from people P\ess 9&4?&.

- Capoble of recombinafion
without loss of efficiency.

-Too mo.r\:(\\\(g\\ fliees’ 1s nof
a. valuab\e , working combinalion.

CHAIRMAN'S  ATTRIBUTES

-Pafient B Commanding ,who...

- Recognises & uses a%\\arg\‘n
ofkers, B ts... '

- Not necessarily clever bul can
work wilk folented Yeam wmambars.

2 Tssue L
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TEAM-BUILDING FOR SENIOR MANAGERS 2

)_f PRACTICAL SUCCESSFUL TEAMS )
/ are characferised by -
% PRACTICAL SUCCESSFUL TEAMS o * Devaloped. corporaka. Whinking, Wik .
- ¢ Fauer hazards from {!uv\c\'\'m\nl
% UNSUCCESSFUL TEAMS —PBE LN SUCCESSFUL TEAHS ~ (departmantol) dominance.
may teature - * Animaked interactions o—
* TEAM SIZES W ¢ An unfortunafe combinalion of ¢ PosiFive emghasis wpon :
chacosekers. _ - care for employees,
% TEAM MEMBERSHIP FEATURES »——\ e A \ack of corporate thought - hugh standocds, & belief in...
in fovour of A_th-"\ interests \ = porhmpﬂhoﬂ 8 consultation. D
* WHERE TO MEET o Dbstacles Tm)qop\tﬂt\d\'vxs a preferred
m role. -Leading © collective
e Too wmany, Yoo clever persons °—\v produced ideas. )
-?Qmp\o. a.gop\'(ng feam toles our of contexd o An imbal + i dividual
WHERE TOo MEET - l'mporfa“\' faokures ' \. ~ W n imbalance ot in c{d\a.\'\\'\'u.
of iz environment are :- / Wik fheic abilies ¥ charaderistics .

* Room size i (TEAM SITES o'feass diffess W
* Furnishing & arrangements i | feom o group’ by requiting % (B of word. -

J parsonal adiustments o limired - group resources ‘eed organising,

FURNISHINGS role demands o form ow - OK for ' command groups’;

- Long rectangular Yable are effackive associalion. - foo !argm%or infimacy of inuclvement,
suited o Wieracchically e $,\0 or more S - gelting Yoo large for close interpersonal
orqanisad Qroups. e b (optimum) A communicalion .

- Rond. Yables™ discount fafus T \__° 4 or fewer h— %‘(\ er has own ferctory &

i) % - reto
?:\S—SL\,‘::"U % iprove. Come frip‘zugé\w GOOD TEAM MEMBERS ouar\a_ppingg responsibilivies dx'mjin'\shczd..

Room_SuzE = J | Addpt Yo fil other Feam toles - CHparilinl, Sl ASARIRE.

-Teams adogpl To room sixe, * Show Mimaliness R R - Comparent managers can have

ossbly ab expense of ‘purpose’. ¢ Show self restraint o rm&r % Sacondary faam roles

- Bettet o provide rooms Yo it o Bulld a Sense of community P b J '
frho *ideal’ toam . 2 COMMON Purpose o 4, or fewer . )

e Sacritice personal infesests - fends fowards a leaderlass qroup.
‘fo corporate inferests D - vulnerable when individuols “absent.

NB. . - may become unstable ina crisis.
?:‘E: r%:fpg\:' ssa &‘fr‘?ﬁ%ﬁf \%\EY T&:&\%‘:ﬁéd ggﬁf; fn - While  sFill -wmanfaining their company
Feam's pu{ormv\cﬂg / po\‘:g\m:\Jci S\:u_k functional role. ;

:““bili\"(u,' are ‘o De preverrec 1o o | i : <« -Know when fo lishen & when's infervene.
wrackers' eg. fhose Wik o high Hirdting Depie tmmr&ﬂ&es. - Know when o change roles (possibly indicated
capacity for Sponfaneous acfion - Allowing the feamto explore by changing formality /informality (ndicalors)
combintd Wik o disinclinakion o lakent
consult Ofrers. ni fesourcts. '

- Craaking roles for oftecs .

=~ Tssue 1
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ANOTHER VIEW OF TEAM-BUILDING (1)
X WHEN DOES A GROUP NEED TO BE A TEAM 7

% WHAT HAPPENS

> WHEN DO YOU NEED TEAMS ?

* When levels of uncerfainty obout
fhe task are rising Yo problem
proporfions. .

o The %(\‘QA!’.Q_I‘ fre uncerfainty about
task ,Tne greaker is the weed fo

AS UNCERTAINTY RISES 7 —-——j
s WHEN UNCERTAINTY FALLS UNCERTAINTY "RISES &

share the pmb\tuw .

o Communic

UNCERTAINTY FALS &

¢ Relakionships devdlop wiin group  ~—

e Anced fo share the problem increases
¢ The group becomes a feam.

on increases in droup. SORT PROBLEMY info:

do somatkin 9

o Problems dare nof shared as vndividwals
may p
s(:%e_ua\l's\’ Knowledge .

» Communicakion Moy not be needed ...
communicakion SKINS ol imporfant.

* Interparsonal & individual's feelings

not an issue.

roduce soufions From individual’s

% LEVELS OF UNCERTAINTY & PROBLEM SHARING —-ﬂ
froblem  sharing /
IP_‘

High
need fo
Share

d

Some
need. fo
share

1
—
e W1,
>
LE_J

A

( !
Y Lite
Levels

[\ |

need. Yo
Share

.

Si:wu_ \i igh
of Uncerfainly

»BUT \WHY TEAMS ?

* fhose aboubr whda WL can
anned change).

-To sole puigles.
aimple or complex ?

- To Solve problems!?
- To sorf prob\msj

Yas, because

problem way

have wno
ansuwer.

o hose somdone Q\se can tackle

People's fealings or sove (influence trem).
are \mporfant.

leorn fo cope)-

o problems we wust 'live vl

No - puzzles

hove answaers Time
& pers'\stu\u will
find. answers.
- Experts solve

FIELD A

* Simple pu é\czs easily solved by individuals.

e Needs polife social “skills  only- .

» Any pofential conflict s foleraked or ignored.
e Leoader's rtoe ? Nob needed. '

FIELD

« Hore complex pu.ﬁ\u sdued by cooperafion.

e Interpersonal ‘skills of cooperalion needed.

o Conflict (s possible B tolaraked.

¢ Leader's roe. 7 Chairpecson ; coordinofor; manoger
ot task process.

complex puizles.

sru!}

&

W.Critchley -given o World Con

on Hanag

\opment —Juse 8%

ement dene!

Outlines of views of D.Casey

See. also -
Anoter View (2)

FIELD C
o Problem SD\\ll':,\fg in condifions of unculainty weeds Feamuwork.
e High level inferpersonal _skills of o

ness; trughing ;
contronting ; Sharing feelings & 1daas; guing\recavin g&ﬁback.

e Conflict i inaitodle - a feed 1 cope wilk iy
* Leader's role ! Managing feam B fask processes.

alssue 1
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ANOTHER VIEW OF TEAM-BUILDING (2)

¥ IDENTIFYING THE FIELDS

__y> IDENTIFYING THE FIELDS

* SAVING TIME R EFFORT o=

«{AY unshared certainly.

% DRAWING RIGHT CONCLUSIONS

o {55 CDOpQJ‘at\'onA
W o {C} shared uncertainty.
(D} & {EY kb be avoided :-

« (D} Solving real problems Witk high
levals of uncertainly with gp.
wambers not prepared o share.

«{E) Fuhile achviy area de\JQ\op\'an
opennass , trist . s\:\o.r'm% ae.fo

DRAWING R\GHT CONCLUSIONS

¢ Make no osSsum Fions tat an
Manmg&mmk qroup OUGHT Yo
be a “team . Ownly groups working
i FIELD {C} nu_i Be teams.

« People /groups may move betuean
fields ‘When working fogether.

e Bewng realistic ,00 youw need

¢ Who , in the company hieracchy,
needs Team -buildin g skills ?

concentrabed courses on Yeambuilding

perform low-level puz3ie solving.

- Whak percentoge of o
chrh‘c.u.\M M anoqaement

arcup‘: tme 1s spent infch?
- How offen would Wey use

TANNEN BAUM & SCHALT
CoONTINUUM

[SAVING TIME 8 EFFORT

groups , \dentify -
o thair role & funchion,

teambuilding skils of ‘devdoping e their porentiad tield of
brust, openness , sharing, de. ? o trair i, Ko

- Some Senior managewmant ‘feams
Moy ovotd working in the ditficulk
fidd {c} by appointing Consulfaints,

?‘o solve

worlking
\eaving
Choosing
‘Xl Dr \Yf

arties | efe. §
ewmselves tRe P
bafeen recomm

bast be expended ?

fFor parficular manogement

on, .
Q%Q&n-bmldms
skills of openness & frust,
¢ Where can effort & expense

uigle of

UNCERTAINTY

Little Some

Hisl\

TEAM BULDING & HMANAGEHENT THEOWES

Fierp € - You wight look for Blake &
Houtoris (44) character Yo
awmerqe.

- Also Action Centred Luuiersl\ip
would. best feature (Adalir).

- No leader 1s needed for Wis
Sroup to ‘Q\.an\'fon.

FieLdD A

In e euent of o major crisis,

fhe team \eoder in {C} may revert To
(A} fhe other end of the T. % S. continuum
and ‘tell! We Feam what fo do in

o more ourocra¥ic wmanner. This has the
value of reducing uncerstainty for the
feam as We team \eader accepls
responsibilily him / hersel€.

endofions See olto :-

Anoter view . 1

OUTUINES of Views of D.Cas
W. Critchley - given fo World
gyam\ t Devalopment -June's4

on Mana

&
ad)n (ess

~ |ssuel
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THE BUSINESS OF WINNING

/You develop belter managersby -
% AN APPROACH TO MANAGEMENT DEVELOPMENT ¢ Analysing what works K wmakes
‘ Rings happen

MANAGEMENT DEV'T

DEVELOP LEADERS

* HANDUING PEORLE o
» ROLE DF THE LEADER ©

* FEATURES OF LEADERSHIP

¥ OuTtcoHES OF GOOD LEADERSHIP
OUTCOHES 4———;

*The crestion of ‘work’ as
well as weadlhk .

* The cooperation of the
workforce.

e In Public Service OVSM\“-?—
‘achieve wore Wit \2ss’

e A Ninm'ns combinabion.

FEATURES OF LEADERSHIP
e Senior manoaers musk ' love' & care
for tair subofdinakes. Youw don't
have o like them !
«You gain cooperafion by leader-
ship— you cannot buy it

port B im \ement decisions

istinguish between ‘authoritarianisn’
&'autioritakwe behaviour’
« Sefting o Qood example yoursaelf
is nof enoudn - gat org™ right foo.
“Walk the job" & Workplace.See & be
seen. Show you care & understond.
* Recognise potential when you see

¢ Learn o live with failure . Pick up &
start ogqain.

) %a sed. down (though you d(sqgreg) o

-

if. o—

. Acknbw\:%_ge what doesst work &

- Start early by-pultin
fhem c},{\cjxrg}{?_ of -
somefhing /someona
Witk responsibility for
real \ife decisions.

i ovold using those Yechnigues.
) « Developin better leaders o— - Puf them on the shop
s Establishing sound, clear floor for 18 weeks fo

struckures

qek o.'worm's 2ye view

HANDLING PEOPLE

Most people work befrer if :-

e Know who s In charqe.

e They have a sef of rules whi

& procedures o—
peop ;
e They have a dearly detined fask o

e They know faeir responsibilities.
¢ They are communicaled Witk o—

fair, wall-defined & anforced.

of problems (3. poor
comm*?) & some insight
mfo _jobs of others.

STRUCTURES & PROCEDURES
- Cleas pyramidal Werardyy.

ch - Establ\ish clearly Who is in
charge of whak &,uhome.

- Tall tem of your
rwﬂrzmznts ...

- Consult them for their
opinions . kisten & note.

- Spell ouk Yask responsibilities.

- Establish qood wdf. comm™
system downwards.

- Establish Teams, briefin g fom

| B [:4 fo |:15 maximum.

. —» Leoder sefs targes.

| ROLE OF THE LEADER

« Accepls responsibility for a task.

* Accepts resgy'.'. for a” group of ;)o_op\e.
\S

%ubordinahu upfo @ max.

» Set targets for them

o Be responsible for achievin

« Communicale regularly wit.
¢ Dalegale operaking
uals \f they are capoble.

dacisions fo indwid.-

e Make people want to cooperake  o—

= Keep it good..

feam. - Keaep ¥ simple.

- Use common sense.
tham .
SFOuP o—

- Lot Haewm  accept responsibiity
/" (for Meir tesults) fo Wa feam
wilkin whith Tey function.

-The company has o bigger
ideal thon yourself. »

- A common purpose is
necessary-

-Put on’ avgtu,s iasm & hope .

-Some show it in youl.,
otfhers made show itin

middle oge . Denalop it.

MANAGEMENT LEADERSHI? vv. THE UNIONS

-1 wqf. Comm™# union oMM, workers allegance
i's fo fRe union.
« If wmagf. leadarship # Union leadership , Workers
ollegiance (s o te union.
*+ The manoger & Slr\0£
mentacy roles. Ther

steward have Yo Comple-
iS no need for conflick

he Industrial Sociely Yo The World Congress
on Hanagement Devdlopment ~JuNE 1934

(‘)ul'lino_ of a falk given by Joha Garnelt of
=Tssue L
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YOU BOTHER ?

To ensure ke continued oper-

ASPECTS OF BOUNDARY MANAGEMENT (BM) / NEED

S - Fon of your unt & o influenw
«Is it o manoqeriad demond ? by b .
sk NEED YOU BOTHER WITH B.M.? ¢« How clear m@\-s K nokure \[qu\ﬂoryvcom\hu?; PU‘T.mnmg
of your role ¥ thak of your o__yp‘&(j “& 3 OPRIAS GRS 5
* HOW DO YOU BEGIN BMW. 7 o= Gnit/ depactment / section 1 | il Hha. satvpary,
W . W e Will it prevent the disruplion Q“\J-‘f()m\:{mt
% WHO SHOULD DO \T ¢ o= w of opq.m_tgr\__s?/v To reducae brsmnisal’ianm\
* WHEN TO DO \T ? stress.

Strategic consideralions.

% How TO PURSUE BM.

- Confrolling inpuls 2g.ansurin
supplies \%\ \F\S, right form; in‘?t\n_
right quantifies; af the right Time.

- Contro |'n? outpuls eg.maintaining
customerlo
expecfations; in asp

Politically , how dependent are
you upon tae influence of
otters :
- wilkin the ompany,
}]0*“3 -ChaRynG thair - in the company eAvironmant.
/J
s ot salling.

WHEN 10 DO \T (®.M)

- HOW DO YOU BEGIN B.M.?

+ In anficipation of needs.
« As parf of an on-going

Begin by analysing *-
- WHAT could influence you/your unt?
s WHD miqht " " w L1
*__- WHY moay people . . w owm b

WHO SHOWD DO W1 ¢

* Your superiors
. You .
« Your subordinales

achivily.
« When the dimale is
fovouroble .........
~for them ,or
—— -=for you.

HOW TO PURSUE BM.

L > -byuirtue of thair axisting knowle (political
% stcokegic) & using Mhair exisfing confocs
& infludnde.

e By planning N
* By political means
* By building nefworks

PLANNING for
strategic qains i—
creutins Conditions for
confinued Support B
new developments.

% ACTION PLAN decide to do...
« Nolking , or
o Analyse how \ong(ﬁou spend
er Work Week alreody, ¥
« Buid upto staking clear
objecrives & strategies fo

conlinue the activities. ]
- What ochwities,
- With Whom , &

- Why
- For how long 1

= ‘po\ihca,\'

- fo indulge i cross-boundary achivities, have you :
« fheneed or e fime ?
« the autwority or the scope?

- they way lagk e audrority &for knowledae
fo do on effechive job.

POLITICALLY - considering why we need Yo cultivake
pecple and Who W parficular.

BUILDING NETWORKS of usaful conVacks using -
- colleaques Wikin fhe compaay /o or
- friends in ofher companies B/or organisalfions.

personalities.

- pleasaniries 3 favours (\nkrm;compung) _
- gifts % hospitality (espacially in a salling enviconment).

Leading towards o pradickable, reciprocaling system of rdakionships.

\sakion .

= Issue‘l
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BECOMING AN EXPERT (WITiN AN ORGANISATION)

WHAT SORT OF EXPERT ?

% WHAT SORT OF EXPERT 2 jOr\e_ could de\m,\og aexperfise in -
N ' o A pochicular ospect of o fedwnical
% WHERE CAN YOU BECOME AN EXPERT 1 job where knowledge 18 changing.
e One_aspeck of a sfaft or personnd

% WHAT CONSTRAINTS To EXPECT = funcrion"

A W You could use knowledge dcquired ...
% ADVANTAGES FOR THE ORGANISATION ——j _ ~in anoker Organis Qté:n.’.
% ADVANTAGES FOR THE INDIIDUAL § WHERE. * Tris is defurmined o B i e

by the orqanisakion Which personal Aomain.

employs ou. 1t 18 easier ‘-
« In alarge organisakion
f \

e In an 0\§0.¥\\(.' orgamsak\'on sy

« If it need not depend upon
the co-operakion of othars.e—

ADVANTAGES FOR INDNIDUALS DEPENDING ON OTHERS :] LARGE ORGANISATIONS
R oaren Sy T Tower dimands wpon seial | ~Ofr more s s doelop
i - . Kalls. .
. May \ead 1o the creakion of - Fawer SCD:\\SSyrm&S % obstacles. -More use for o nasrow

0. naw job/ unit / ompany. Specialism .

' ORGANIC’ ORGANISATIONS
CONSTRAWTS To ANTICIRATE “Fosier To organise t.
AS A MOTNATOR ["\mn\y youc boss's QXde'abonS - -Possibly fewer ij'dQ.MOJ\dS

“Increased. personal solisfachion «“You connor devote anerqy & & graater freedom for ‘choices’
& growth in the job. ) fo secondary pu\'-m\ks”_ .
- Furthers your career W fis . Shick o whak you're paid Yo do'

or your next job. « You have clearly defined job

- EnRanced recSgnition & + responsibilties ¥ tust coneant

Shakus on job ‘demands’ & nok ‘choices’
-May \o(_mi o more choice if
promoted.. ADVANTAGES FOR THE ORGANISATION

et +Some m™orale advantoges.
A_CAREER STRATEGY  Could lead Yo new M\JSQ\DPMQJ\\'S, products,

- Creake o nithe for oneself bt
: . : usiness , morkels, de.
Wm\“d‘ s unocupied. by «May supplemaent Reseocdn B Devalopment
Olhers. activiries. & Tasug 1 -

«Nezd not cost e orqanisalion anything
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TOWARDS DEVELOPING MANAGERIAL

EFFECTIVENESS

l EFFECTWE BEHAVIOUR

s WHAT 1S "EFFECTIVE MANAGERIAL BEHAVIOUR ?

* TowARDS LEARNING TO BECDME EFFECTNE
s SHORTCOMINGS OF CURRENT TRANING

LEARNING TO BECOME ERFECINE 1
(Assisfed by We trainer)

Mommgars should :-

( SHORTCOMINGS

o Plamed & execuked as is
economical & convenient for
Erainers &/or companies.

o Attempt a nezds analysis |, recog-
nising fhe specifics of onds job o

e Jdenfify o \earning pProcess which
is effective for him/herself.

e Ldentify \earning adivifies Where

2

doing faings right. Effechv eness
3 ‘%\e \‘9\‘ Wt fings™

f—} (P.DRUCKER ,1974)
EFFECTINE MANAGERIAL

is doing

/I “ Efficiency is concerned Wik

BEHAVIOUR. = depends upon :-
«fow Te manoger inferprers his/her
role & respondibilifies —
o How ofters inferpret his/her role
& responsibilifies.

e The congruence of these views &
Lsubs&qu nt actions y

- Less focus on being busy B active.

.‘E\éﬁaa L}t;\&xbg‘@fg}n\g%ﬁj mansqers ore required fo be - More focus on results, Dufpurs &

» Duekemphasise dev't for effective. y getting things done.

he future rafier than issues Haking the ridnt Choies
of current requirements. iv\srdtg Hoa, 16D space’
e Pucvey  denecdlised Knouledge _ J -
%;ﬁ &’iﬁ“lﬁ%ﬁ%j&"‘v&“& K____k: - Engage managers themselves in the
Haon effeckiveness -misplaced - ar\od_\'mod process. N o i
emphasis on mandderial skills. - Iden d’a faeir realit engage in .
«loaves the manader Yo - Whak do they need o do o become
witk the difficylty of Transter more effeckive in THIS job ?

knowledge from Training
Gurse o ~day-fo-day work. )
% STEPS TO_IMPROE MANAGEMENT DEVELOPMENT -y \ ,
) - Eases ‘re-enfcy’ problems after courses.

+ Focus on issues Witk which they
* Analyse B improve raabionships

funclion & others n the business
¢+ Encoura
« Emphasite the rdevance of

on courses o
* Use ap ropriske well-known
e Accept
(* Trauners should. DEVELOP iw

[« Start witk e reslity of where the manogers are now -

¢ movement behaeen Yobs within fhe draan®.

e leaming octivities
reol-fime experience °
fried learning
ok’ different mna%c:_rs leacn ditferently o

Wduols , not "PROCESS thew m

are familiar.
batween Thair bwn

metnds.

M

& Issue 1

showld halp people handie teir own \earni

- Open their eyes fo learning experiences in their jobs.
£

ng.
echive \earning if comfortable , acceprable & USab\ge..

roblem Since ‘no-

- Haps e transfer
it dealing witk

transter’ is involve
reak-Nime experience.

- Different learning styles m&afh Fo
different \Q(lrr\%ns ochivities.

- Catharfic mix of \edrning activities
onfrm’m’ng courses is too 'hit-or-miss’
o be valued. . .

- Reduce “Tutorcantred’, merease leamer -
centred’ Types of dckivities.

- Cause managers fo recoqnise & improve
Fair ousn \@arming procdsses.
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MANAGEMENT DEVELOPMENT & \MPLICATIONS ﬁ\ FRESH VIEW A job could 88, N » -Tobs are dynamic so

lines are wavy/changing

FOR MANAGERIAL CHOICE 1 (___»\;eez_mod\d\m o P wrelegy o8 - Managers have o
* A FRESH ViEW OF NANANAGERIAL JoRS ° A tlaxible space, surrounded| o coty Yl W, jo
by consfrainfs & enclosing ... To do /nof do Some Yasks.
* QUESTIONING YOUR J0B ¢ Hasle Job demands, Joaling « No wo wanagers
° An area olee N
9 Choices.
A
CHOICES -you may emphasise
[ QUESTIONING XOUR JoB \ Sog\s@b\mﬁ%ﬂ‘é\ oo Job, R
N possibly @ Tis neq-
Do You havaTo do ol e demands | lecking ofhers, uhen working DEMANDS - may originale from :-
. . A Witk -~ . ]
el sk ot Jpour S 18 v - Poars ... consulting lossinggr. - E%srss.f e &i*&?f&%i%@&‘im it et
s Do Yol BUaT- Zrphasite Mo - Boss ... accephing responsibility. - Subordinakes ... for quidance |, Froinng ek .
O prasise ik -G : 9
feaints ? ubordinakes.. .. Coaching , ele. - Sadf. ... setting personol standords
o Do Y%%“SSQ‘:"; S Ry - Sysfem .. .doing poperork. - Sysfem ... con or‘?n wilt, bureaucratic m;grs (13
}JE\U_ P -\Q?;\v\q'\—b ? ~Externally .. .customer confacks, eke. —g\'&rn ally ... from cusfomers, suppliers, et
cnolees oslailable. o N O -Risk areas .. .accepting or avoiding. , JUpPULTS, e
= Does your  mentad picture of Your N e e o s
job “correloye Witk tealily ? y - A8EeRTNg 3 > CONSIRAINTS - fackors of the
o llﬁ)ow dwdyo;vx\r bgis SeR your '0'?? : in\f\efno&{:&\b axfecnal Q_r\\Jb\'mmv\cu\\
° Do you do The monds el ? ) whidn wiluente Yae job-holder eg.
> Are jou moking the right dnoices? o) L—_" - \C\Ihha;k cﬁ\“ifgoidg%ﬁ&l 5 - finoncia) constraints,
' ~ o ' - compony policies
- Is everything thak you do - pon ‘Haa
work which %v\us\ be done ? - gﬁ%‘g‘“&txn\%\g\f\ﬁ’(m’
~— -This Is fhe emply spoce oulside - Tednological advances,
An EFEECTIVE manoger :- fe job demands bub Witkin - demographic “onsidesakions,
- does the demand? weal, e constraints. - union” ocivities, oke.
- mokes fae rignt dhoices.
* TMPLICATIONS FOR MANAGEMENT DEVELOPMENT
< dJ— +
o >
£
Cﬂanm%mmnt devalopers [Frainers b - What parts of ¥ae wodel do you m;)y? ‘:Z:;ﬁ'a- %
should "begin Yo 1dentify Yrarning needs - What ofRer parts should you occupy! m&;:a’l“é
b hdp\'na\mqmaggvs - (It woy be difficwlt o exfend dnoices Wikout 89 A
olY:xamno_ air 1obd i fRe light of the muolving ™MaNagers w major changes.) 35
model ouflined obove S o— 3 3 S
o Examine Wair parformance ' > - low well do you perform on fhe cucrent 42@
o Tdentify areas where assisfance of demands ? c“ §m
some Sorf wowd be accepred & valued. 9 dé
oTdentify Tna sources of assistonce. g 5=
°Ralake learning iences o feie indiv- 9%
idual \earning sfyles. “lssuel 10 .3'3

\_ /




MANAGEMENT DEVELOPMENT &
IMPLICATIONS FOR MANAGERIAL CHOE 2

#* STARTING THE MANAGEMENT
DEVELOPMENT PROCESS s

> [OOKING OUTS\DE YOUR J0B

% TASKS EOR THE MANAGEMENT
TRAINER-DEVELOPER. ==

{ STARTING THE MD.PROCESS )

° Mana o_é\s S\r\m\\d. \«zcax:p a

diary o dadly adhivifies . e———

> Which parfs of heic ‘space’ |

do the manogers ocupy ?

° \d)har cc‘y"\\mw BAVE taey made?
[ { ?

OUTSIDE YouR JoB
°Try Yo understand
Me nakure of ofwer
jobs in the organ®

ls fere space they '
don't recognise !

o\What kinds ﬁ%;x- ANALYSE <—"
periences ase ottered B 8 Fiane. t?
Q‘ fhose oter jobs ? | - Which fasks were DEHANDS.

- Which were CHOICES,
= Whal are you NOT doing
ok you wanY Yo do?
(Manoqers may be halped
o beffer self-management
fechniques)

Y

(TASKS FOR THE MANAGEMENT
TRAINER

o Assist manoqers To mMuiew fhair

jobs (individually) & te choices
Yy are making.

° Discuss whaok eriences would
assist fem fo fnk more
s\'rmrczsical\ .

s Where, in Yz'\s/ho.r Job 'eyale, is
eaclh induviduol manager %

s Route careers b qie” a
variely of job exp&riences

o Identiy ,within the drganisalio

. Who are the good oadhes o

o

.
L

Moves Defween saff & \ine jobﬁ
offer valuable developmaental

experiences.
“— Sraqes in a new job cycle

0> b wonths, Manogers bnrn
erspective & enfiusiosm To
e job & do well o tings
they can do.

O

n,

Q

How con you use them o

M

ofhar managers 7

Josue L

rove

perspective of

P

M’ano\gu*s learn more
Trom Weir jobs fRan
from WUrSL.

618 monts , Manager immerses
Wim/hessett i RE job ; finds ouk
more oboul Wae job. The wmanager's
% e job perspechves difer. A

uiel reflechive perind - qood for
\earning ochivities Yo B inserfed.
13+ months - bursts ot owtivily.

Based on on oddreis guen DY
Rosemary Stewart o e World
Congresr on Mgrdent . June V8%

2.15
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CHODSING A LEARNING METHOD: FOR
MANAGEMENT - DEVELOPMENT

* LoOKING AT TEACHING/ LEARNING METHODS
% TEACHING/ LEARNING MANAGERIAL SKILLS o

% CHOOSING A METHOD

CHODSING A METHOD - may be
based wpon :-

LDOKING AT METHODS
*tach mathod 1t Ka sum of many
disfind sfeps or dements.
*Many different methods have
Common elements.
e Trainer's role is fo combine/syntk-
¢sise. alements fo produce,

MANAGERIAL. SKWLS
¢ Basical\

!

Solulions. (on Yop of
e Sucdh skills \re

e Planned learning objectives -

trainee

aufonomy

- Cucrent trend 1s © devolve responsibility
for learning onfo Grainee wanagers Mewm-

selves.

- IF assumes thab a weed for seif-dew't
has been recognised & accephed.

depend upon

- Method chosen Wowd
whaether franee wanted .. ..

- 3alf paging learning achivities,

- choice (s work or not),
- Choice of wmethod,

- choice of content (fo makeh

own qoals & interests).
% TRAINERS OPTIONS & RELEVANT SKILLS

¥ ConcLusSIoNS

» The mix thal is 'trainer /trainee/needs/ -
Situabion [circumstances ’ {s alwoys
unique varying.

e There 1s no 'best method’

e There 1s no table whieh tels e
trauner. .. to achieve Mis.. do tnak’

* The role of e frminer (8 unlikely o
superceded. by improved fedh ¥ alone..

e et e et Bt ety e W

e Group Si1e o) creakive \‘ro.it\ins &pproad\es.
e Troaner's &@SD“Q\ d\“QSDPk o!_____\ LY 'G\hd. suclhh ™Metods - see no'les bQ.\“\A.
* Desired degree of student

& manager
needs  skils in handlin
people , problem soving & implement:

effechive \earning.
o ldentify Whak dewments go ivfo
e mefhods 3 wWhich you need.

n
cerfain fechnical S‘Rl\s)
nnovative &

Alssuel |

GAGE B BERLINER suggest:
- 1ol , individual wmeltods eg. progd Ing,,
- dtels, small groups 24g. fole plays; ek,
- Tk 24, large ofoup  eq. syndicakes; ate,
- 25+, oagregale  ¢g. lecture, ate,

-Dased on trainer's (Lssumph'on
of how people learn.

- Linked wik knouledge of learner's
learning shyle , &

- What resources are owailable for
learning & where learning isto
take ploce. ’

TRAINERS' OPTIONS  for in-Company g, -

* Do-if-yourself of buy-in expertise,

e Buy package B consultant,

e Buy pockage & D-i-Y,

e Send manogers away on Cousrses.

TRAINER'S SKILLS

* Choice df method demands
Knowledge of metods.

o How Wall "do you Know e frainees 24—’

s Hove you the ralevant expertise ?
 —

"= Thar lmrr\\'r\a\s\’y

Writing learmng objectives is first

step only :-

-Blooms {axonony listed, (14s6)

1. Cognifive Domain -Knowledge &iks manip-

1. Psy chomolor - movement. ulakion.

s. Aftechive Domain -*Qa,\\’vxgs,mo\'(ms, values.

- Pedlers Classificokion odded :- (\978)

4 Interpersonal &

5.Se\§ Knowledge - personal growt.
A typical moanoger's Cmining objectives
would. be o wmix of these. None Wouwld be
separable from YRe ofers. Some wowd be
dowinant , tke chosen wmethod Would
reflect the main objeckives to be ackieved.

- Their needs, tkroug‘k need s anm[y)sis'-
es (See nofes.
= Can you mokdy metod to learning
shyle fo satisfy needs ?

NOTES - FoR UST OF METHODS |

see "Encyc. of Mar. Dev . Yerws

HUCZYNSKL, A . \SBN O-5bb-01334-2
1484  GOWER PRESS

Also : Outhines ¥ INUESTIAATING

LEARNING STYLES, | &2
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A STRATEGY FOR MANAGEMENT DEVELDPMENT r P Excellent QDN\(RM\\B have saveral

= feokures wn mmon. I does \ittle harm
* STUDY THE FEATURES OF EXCELLENCE N COMPANIES to emuloke Mese feakwres in your drgan®

« o caring philosophy for stoff,

* STUDY THE FEATURES OF EXCELLENCE N MANAGERS customats & Service, ate.
, o few ore found wik. o tight mokn
3 IDENTIFY THE TRAINER'S ROLE orqanisakional Stueure

* foster innoyakers Bu enfreprenauss wittin
fhe organ™ , seain g the workforee as
6. source of deos Too.

* Keep lines of tommunicalion short for
more  (opid.  dedision- making.

Successtul managers wmay hove * push aukonomy down the Werarday.
saverad of frese traits. They - *hove dearly defined obfectwes or
flock & \ % N ¢ forward. plang.

e e WAV s « ook ak past successgs ,leasn fom
* have respact Jor induiduals, o thom & Tepesk Wam Gt fansible).
h us - *’”‘&.‘(‘ k‘t“ﬁl- + stay close Yo the business ey

* have &Cnru\g &\'ns_op Y = Know Know bDest. _

Trasner's role in management their staff & faeir jobs. + Seek excellance in quality, Service
davelopment willin e Gmpan ¢ dalegake B push aukonomy down, relability & value A '

P pany- even o 'Shop floor’ leval. - learn fom The peple then serve-eg.

» Perform o Q_“"‘\PQ«'\_‘I“,W?M' e shield. therr SubordinoXes from Stress. ood. produnck id.eas
&‘}ﬁirfty‘l'}glrﬁhtfs\y‘r\\h m‘;“,‘a‘r‘gy . %m tlexwole & \wco\_v;\mhchw\ . 9

; eome  Ahonae- agen M SDVLS.
o Reduce onxiety over toochin * know Mheic on Toles clearly. .
& g;\ﬁoumﬁ%f k%ss {subord.in . ka&blsufm&nammsl%s c\egr_tbo o \V
co \nq wities. * prob e o3 eom Wit .

. : : Eleas ob eckives, requiarly maintdined . Bosses perceplion of
giri\gf*sv\x\m Qrfv\:f pg%w(b\ﬂ;je:r o foster Jood mmmu%icnt(&yns . SUDOFEBIeE T,
it/ seckion / department. e modal promole Mﬂmb\a. banhaviour.

e Tdontity monoqers indivi o acceplh e infolledd ospecks of
] SR el | Sadleg B vy Gtk subinals

. . 3 e \ |
ouiahle [caning perenss | EREn RS e
* SWOT. anolysis on manogers Possibly identify their leadership style.
& Mair feam waembars -t ,\h_wprkm%', don't dnango 1Y, Subordinate's percepfion of
- 16 F isn't working , furn faem on o more own role !
- Suggeats areos for davelopment achivifies. effectwe. Syles (WREDDI - (ldeally , the fuwo fields would be
- \«)hc§: blockage. prevents fhem from reali ing : Congruent)

eir poFential or ambitions,
- Generakes interest in theneed for h‘o.\‘m'ns

< {ssuel
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DEMANDS CHOICES & CONSTRAINTS

* DEFINITIONS
*% WHY CONSIDER THEM ?
% THE COMPANY'S PERSPECTIVE

rWH‘\’ CONSIDER THEM ?

P DEFINITIONS

° Demands < whak anyone holding
e job

o Choices - achivities the jobholder
can, bul does not hove 'o,do”

o Consltraints -* factors infernal or
&xfarnal o We organisafion thar
limit whak tRe jobholder way do’

Parcephions of these moy di

enormously where JobDascripfions

_are loose” & responsibilities wide. )

fo do.’

~

objechve look af their jobs.
how,/what they should do.
finking

effechivenass.

jab.

o They help managers fake o wore
o To quesfion manager's baliefs on

o As ‘o career sfrategy fowards _\
of what job Suifs you best.
o They Can help you assess your

o To find out whol you need o do N
fo bgo,t more enjoyment from this

Many constraints

are reveoled fo be selt-imposed.

(THE COMPANY'S PERSPECTWE Using
this model , the examinalion wilt Welp

ke company - :

o fo analyse jobs B ez how effectively

),
Y -

on choices

Some Managers

‘demands’ Wwhak
as ‘choices’.

-

N Choices
——— —

Jor PERSPECTVES
Manoger A C_ D v. Manager B (22

* Manager A may be 'people oriented’
focussmg downwards Yo subordinales.

« Manager B way focus oulwards fo
customers 3 boundary fransochions.

* ManagerC would be different oquin.

> Jo» DEMANDS

- Performance demands - maeling Minimum
aceptoble performance levels.

- Bahavioural demands- aclivities concommiant
Witk te job holder.

erceive as
othars perceive

Managers ommonly exaggerate
‘constraints’ & therefore restrick

MRaic considarat

- To reduce ¢Cunnel vision’.

iIF 18 ufing s moanogers o—
° makdh manogers To Jobs for mcreased

affectivencss & enjoyment for jobholders.
o {mprove selection procedures fo ¢hoose

won of ‘dnoices!

Compefent job-holders o
o \mprove job design wiltn clearly detined

demands 8 areas where choice is

permitted.
o make o

sitive  confribubion Yo oppraisal

E‘E g
w
35¢
cr:g r

> Halps (o build on accurake 9,3

Job & Job g*‘ e
DQSCI‘iphbn Spu'nficat\on tfﬂ

(Work con¥ant) (SKils of Job holdar) gg p

J dg/) o

6¢u

A g g i

percepiions 33 @

of e Job, demands , dhoices & constraints. 028

J Malching boss's & subordinate's

L interviewing —

4 Lssue 1
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DEVELOPMENT TRAINING FOR MANAGERS -

p» DEVELOPMENT TRANNG is

(USING THE OUTDOORS)

% WHAT 1s DEVELOPMENT [RanNG ? P
% WHAT DOES IT SEEK TO ACHIEVE ?’_—_T

% WHO CAN DD (T § o,
% THE ROLE OF THE TRAWNER (STAFF)

)

ROLE OF THE TRAINER (STAFF)
My depends upon e skill &
sensibivity of Hose who organise
e course. They musk :-
. bE FLEXIBLE , *k may need fo
modify & red ine {\L COWSE CDMPO-
r\a,nts in e i B%M of pra,ﬂe,ncq,
. BE SKILLED OBSERVERS ,seiting
hlsks fhen standu\g Dack fo allow
padicipants fo E;Qnar 2 \do.us &
sdve. problems. laker - o ge wiback
. DRGANlSF_ & PLAN, fo sustain
mMomentum OF TRe Course &,owoud.
aanecessary hodups.
- HAVE RELEVANT ACADEMIC KNULEDGE,
Fo identify leadership 3« ofier issues
of group dynamics & reake fRembo
experiences, during e reviews. Also
assist Franster fiom Course experiences
Fo work situokions.

and./or

A Sl‘ral’c.%
e aff iveness of an ndividual’s

work sefting.
«IF involues

- Tt uses e outdoors for pursuits
which may be pofentially dangerus.

which saexs o dv_ve_\op

roup’'s performance \n e

o

reViews

ACHIEVEMENTS ?

It (s o.very pofent learning
experience which seeks o
develop pm*hupurﬁs

PROCESS REVIEWS
These achwities are real
situaions & experiences.

Staff B parhicipants raview
Fam Yo identify ' PROCESSES'
involv ed. fo\\owQA by feedback

e As managers
+ As feawm oF qroup wmambers

- As individuals v—)

AS INDWIDUALS
- Haightens Se M- aworeness

& gives insighls info onds

strengths & Waaknesses .

AS GROUP MEMBERS

fo (_ami behaeen) poachicapants.
REVIEW PROCEDURES nvdlve:

- Saif assessment,
- Peer feedbock
- Linking uiiliin l‘Q\QDFQ.\'IuL\
fromework,
- Relaking problawms of
ourdoor achvifies with

experientiol \easning e
« It incorporakes periodic process T

- (ommon

ADVANTAGES

- Quercomes the compains
ok conventional courses
lack reality 3 relevance.

- Managecs apply their
skills fo real situakions wik
prospect of immediate
foedback on Weir performance.
- Tecple. ace fotadly invdued.
Rely on own resousces -
\eadm to personal &
feam development.

- Learner-centred. orient-
akion of acfivities

{ EXPERIENTIAL LEARNING

pattern follows Kolb's
\earning  cycle :

pacallel work Stuafiont.

- Develops leadership &
team-building qualities. \

WHO CAN DOIT ?
-Participants are usually
middle manaqers & supervisors
of mixed 0423, experience &
backgrounds

«Mole or female in mixed gro
« The fiF & heallky, (aF outset !

INDOOR & OUTDOOR |[~<€&—— | PLANNING

EXERCISES

Preparing for

AS MANAGERS
-Witkin the group -
- increoses onds confidence,
- devdops co-operakion,

for
learning dafa

aclion on oucse
or of work

erafion of

= \nmhu pav\Ys manoqe .
CDMMumcohong

" [PROCESS REVIEW | ——[ THEORY |

problo_m soli ng,

. L
(I

\ FOR HOW LONG ?
. Com«on\y obout S days af a
residential cenfre Wi

High staff : participant rofio , around |:

3 component oukdoot omwhes

Idantifying amerg Clarificahion
+ decision making,  jssues e of experienca,
ete. |nS|9\r\\'
possnb\
=« Issuel
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INVESTIGATING LEARNING STYLE (1)

(FOR_MORE EFFECTWE LEARNING)

—
THE PROBLEM

Two persons may undergo idenfical
learning experiences aifer careful

A Tssue :

% WHAT'S THE PROBLEM ?
s WHAT MUST A MANAGER LEARN

pmpamtim\ _One banefits bur e
other doesnt. WHY was Veaming

% ATTITUDES & OFPDRTUNITIES

—ypp LEARNING NEEDS| offective [ineffective respactively !
« A careful needs anoalysis Wil

% RECOGNISED LEARNMG STYES

establish  appropriske needs having
studied tndvidusl performance
criteria.
« Skills for effeckive parformance :
- depend on orgo.f\'\sah’unal demands
- vary Witk the fype of pob  o—
WITHIN THE WoRK | MANAGERS MuUST BE COMMTIED To
ENVIRONMENT TRYWG To MEET THESE NEEDS

+ Opporfunilies fo 1Zarn come through
- ban coanb\-.a.d,,(on fhe J?tb)
- modelli Qxparience .
odelling By Pc_c,\\ uos o—— - [uforing s uswolly off-Re-job &
« Attifudes of obers ok work™d the not by colleagues . .
‘climoke' do have an effeck onpeple ~Too offen the learning provision

—> - Usually vary specific.
-Uswally changing [
dynawic.

Ys

RECOGNISED LEARNMNG STYLES

is incompakible Witk the wmanaqer's
individwol \earning S\"S\Q,.

PHoney B A.HMumford identified > ACTWISTS : ! ‘

four sfyles Wik astociafe d Strenghs Strengths %‘g&fﬁd?’ ‘%@ﬁ,‘:}‘ﬁ‘;ﬂ“ﬁ;{&‘f’\l‘iﬁ“\s_

& \itc 2 v_\:,rsses. -(\3\‘)&?\)\—\1 (‘\D\p&;‘\\gﬁ\( dad Expecrakions ot saif ¥ boss way coﬁ;\'c\(m diverge).

o i o - ) -~ \ de).
: Rdmd?r i : i d\nl\o.ngel- Boss &/or colleagues way nof Laat o coach or Mode)
¢ Theoris o—

« Pragwalist
Every individusl will show Some
feakures of eack classificakion buk
usually one style will dominake.

PRAGHATISTS
Steengths -
- Pruchical & realiskic,
- Businasshike,
- Tachnique oriented .
\Weaknesses :
= Task orienfed,

- \nfolerant ot waffle,
- Lass tnferested in tReory or
principle than in prackice.

R Weaknesses : _
- Oftan takae risks \mv\uzsmr\\{,
- Quickly bore & seeknes oL nties,
- Tendancy fo personak over involvement.

ISBN O

® §Yg
L ~ Bl
THEOR1STS REFLECTORS ‘g g o
Strenghs Strenqbas - 8 Z 57
~Logcal inkers ~Thoughrful, £521
- RaYional ob\jo.c@mo., - Mehlodical g 5%
- Disciplined.. - Giood. o) \istening. . o’;‘ﬁ
weoknesses * Wooknasses: gg,
~ Low tolerance of disorder, “Relwdrant participafors, ||E£ 7
- Intolarante ot infuikion & subjechwily. - Ouerly camfious, f’g 3
- Tendeney fo pertectionism. - Un-assertive . LT *
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INVESTIGATING LEARNING STYLE (2)
(FOR_MORE EFFECTNE LEARNING)

s FIRST STAGES IN EFFECTNE SELF DEVELDPMENT

% WHO COULD BENERIT FROM THE EXERCISE OF You

COMPLETING A LS&. 7

L EFFECTIE SELF-DEVEVTRMENT requires

o A parsonal commitiment Yo deve\opment.
o A'nezds analysis’' fo identity personal
wants, organisahisnal re icements &
any skill deficiencies Hkak can be
remedied by some form of'educakion.

* Complefe a \.uu‘n\'r\q%%\zs Questionn aice
(LS8 identify your dorunant learning

style@& plot o learning style profile o—p

=Tssuel

WRO MIGRT BENEET 7 ' |
The L.SR. informakion &% proﬁ\e,

M(g\r\\' benedit ...
. \\ioursag\% o
¢ Your boss e
e A fraanar

)

Youw BENEFIT

A TRAINER (TUTOR) <

- by consciously avoiding
inappropriake learmng
axperiences.

- In planning seif-deveopment,
Knowing how you bast funchion .

- Shared” Witk your boss - the

PLOTTING L S.PROFILES —=
“Most Individuals adwibit o wix of Hhe

& shylas (Activist, Refledtor Theorist, Pragmalist)

but” lor 2 wmay dowminake.

- N'percaived” profile plofied: (toncerning \you)

E‘y a colleagque 18 o useful comparison.

- Halps an \n widual Yo seek \earning opporfudities
best suited to one's dominank style.

ALTERNATIVELY
- You may endevour to become
equally proficient n all styles,

psychological raward. of Knowing
of “his[her inferest in your devadopmant.

\\M

- When planning fo assist e devdopwment
of subordinakes -to know What eacning
ackivities o Sponsor.

on all-rounder. A better dedision
but fakes longer & has more

associofed  ditficulkies.

|

- Now understandy beffer now you work.

- Before courses
- During courses o—\‘ l

‘Malkching course achviries fo

individaol participants.

- By inrmamw é)arh'c'\pmn\'s fo the
oncept

learnming  styl - ey ma
Know Q@\\d‘y how o quin ‘E'rgm \\}‘:\éjr
achivities.

>'IdQn\'iF3\‘r;Lg Eol‘m\'\'al learning  difficulties
for Wndwiduod pocticpants.
- To assist course planning hoving done o
Eewining needs anolyss.
In p\am'gg davelopment achvbies for
Crainees B for  colleaques.

THE ¥:U\NLH\L

s of
O 9508444 O 3

or LEARNY

L.S.Q's are supplied free
ING STYLES' by

PHoney & A.Mumford

Witk
\SBN




LOOKING AT DISTANCE LEARNING SYSTEMS

1.A COMPANY PERSPECTINE

»* HAVE YOu DONE A NEEDS

NEEDRS ANALYSIS Hove you:- -

ANALYSIS ? J

WHY DISTANCE LEARNING ?

* Tdentified the farger populalion
of bhrainees, potential users ?
e Tdontified e Traineds needs
subjeck confent) ?
eDoall T iA;zzs have the same

n .
e Whak olfernakwes are available
fo distance \earning ?
«'Whak barriers does DL over-
come thak olfier systems donot?

e How will yow evaluake tre
effectiveness of D/L training?

e Whak ore fre performance
criteria for success ?

= Whot are the consequences of
vor adopling D/L ?

% (CONSIDER THE CRST FACTORS

? | - centre dis
* WHY D/L 7 o3 Sm ot Mo On pace.
D)

% WHY NOT D/L? |- 8§ ok aTime Which sus

eaTs.

fAe ndividual .

frainee dewdes

e Need fo be locaked wikin
Qasy occess of college or trg.

* Courses Start/end when

« People. Witk [ow mobiliy (for
whalever reason) may enter

HY NOT | TRe scheme.
DL ?

* Not o wide range of subjecis
ovailable n D/C wmode.

* I3 the mokerial f\u\b\t--mogg\v\
fo stand. olone & yaet sakisty
all possible student demands?

e oneliness of e Long Disfance
learner’ lacking fhe Spur of
of a Tuler or compelition.

e Limifed learmng Fechnologies
avalable ak home Or remote Sites o

e There Wil be many mis-makches
baetween ™alerials & (rainee's
learning sfyles. D/L wont suit

COST FACTORS

e Seftin &% adumin. costs

If suttable maferials exist olready -

many ‘rainees.

Not eueryone has

equal

occess Fo~ compulbers; film

projesfors (or Viden recorders);
Fape-siide facilifies ; work-

not foo prohibitive

\ fo rCQr\siaarr. " _
e Larqe Mainee far ulafion
br(ng S U.onumio.sgainpop

e Wha is the Cost of counselling/

be nezded ?

% COMPANY CONSTRAINTS
P+ Logistical

pro A AN

I£ suitable maferials don't axist :-
* Davelopment costs(from seraken)
foo prohibitive for many org"

fhe \°",5 ferm.

futoring sraft activifies whidvwil

- number of frainees ; number of sites ;
- fraining people o adwinisfer Stheme ; retord keeping;
chasing , LP-daking

Not considered here are:
- prinfing & sforage,

- packaging & mailing,

- Falephone” charges,

- admin . staff cosfs, ek.

wmokerials : efe

- neczssary \earning fechnologies on-site of ak home?

e Benhavioural

- how o motivake trainees ?

tutoring & Counseling personnel.

e Personnel

- Who will be in dharge (central locakion & remote s'\(‘cs%?
- more staff Wil be needed in Me fraining funchions

0

assist Wit coaching  fraining , counselling firefighting.-

e Budgel

- whose budqger ? Wwho monitors  expendifure ?

shops ; libraries;efe.

ree of dispersion.

Whak rewdards for te Successful ?
- fhe consequences of not achieving 7 Motivaking & fraining

2.22



x FirsT STE?PS

7

LDOKING AT DISTANCE LEARNING SYSTEMS

2 THE PRODUCTION PERSTECTIVE

FIRST STEPS :-
« What do you wish o achieve?
- define o to.rsd' populafion o

7

Tarqel populafion needs fo
beTarqe Yo mert fe poenhial
expenditure & make iFuechahile.

__3 - How many hours of study ?

- sef your objectives
- have you e¢stablished a need?

e How will7if befunded ?
e What timetable are you

used for nstruction & la_o.rnin%’. :
- How wide o spread ot subjed!
wmakter & achwities ?

working fo ?
e Following the pr arakion of
maketials , lRen what ?
e How will ¥0u evaluafe the
success of the project ?
e Who will ba in charge & What
authority will they hava ?
e Do the materials exist dsewnere
in some form or oOther? ¥

o—

oo

* Buba

)

- Don't re-invent wheals.?
-Is taecte someftain

be adapfed for y
Start some deskK

'\§
res

ET IMPLICATIONS

e This connof be seen as @

BUDGET . IMPLICAT\ONS

marginal expense . The Cosfs
are heavy & front-loaded. o
THEmajor costs ore On people *—
What ital purchases are
necessary during developmant
& for operakion of the scheme o

o Issue 1

-Equipment for produckion.

-%?\t y foclities eg.
compukers , projecors,
talevrsion , cassette players, ete

- Cost of converling space fo
fresh usege.

which can

Qg\:c_\n )

- What are fRe tiaht implications
of adapling mwi{tqgrio.\;p ?

_Whak wmddium /media. Wil be
L - At whak level (s i aimed. ?
- Readistic fime budgers should
be estoblished . Wrifing &
developing is a slow operafion .

- A pilof schame for small Scale
evaluation & \'a.sh'r\(g? _

- Pasrtial implementalion inte
existing company Training
activiries 7 _

- Company Wide implementafion ?

- Markef them ?

Whase copyright 7
-What are the sfaffing

mplicakions ?

rposes’

- Development may have fo run
paraliel Wik ©On-going Truinin
activities, witk o subsTantiol
fime lag before coming on Streas.

- A favourable rafio of |lour study : (Zhour
repacokion is unusuad.
- wmore rtealistic figure 1s nearer |: 20hes
(or worse ) )
- Have you Sta$f who can do the originafion?
Yes? can theybe spared from Ofhar
dulfie s at 'what cost ?

No? can someone be frwned o
suitable levels of competence ?
How long Will 1t Take 7
- Whak naw SKlTs wmight be required !
Graphics ,  Secretacial , Reseacch, Tuforing
Ediforial ,  Adminisfmfive , Recordin +Counsalling,
Production , Distribukion , Library .~ Consulting ate.

2.23
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TOWARDS EXPERIENTIAL LEARNING

% THE MODERN SCENARID =

% StRATEGIC MANAGEMENT DEVELOPMENT (M.D)
FOR THE FUTURE o

% ROLE OF THE. MANAGEMENT TRAINER
STRATEG\C M.D.

s [ XPERIENTIAL EDUCATION ;

EXxPERIENTIAL EDUCATION :-

« Uses gamaes , exercises & sim-
ulafions in frg. programmes Where
learners observe
of War actions.
« Makes use of daevelopment .
(outdoors) to devalop u*-standingof
coneepfs of motivation , decision
Mmakin roup dynamics.

e ProvidZs o Tramework of wteg-
rative educ’n , Shared experiences

- Sharing observations, feelings
& thoudhts w dewding what
was \earned.

U2 CDI\&QQ'\AQI\CES

& dialogue bahween participants o

N

—

> THE MODERN SCENARIO -

/. Increasing uncesfainty

» Advancing Knowledae
fechnold

8 manogement systems
W do,al?;\g J

oc cLuirv,
e Huan
CONCeTRIN
functio n ot Work™

rspedives afe

the oug\r\bul

STRATEGIG MD e ITnfedrafwe skills cann

e Complex Organisakion a?y structures
with Complexity.
e Management szcuh'\nxs nfzo.zi fo
knowledqe & judgemaent.
! nanging
quality of life 8 the

o LQArm'r\g oqenda Reeps changing
- o Manmgtr's COTCar.

BEWARE :- " Experience is a
severe feacher, Wb tastsfirst

&/ C}\(K N ]
- & gives the lesson afterwands.

fontiers

ineteckive

Use experiential
learning methods,
discussion & reflection.
fHalps fo develop ability
fo deal Witk omplaxity.

ot ba

Faugit by conventional trg. methods e

FOR FUTURE
¢ Provide wanagers with aceess to
knowledge &~ relafionships network.

+ Dave\oplifelong learners Yo cope witk
Continually changing Career ogenda.
e Use pr' learnin cycle for” mar's

Yo bater understand their relakion-
ships Wik people.
« See tompekence s & funchion of

the £it befween Yob dimensions &
J

parsonal skills.

ob demands
‘E[cko_n‘fi’éj frq.&

ROLE OF MG@T. TRAINER

mtegraking \earnin

own experi

* Use Contlick, dis
erspectives.

e Help mar's
from Techni

Y

*To manage the learning process
witt, work

« Halp managers feaen from thelr
ces in life

» Avoid fae labal of “dispensers

of Knowledqe B Wisdom’

e Tdontidy ¢job role : skills® mismakches.
ement & differences
between people To provide

esh

o Undorstand \edming in adults
row & waka framsition

fo Mgt. respon sibiliries

—— Halp mqr's learn

- Learning should

o1

From shoct-lime , single-

views in condibions of
& change.

|

cerfainly wmfo™ to \ov\%\-\'erm , widet

-1¢ personal skills 0ra> yob
damands , manoqer is dissakistied .
-1f parsonal skills  job demands,
manager 1s challenged.  and
shrmulaked. .

-When assuming higher jobs in orgns,
expind dromokically.
wcokional weeds

how Yo experience  events & use fab experience.

——» - Adults learn beffer W Suakions where they are adtnowled
as equals & axperts - senior wanogers yom experts. Sh

De infegrafed Wik real-Time work Yo dewdop

o general wmanagement” perspective eg- Action Learning &/or
- Adults have o weed to teach
as well as learn . Encourage Coodhing Yo

nctior

Rotation of Job

location hish promote on-the -job \mrn‘ms
on ,

igh wncectainty
From on oaddress by D.Kelb
= [l te\World Congrass on Mgt
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REHAVIOUR MODELLING FOR SUIPERVISDRY TRAINING

% WHY DEVELOP SUPERVISORS ? <
sk THE SUPERVISOR'S PROBLEM AREAS o—

r—

WHY DEVELDP SUPERVISORS ?

J- compan 's TRSOUFCES are (ONSum

«They seb the climafe in the

«They are closest To where o

e Their alitudes—are modds for

-Through their inter-
octiond witt. workforce

ed. r
-Through Meir

organisolion
9 | occasional cusfomer

s THE SUPERVISOR'S SKIWLS fre workforee fo follow confacks.
«Insensirive or unskiled supervisors
may cost the company deac nTerms
PROBLEM AREAS of lost poduction & poor LR
- Dealing uitk things - controlling, ,
SKILLS recording , chedkin fackors Attirudes
10 % technical - when rDel &t_m q b\t\Pmd : 1of. ~Yo lhair peers (showing Co-0p™& prgl{essign-
W s o \Sm.
&r:wg:&wzm;\m\mni’ pmd&p_ v::% Wi pecple = ) - to their employer (Gg\\owmg company policy).
Knowoled S be adeaquake .  CONCE e - fo he wor Jeor(‘_c'_( y modeling Soe\dﬁt)
« 0% non-fechnical - “work & Poor work habis. HBTE hanisl
accomplishment 1§ now frowgh |, - Absenteeism B lakeness.
communicaking Wit people o—ry -Healtr & safel ¥o_qpact_s.
eficiencies.

¥ DERAVIOUR MODELLIN G SKILLS NEEDED :-

-DASED TRAINING

inferpessonal; communicaks

~Trains | skill per -4 hour module.

¢« Breaks each skill info a set of Critical
steps with behovioural objectiv e for each.

« Crifical steps Decome an ogenda for the
SL;&QN\SQV to follow 1 mitiaking comm ™

witk, an amployee wihouk camsing dienakon.

* BERAVIOUR. MODELLING DEVELOPS SUPERNISOR S 0'

- Lendarship ; Planning ;listening ;

D,

- Parformance _ _
- Employee relakions complainfs & grievances.

NS, WSin S,—ju&gzmeanxc.

o By developing fheir own copobilifies 3 incfeasin

By modelling
\
e Uses POSITNE mod.elun

e Gives mmediake feedpack on behavioul & acki
o. frained. observec (& possibly peers)

mannar.
o (ontdins

Sls To 0ssist them Witk day-fo-day probless.
- showing Visuolly whak wust be

done & how it should be done. ‘
o Gives opporfunty © pradise twose skils under diredion
ot o Comparent i steuckor.

o Alss feaches how fo recave feedback n non-defensive

an dement of management reinforcement fo
ansuce bosses cooch & rainforce use of naw skills.

q Confidence.

ons from

o—— - Maintainin q9

ot »-Tndividual role-

% WHY NOT TRADITIONAL SUPERWSORY
TRAINING COURSES 7

-Try fo change attifudes before

behaviour- Wik mixed success.

- Dffen nof wholly relevant fo
doy -To-doy  SGpervisory problems.

. Offen o Wakered-down Course
meant for more senior managers.

« Pufs theory & concepts before
rackical Considerakions.

+Lacks opporfuntly To prackise &
perfedt’ Technigues.

Leaves superviSor o make the
transter fom Hheory fo realily.

- Somefimes  builds \“LSth«\QnYy
& scepticism. ‘

-Uses Films or
Videotapes of
incident handling.-

plays .
uning the
supervisors” self-
esteem. Co
where necessary.

et |ssue L
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MARKET SHARE & SEGMENTATION

MARKET SWARE (DEFINTMON)

|
sk TMPROVING MARKET SHARE /

> MARKET ResSEARCH & Customer.
PREFERENCES .

To defermine one's MARKET SwARe,
it s necessary Yo identify Yre
producks  which soXisfy a particular
ser of cusfomer warnts B Yaen Work
our your share of e oo N.Sﬂl’o_
ot all bronds W tRe sur%‘\;.

IMPROVING YOUR HARKET SHARE
One way is b wdenfity the
BENEFITS e cuslomer Saeeks fo
acquire & ik Hem wth ke
FEATURES of your product. ¢

Use benefit analysis MR

MARKET RESEARCH
INTO_CUSTOMER PREFERENCES
- The producer fneeds fo
Know about his customers :

- Whak ey purchase,

- Why they &\:\‘d\ue i,

- who are
These researches divide the
consumers b recmgnisable

¢ our produck has "X’ which

BENEFIT ANALYS)S

- List full Tange of benefirs for buyer
& don't lo¥ famliarity Wtk oun
roduct lead you to undersell it

- Incdude bencfits of the customer/
company ralafionship.

- Differenhioke baonefits (ours versus

compelitor's producks)

means thak you geb’Y' when
you buy it.? Feature Wis in
e adverhising.

opinion leaders, —————pe.g. TV adverfising

by calebriries.

» WHY BOTHER ? It helps to -

marker segments e

- Differentiate  your company from the
compefition. Rafionalise & specialise.

- Concentrate. on We wmarkel segment
you prefer(Will influence padkoging efe)

¢ - »This in furn dewdes :-
- ke wmarkehing direckion,
WHY DO THEY PURCHASE <— IMPLICATIONS - what realisic markeking
PARTICULAR PRDDUCTS ? — Customers show disind buying /preference - sales objeckives o sef;
& - Improves decision moking

char

- Many ansuers woay sezt cbuiaus
- fhey buy food Yo eok,
- ey buy pefol fo fuel e cor.

- Where several similar producks st
heir bahaviour seems gute arbitrary
because .....

PEOPLE DON'T BUY PAODUCTS , THEY
SEEK T ACRUIRE BENEFITS.

- The warket researcher must identify
Ike benefits to e advantoge of
the producer.

ackerishics depending upon :-
- thair parsonal charackeristics.
¢ heir response fo parficular

by waking manogers thivk
ohead.

produucts
'} e.q. demographic features, &
ag. brand (where Yhey \ive)
loyalhies socio faconomic  chacackerisfies.

= Tssue i1
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FACTORS W EVALUATING SALES PROMOTIONS (SP%)

% PROBLEMS OF EVALUATION o—
% WHY 15 EVALUATION DIFF\CULT ?

% CoMMON RANGE OF SP's

CPROBLEMS OF EVALUATION
/0 Whot do e mean by evalualion ?
o What criferia. can be used ?

e How do we undertake the avaluolion’?

e How o establisn performance entervo ?

e What are the criterio for suecess?
éRoju‘ bock Yo S:P. objechives)

o Circumstances defermine Yechniques

WHY 1S EVAL™ DIFFICULY ?

& may include :

COMMON S.P’s (for custhomers)
e Price reduchion n ‘sales’.
« Price off/ex¥ra contents packs.
o Compelifions.
¢ Pingo/ games of dnance.
* LinKed {cooperakive) promolions -
ot 2 brands (produes).
= Sampling (give amoys),ettective sporting of cultural
buk expensive. o A vasiely
«Gue awoy tems wike Loc of are
ofker sales.

fhe consumer

different types

« Differing

circum stances.

e Numerous behavioural &
psychological variables influence |

 Markel ploce vg*r(ab\zs eg.

8 locokion variobles; ete.
fypes of SR range
from rtefoiler's bonuses o

of methods ot eval™
possible W Wae ditferent

= fiming, -funds available.

ouklel; size

onor ship.

* Coupons (in newspapers) drive
customers n Yo use fRem.

« Buy L- %Q\’ 1 free (or Variokong)
it pock Top sent fo manufoct™
e Duy vultipacks - same as discounts.

* Price oft next purchase.
¢ In-store sales persons. ‘
+ Celebrity promotions (shops or TV)

- Saif-ligdaking premiums.

‘GENEP\AL)
A

Y
CONSIDER CONSUMERS DECISION ENVIRONMENT
~In-store  influences o———p- known brands,

- Point-of-Sale factors - familiar shop,
- Otker promofional ) - odverfisements seen, ete.
9). I

ackivities (compelitor
- Social sefhing.

: - price,,
- Genera)l wHuences P

- ovailobility,
- communicalions, efe.

P Y alempt b Seasanabilily. Demographic. '
k‘:?: in‘:;\lim‘. :\&m" Populakion incomes| Physical -home B family circumstances,
by, - phenl- e Econoric rocterishics. - opinion of friends, efe.
h climoake. PQ.TSDT\OJ«J. IDEOSYN- / . o
QW*““""‘“""(‘?“’““"“;;. EN\"P‘DN"‘ Roles. Pt cantic Influencés of motivofienal principles
react b“?{‘: informalion Y MENTAL Produek _ Attikud.es. on buyer behaviour vary from -
wiluth TRIn0eRS carackeristics.|  Aworeness. , - ‘general’ to *specific’,
:;::::{r‘;fzs “8:)\—:“51 by ;"'r“b " ?P"‘_‘\N‘; 5 - “ewironmental! o ' ideosyncrakic
Avoids mental dissomance. ekl gy aily WnHuences <«(See ARMolie's schamakic model, 14T0)

activities. v

‘SEEC\F\C,

Markeling promotions offeck * SPEQIFIC
variobles mostly. :

Consumer wofivakion & segmentakion Issue 1
chorockeristics liz 'n ' IDEDSYNCRATIC 2nd.
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PLANNING A PROMOTIO

N

% WHY A PROMOTION ?

> BUDGETING A PROMOTION

% KNOW YOUR MARKET & THE PRODUCT

MARKET % PRODWCT.

UAWHY 7 WHD IS IT AMED AT ?
/ + for consumer motivakion ?

“\y Oun

- Dacide \whak youw are selling,
benefits, peace of ming , e.

- Who ore your customers ?

q /ol ; -fomilies/couples;

-male [femole ; socioaconomic
- sing\le[married; efc. gp-¢

- Whaf are your produck

charackeris ties?

WHAT WILL\T CDST?

- for frade wotivakion ?
WHAT WILL \T YIELD ?
* laundh of a new produdy,
» boost ‘off peok’ sales,
aggresswely - fo diminake
minof Compelitors,
+ defensively - because
compelitors ace doing i,
* Yo gain greaker merdn-
dise disploys.
DECIDE OBJECTIVES ©

A Issue |

-\s there o valid
reason o mount
o promoh'on ?

] A What is e best

«Type of promdrion governed
by size of budgel
*Who will do the promofion ?

many Sub-objecives

promohb nal wmedum

fo QMplgy ?

] popular because easily failored

% Co-oRDINATON & DES\GN

% TALK TO RETAIL GROUPS

TALK To GROUPS
- A necessary move fo

A

I
' Y
e Divide the objechives info | l - SeHf-liquidaling preriums very

Co-ORD™ ¥ DES\GN
- (all a coord” meating of all who
will be. involved.......
- fo design the promotion,
- o draw on plans,
- fo time & network aghivities

-t plm\ inttial PTQSQJ\\'CU’ on fo

ain rarailers support

maojor rekail groups.

& decisions =——» Nehwork achivihies like

obtain treir commaents ow |¥
roughs of - packaging ideas,
-advertising 'deaos,
- disploy ideas, efc.
Get feadback on commitment in
light of otker current promofions.

s How WILL You EVALUATE SUcCCess ?

o a b\uigo.t.

- all N-COMPANY - ®

- Involving & consultant’

- Failormade by a specialist
promolion  company

-priorihise & cost each
sub - objective , makes
buo\su ing easier.

SPECIALIST COMPANIES

Offer dispassionake &
skilled opinion and
experience . They will

design a promotion to

- arfwork for paskoge

m\mﬁsm%{\mﬂm,’ fit Special or indwidual
displays, ¢e. needs, egq. .

- copy To prinfers, NATIONAL %KDHOTlm - Massive
- leqal dearance, impact on e consumer

- fa'k o redailers, REglONP\L PROMOTION ~ less

- sales conference & \awnch

- accnmwmnlale fockory 2
field stocks, efe.

impack, does less for brand
imoge bur <heaper.

® The frade needs creafive
consultants for naw idess.
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SALES PROMODTION (S.%)
% DErFNmON  OF SALES PromoTion
% WHEN NOT TO USE PROMOTIONS
% DEVISING A PROMOTIONAL PLAN

DEVISING A PLAN :
Assume the product is already well
pockaged , competitwely priced &
properly odvertised .
¢ Analyse the problem, &
e Clarify your objeclives
o Tdentify the budget availoble

e Devise an wneeznfive romme

area. or fown.

I A SALES PROMOTION way be defined as:-

for soles force, Whaesoler) retailer
eRun a swmall scole Yest in aw l

o————— Wrife down what the SP.

is o achieve - clearly,

% consider e constrainrs 8 concisely using oppro-
e Dafine the. Support Hoek-up priote. language B in
NecRSSary - measurable Farms.

Whak fype of §..?

WHEN NoT !
Depends upon the

_—". Any in-store promdional  achvity,,

e Any trade twcentve for e retailer,
* Any scheme fo wmotivake o company's

* Sponsorship,

e All disploy woalerials, point-of -sale aids
- 8 dewonstralions,

..... underfoken witk the ulimake (nfention

of persusding (motivatin

or purchase a produd ; to deepen brand

loyalty ; or defend tRe produd from onptit®

salespessons,

cusfomers fo trial

dagree of sophishicakion of re
of e markel, (Grocery macker
vec So@r\\(sh‘catui) buf not....
o When te product is partorming
poorly unless e reoson has
been adequakely anolysad &
e basic faults cocrecked.

e when fhe prodlem o & logistica
p\rob\Qm ot distribubien  of stok
eNas.

- Merchandise

faining your present

Unlike markefing acwities,

- SPs mostly rely uwpon producin
on emotive respohse in e
(pofenkial) cusfomer.

- SP's are wmmonly deployed
against the tonsumer buk
moy be aimed ol trevarious
levels of disfribulion witkin

« Measure how sMﬁuX\y the - Cash incentives. g . 6 compony's own Solesforce
L0S4 : N JECTWES, are they Lomp -

?Flu\i_‘_“ﬂs have Deenwel. -s‘ﬁi}hm " —Tockical objectivese—p-are fhey offensive, - SP's must Toke account of

:Exaa':: ur\:\zgtbg,vﬁ CO:F%-‘-) aﬁm“-e:; P s ? - Steategic objectives defensive or Man- the ockiviies of compelifors.

interms of cost effeckiveness in
reaching ORjechives.

mcentives during
the campaign?

% PROBLEMS WITH SP's A&

* WH

« Greafer sophisticakion of retailer &
consumer weant wanufacturers hove
fo adapt Eheir promofion achwities.

e Condlict of objadives & inferests betuazn
manuwfoskurer 8 refailer.

market position? Do
you want riol, repeak
or mulliple purchases?

Not expeded ‘o yre\d noticeoble  effedts
immediaraly bur over o perod. of Fime
producing a fovouroble kg - climake..

e.q. - pack design B prinfing,

e Lack of manud® “rerailer communicalion.

\AT_MAKES GOOD SP's o\

» The hqh customer a of the branded product.
e The offer represents Teal value for money.
¢ Good. support in the pre-,during R post- prom-

otional <hages.

- point-of- sales  displays,

- presentalion o sodes g, Wwholesaler , refailers, efe.
- is e season correct ?

- how freqpentiyshould 325 occur?

= Issue 1

- Manufactucer's objs. — increase market share ; Retailer’s objs.-increase

v Fai - e : ; local shate in competition
Failure to appreciole ofker's point of view. e oltee m\n'\\:\fs_



SALES PROMOTION TECHNIRMES DgfmmoNs ek wrards
- . - PREMIUM - o piece of marchandise
SELF -LIQUIDATING fREMIUMS (S.L.F.) i 15 g i ity b The
% DeTECTIVES OF SLP's refoiler “OR offered. ok a low
cash price on proof of purchase
% WHO PAYS FOR THE PREMIUM 7 of the irem bang promoted .
! - SELF LIQUIDKTING - full cost
S.LP OBIECTNES recovery
- To attract cusidbmer affention.
- To encourage purchoase of
%oduct being promoted.
-Increase in Sales induced
by opporfunity fo obfain the
premium free or discounted
-To creakte excitement in _ ,
;QJ afion o \’F\% brand & Tein- %L‘SSS ,S);D\:\“?_-h‘_ti-s e
1 (=] n
WHD PAYS 7| pree brand Q40NN ‘o oltract SLP info o deliberate
Ultimakely he noew customarss. revenue earner
cusfomer poys, but upfake) fordcast.
for whak !

*» To recoup the cost of the premium ok
« above + administrakion + distabubion oR
- oll above + all promotional costs foo o-

—3» So whole promolion musk
be consumer oriented

no mokker whak alse is
# CHODSING ThE PREMIUM olved.
% PROBLEMS IN WANDLING
PREMIUM. VERCHARDISE CHOOSING THE PREMIUM
* Must have its own appeal To be
o= usable in selling e main promotion.
HANDLING PROBLEMS & e It wust be a good wakch for the
RELATED PROBLEMS product being  promoted. , qalify-wise.
- Storage. problems in refail e How much Wil tae RETAILER poy
outlefs. for v / charge for it ?
- Handling ditficulties for o Tt must be early vdentified os
the marketer. value for money o e consumer.
« Selection & fasting fo ensure o Tdeally e pramium merdhandise
remium mercdnandise onforms has iFs own wall-known drand name.
r?\) nin;\a& rdail afpeac_i?i\cahons. - AYOID
o Need “or { 1spla P ;
matqﬁis & Spa.cg. ‘ °Si‘\ssd°~;‘}°“—‘“9 o Dc‘i;\g_t;}o\d.ui" Witk
o Losses through breakage QALY Dremilm. BhE RncLute
ifaring & Wwon-rafurne ° Gimmicks B shorf-lived novelties
« Raintothing continuity of \v * Fragile articles, (risks dissavisfact™

Ay ' % for losses fhrough breakoages)-
supply. P;ra. repess orders What Yo do wilk ° fbk/uk_y arficles - qving handling&
possible ? Any imporfed tems | unwanted pramium %\ws

- P sforage pro i
M(Lj bQ Sub__sw \'D dL\(LyS merchandise aﬁr@l‘ o . o . .
o Normal after-sole gaasanfees | tha promotion ? Variely ;?7\.1 ;“ &PV&’;&*:";; (diffent
s opply tor which e, l o Merchandise ¢4 dedirical goods
\\_)Drog\;f{? \q(i)D Tv\pan\y Qo ish which woy fail in service & need
° KQ,Spor\ sibiifies o be dearly T after-sales repair & servicing.

identified In tRe Lontrack.

IDEALLY - pm-\'e.sl' fRe promoh'or\ fo tdentify ‘-—J

pofential , unforseen Snoags.... USing -
-full Test warketr, or
- personal inferviews oR
=~ Issue 1 - mailed w:t[onaairq

2.30
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THE ROLE OF COLOUR IN SELLING

% WHY 1S COLOUR IMPORTANT ¢ =
% WHEN 1S COLOUR UMIMPORTANT ?

* Appeals b e emotions as well

Witness wmpulse buying in

»( COLOUR CAN SELL N7 tews as costly as cars.

os b Re eye =

% SOME PROBLEMS WITH COLOUR o Cifoise te "o thionabla

»Quite mdependantly of

* Appeals o ke subconscious o—ﬁ‘a person's educafion.

» People want change

s ¢ Promotes brand awareness
COLOUR. 1S UNIMPORTANT when: e Can pmduc_o, o pOS'll‘(\llL .

- Produckis purchased for s | mant or selling medium y
performance Han for b3 i

aestietic appeacrance.

« Corbain industrial products are

coloured for sodely, signalling /'Q\th
PROLERL W ColBUR of visbility or atwhm of ardhitect

» Nezds o be harmonised with . .
ofher colours e Hard colours in
« Appears different tn different
lights ¢q daylignt, fluorescent \ight.
e Same Wues eac ditferent on
differaent surface Textures. _ ¢
« People’s  perceptions vary e———p—3Cdour s sean by the _ _
« People's preferences vary aye but pecceived - Commercial vehides often sold
* Colour has associafions by the: brain.g in Simple priming Paint.
¢ Colours way be Temperafure eq.'SITE' is a - Coloured fire exfinquishers or

Coupled Wil a Erod.ucr bur
not a part of it eg.
- red bockground. for meal,

NOT vice-versa..
C.

Sensitive ¢ __J | function of colour as cylinders signal Wadir confenls.
- brightness. - Mochinery coloured Yo reduce glare
which may reduce visual acuify &
canse pnysical B emofional sfress
and rediace efficiency.

-Young parsons - go for bold, bright colours.
- Makure persons - are wmore interested in
In strong sunhght: form & design than in colour.
- White objecks stay ceoler.

- black objects absord enerqy ]

S R Wi - {Nh’\\'o, - hygienic.
Pink. - sweel things.
Warm colours -reds & brown.
-1 Cold colours -areens & blues.
Solemn Colours -black B grey.
TAKE CARE uhen linking colours wilt. foods.

front of 'Soft’ colours. - %mr\ bockground for vegetables,
- black background for glassware,

-Can  ossist e reassucance
proce.ss of a purchaser -
thair judgement was correct!

-Over he yeors cdour frends
emerge . 'Old' colours may mean
deod/doked stock tn hand .

-Desire for change i3 mherent
in human nalure.

- Attracks altertionto a
symbol , logo or brand name.
- Attractive colours Stop the
customer o exomine the
product (2 woy o a sale)
- Hard cdours oftract
ottention.

o Jssue L
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ADVERTISING 1 - Setming OBIECTNES

% WHAT ARE THE OBJecTives of ApveRmiswa ?
* SETTING OBSECTVES FOR ADVERTISNG

% LIKELY PRO®BLEMS ”dT

sk TMPLEMENTATION

( PROBLEMS :-

« Many foctors maoy
influence sales
performance .

«Tk is sSomebrimes
dithiculr Yo rdoke

\ &

ackuol sales (in <k
aolafion) Yo o [ plaas "B octivilies.
spacific adubd campaign.
eCan %?j%dmi\ be %
. occurarely evaluared )
IMPLEMENTATION  in \dhak dhrraney * Ul s\f\_—Fo\\isk(‘iD‘é‘fspmk o adinte
Raguires e - o Are We spending on urrent

7 OBIECTIVES -OF ADVERTISING o .

A

+ To creake *branding' or buiid

- To creake aworeness,
« To afteck afbitudes o
« To educate % inform,
« To wotivake an
I m e mind of IRe consumer.

an imoqe..

\ries,

J

(" SETTING OBIECTNES

+ Objeciue wrihing focusses aftention
on fhe produdk or saviee. e

¢ Thay wust be copable of baing
achioved. S0 yOu rmust meosure
them Yo Knot fhey waere owhieved —

o Write them in clear, precise, )
approprioke Ferms

« Pracise objectives assists fRe
ollocakion of funds.

o Aduerfising objectives moy be dist- W
inquithad from” mackefing objedives.
Muast be tompalible Wit corporaie
objectives.

« They adso serve o Keep senior
manasement aware ot advertising

- Does o fovoucable akitude
i fe consumer ooy s \ead
to the desired \:‘\:F\;\'n Benawiowr ?
(A difficult objeckive Yo measura)

</
OBRIECTWES WMAY VARY :-

o Wit fime, depending where produd
is in its 'life oyde’ eg.
INTRO + lmage Building & awdarenass.
GROWTH * Dranding & "*ducoing -
MATURITY > \mo.go_%m\d\\'r\ q & ivﬁormimg.
DECLINE = Informing

s Mojor events in the wmarket may
rompt & change in obfedives. e.g.
adions f compehifors ; infroduckio
of new [2chnology or “producs.

» Co-ordinaked & Consistent
representakion of ta company
&L}or produek to Farget amdience.
o Coordinakion necessasy odso
barween production / distribuion/
promotion & adverfising Witk
Wair responsibilifies daacly

L dafined,

ackivities or invasting wn e
future ?

o T3 your worker inteligence
accuroke B up-Yo-doke?

> Adverhising  axpenditure
Shouwld be “perceived as 'risk
raduckion’.

M A |

-This requires planning & the
whole fRing regquires Fime.

- Davisa lona- ¥ SHORT-TERM OBTECTWES.

L\— Is your objechive sefting based on
adequoke of ocurrake feseacching of
e maoackel.

- Dividing fhem into sub-ohiechives
assists “medio Scheduling & plonning.

Issue | =t
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ADVERTISING 2 - PRINCIPLES of ADVERTISING

% How DOES ADVERTISING WORK 7 o
% YES, BUT HOW DOES ADVERTISING WORK ?

(" ADVERTISING WORKS trroughi- |

+PERSUASION - wativoling people

L ADVERTISING WORKS ........

~\

- In different ways in diffarent circumstones,
- but connot ba generalised.
« Every theory woy be refured &
» There is no 'best metrod.
....... rather unha\piul
( W)

o bw
s PERCEPTION - precedes under-

> PERSUASION ,
AFs effecrs diminish Witk Time,

<fandin MJACONESS
o CREDIBILIY

- persuasion  ofempls o dhamge
affitudes

« PERSONALITY -
o COGNITIE DISSONANCE. -
(T balieve one fing, buk do anotker) T )

« FEAR APPEALS - arousal due fo
ercaved fareaks or anxiely.
HE NEDIUM

—_——

« BUYER'S ATTITUDE. Yowards tre

L produmet of SQrvice .

_/

INVOLVEMENT WITH THE MEDIA

advertising, eg.

FEAR APPEALS 5

-may swydest jeopacdigin ones
SQc':’xr'LW , QSTM"}m por o_ﬂlo.%mn by
‘not owaning X’

- if fear \ouds are too high, ke
riger defence methanisms )
ke receiver (Consumer) switches off.

- not alfogetker a good. ploy due
potential’, undesirable efeds.

- involvemaent Witk fae medum  wmay
onhance the fediveness of the

- TV (s passive -\iltle viewer
participalion .
- Nawspapers are wore eftedive
involving an ackivily (reading)
& lnferdlion Wik ke adwerctisemant.

COGNITIVE DISSONANCE Y

- IS supposed o lik altitwde,
behovibur B achon o Keep
a balance.

- used o @playn B product
post-decision behavious.

- aroused by exposure fo
discrepant ~ inform akion .

) - people can be dumg'Ld by
repeaked  exposure o persuasion.

PERCERTION A

S Q. wecessary component in adverhising
\'n(i\m&mﬁl&y are very sdlechive (bdievieg

Whok ey Wwant Yo balieve).

is Coloure recent experiances Sfor
SOCio-2CONDMIC  CAF CULM STANCLS.

must nor be dismissed by aduestiser.

Consumer pasceplions often diféer

from tRe producer's aplion of whok
\m: consumer Wants (or 13 Wainking)

\

Y
CREDWDILNTY | ,

“whak (s your frodk record ¢

-are youf doins for fhe produde credible ©

- when using cdebrities to promofe Yhe
produck oTe fhey credible in rddofion fo
fhe product field?

PERSONALITY

“Consumer Dehaviour links Witk fae personality
of the pofential buyer.

- parsonad'\y offen links Witk the warket
segment o Which the buyer balonas .

= Tssue |



WRITING ADVERTISING _COPY (V)

s THE SHAPE OF ADVERTISNG COPY

s HEADUNE OBJIECTIVES
s How To WRITE HEADLINES

— 3 THE SHAPE OF COPY :-

—3» HEADLINES

° Neadline

o Body of Fext

o Summary & inutakion
Yo ackion

o Loyout tonsiderakions.

r

&
(See Qutline W) y
(Su Outline. \D

" HEADLINE OBJIECTINES

o Command

]
. |

o Neaqative opproach °
Poss'\h\m, o.p\Pa?‘mac_\\o '

o Attcact - aktention —— 57— Extoll fhe benefits X be

spv.c_'\(-ic oboul e Wny,
whak , Waere how , ofe.

Infer pr

- soaal

\

[ HOW TO WRITE HEADLINES

O

o Aim af reader's focal point

- o, in woney, prestiae ete.
- saving,
- OLLoMp

Command Wem o

‘stop & read this!

Talls reader how o AVOID :
- risk & worry,
- losses & mistakes,
- loss of prestige,
- souial deprivakion, efe.

ospect of GAIN :

fime & monay le.
\ish somelhing,
befferment.

o Stort from whare the resder is egq—»" What ore \r\'\s\hcz\- ciccumstances ?

Main Focus

o Tnder sofisfockion of common

L" Use KEY words

Key words
-'NEW' wmeaning

- "FREE', any give-amays
- skress ‘GUARANTEES',
- oduertise 'RESULTS! o be obfained .

= Issue 1

145K

desires j_j

‘_'_\—————V— Most puscms‘

- Most parents

-Mora Qodins,
- Avoid. losses.

"beatter'.
7 Use headline fo shress Whem.

. They wust be cc
- Mantion fhem in W

edible .
cadling B for faxk.

- Select your oudience.

- Cagfure alfention from
(ow\‘mh'r\g heodlines

- Arouse wrerest in pmdudﬂ
- Excite curiosity obout the T

produd
~Persuade reoder Yo
continuwe. o text

‘What reward for reading?

CURIOSITY <€—
lnto_rrogdfiuz. Weadlines -

- Pul Qs inko reoder's mind .
» Tnuite fem o read on o
find onswers.

asise successes then -«

.' EW\\)\\
for bandwagyen aftoct.

hopo.

M FLAG' Bhe odvuerfisement <

1 (3 3 4 n
==t ' : e s
s ... I wmy fawmily; My home ; my job ...

ore . ... firstly; tndividuals
....secondly ; parents

Use of “You' in headlines.

- Reflects alention o Yheir
focal po'm\'.

- Adds ralevance fo message.

- Makes '\t a personal
cxppe_a_\.
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WRITING ADVERTISING CORY (11)

Stimulale YReir emofions

x COPYWRITING STRATEGIES P STRATEGIES  Consider = A than subsfantiake vaitk FACTS.
o Appeal Yo readers inshincts
% PRODUCING COPY W \»J‘\)fuk & emolions . = \én?(w Ppm‘i\@ & whak mokes fam
: ° do youw want o say ! e—g— ick . People wanY to -
* How Lona ! ° Show Q.(X\I%Ju\thes ot \\;\3 - Gawn tt?fngs - yore money;bigger
produck o) ' jobs; 1ess worry; for thamsdves
o Stress e BUYING points o— % [or family - comtorts; parsonal
o Sell ADVANTAGES - nof Yhings. betferment; efe.
o ITnvite ACTION. (See OWTLINE W) - Be befter paople in sociely;be more
) . N L J popular ; acddaimed ; \ooked up o,
HOW LONG 7 fecewe recognilion B prestige;ete.
e How long Can you sustain - Do pleasant things.
inferest 7 The longer e interest, e - Save Fime; money; discomfort;
fhe more you wonvince, fhe more BUYING points inferest B concern worry ; Tisks ; afc.
ouw sell. fRe reader, whereas SELLING THESE \WILL VARY WITH AGE 3 A
o Un-readable topy — Famains uncead. points are mainly Whak the K PEASON'S ACCOMPLISHMENTS
CR*LMQb\Q, Copy — SUWMS S\r\ov\‘o_r.J vendor considers \Mpov\‘an\’. Tt must be what e reader
wants o hear or the wpy
PRODUCIN G COPY v ramains un-read. .
o Know your produck feafuces o SHOW ADVANTAGES of Whal's in it for me e
o That first paragraph o—; ; - better healin,
o Proving facks D - More Cowmtort,
o Choice of lanquage i PRODUCT FEATURES - Mofe Woney,
o Approaches -The wore fads you - wmore \usure,
|\ i, fell, Hhe more you sall. - graater POP“\O-‘;W}}:

(Upto the reoder's \inait). - sovoncewent (Sociolly [ar work)

-'FACTS” are "REASONS fo - pride of occomplishment
buy ,fe suppork deasions, _ zecur\\"\j , Q‘\_C‘W\P !

o bosit for rafionalisation.

&—Fol\om up ke oappeal of fhe headline.
-Start We ‘reward for reading’ promise.
~First & last pacagraphs ure uswally best remembered.

PROVE FACTS _
- Maintain credibility Yo be convinaing .
- Quote auvidance + laborafory Yeshy ot design.

APPROACHES May be:-
-Induchive - prove your produd daim,
- assert the advantages. L
(builds baliet , appeaks Yo amotrions)
- Deduchive - ossert Wae advantoges,
- prove your claim.

CHOICE OF LANGUAGE - instal afion & service facks.
- Quick , easy o read senfences - Quote performance Yests
- Present Yense ; acrive verbs. .

adhicvements W use (\3{ whom & why)
=«TIssue 1 - Pictorial nouns ; singular . commandakions & aexpert avidence.
. (Mho soys whal about e product 7)
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WRITING ADVERTISING COPY (W)
x THE

INVITATION TO ACTION  o—

Provide o posifive
stimulus To ochion.

% LAYOUT CONSIDERATIONS P—j

AIANG OWT The Cory i

o Here are Yhe odvantages .. .
grmsp ann
o If you want adhon, ask for

P> INVITE ACTION Covwvert reader ,
ofention Yo reoder oclion. J—A

W o——— » Achions like :
o Do something ,buk SQ_\j‘\A\ﬂjl%

j - mour denler

» Aim for eye-appeal °

°Loyour is second Yo fhe
Copy \n importonce

o Cakcdh B hold okYention

o Avoid the 'weutral’ look

o Loak for CONTRAST,
STRENGTH R SiMPLICITY

° L\S\'r\g pictures

O—

USI\NG PACTURES

- Words % pichures are Deter
than words alone.
- Pichures hold okfention

ag.- showing AD\JRNTP\IGES of
03sLsSin
DISADNANTAGES of
NoT possessing "R
have a rdevant
funckion. Tt is easier
fo recognise Somathing than
recoll part of fne Fext.

-showin

Pictures
sel\ l'v\S

= Tssue 1

NB. deymemkisnwvo_dmczs the g g\bf SggE;\ﬂ\:‘J '3(\ :
‘. \_ \ soles. - oen or ook\Qv.
\__Porential Tov I J - Ask for Frial (qar a
packat, Yest drive, ere)
- Qip coupon B mailt oc
Fake it fo.....
Rewmove obshacles Yo a quuck
purchase. If they need fo'tuink
oboul it ' then They Wil probobly
nobt make oo purchase.
- Fashions chonge buk Wb s Y
the coev Yeak saells.

- White spoce s wseful \when
used in waderakion buk it does
not sl \ike Hke words it reploces.

SEEKING ATTENTION moybe using :
- e 'ir-RRGQULAR' or ' dis-WARMONY,

- ke “pouwertul’ fo edlipse |
. . CompeXition,
- devices Yo convey T mouament! R

k ‘oction’. .

NEUTARAL - l\ooking \ike avary ofwer
odverfisam ent.

"X

DO SOMETHING becouse :
- of limited stocks,

- offer expires on .. ...,

- prices qoing up,
- prices Cowming down,

- you con doum o discduny,
- the 'unusuwal’, -

of our guoarontee of...
- voney back,
- sure resulls, efe.

""" spurs ocfion.

LONG TEXTS & SEWLING LETTERS

- Keep

body

parographs Short B indented..

- Use sub-headings Yo break up ke

of We text.

- Add colour w\r\zm('\‘% possible .
- Use uhite space

astefully.
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ASICS OF NEGOTIATING

Definitions o
Whan o neaqofiake ?
Common dilemmas o

J

'NHEN To NEGOTIATE

« When buying qoods.
e Whan selfing qoods.

Movement & Concessions.

* When moking controds.

Deaaling

Avoiding deadleck
Paop\e 9prob\cuvxs

¥ % % % % % *|OO

PEOPLE TROBLEMS
*They hove hopes,
rejudices
rievonces.

» Offensive  &/or
rovocalive behovniour.
— All of Which ™oy tham-
selvas lead o dZad\oekl
ond hinder settlements|

AvoiD\WNG DEADLDCK
* Don't” altack opp onents - iF
only strengthens thaeir defence
‘Dont foke a rl'%l'd stance -iF
is oform of aftack.
« Avotd emofive rheforic - gefs
ou sidetrncked or cornered.

n PMKQSQS ~

N\ -
COMMON DILEMMAS o
« How much To ask for ?

« Wiak Wil thay accept ?
* How far Yo move ?

* How long o hang on ?
* How Yo ovoid. desdlock ?

_v_ * What are fhar Q)pc.d”ak'\'or\s?- .-
MovEMENT & CONCESSIONS

* When seltling d(sagruw\u\hs
T

*Movament —the pacties

Move foward. 0. CLompromise
Solulion. - ’ —=Le
*Concessions - iueamoys - Are subjediive
Dpe,m'r\g Qood\o‘\\\ CONCESS-
1ons d\sp oV \Weakness &
harden fough negatiakors

T DEALING IN TACKAGES |
- Preface negohiakion with Tf....
"1 yoﬁxm.......)...I_\Zs'\\\.......” :
e price, the pockoqe
« Donf odkgr prices mo&<£nw%ud<cxgzs
o facilitare  mMouzment.

. CE\\}(L R fake ?? NND".

. ™Moves ¢ NOS

- Faur Transoctions # Qqua.\ tronsackions

sours communicalions. o-

* Kaep falking & open up new

g'e_l S. ©
* Search for naw packages. )

Keep \’C\Lk(ng/mair\\'mhir\q d{a\ogu_x?__
-Talk 0? "How o......" .
- Avoid " Why you st .

i

Wastes ener

estion format. 1ssues.

t remedics / alternafives/

frode -offs.

lssue

EXPECTATIONS

,escalales
dissabisfockion vio sids

A PERNTIONS

" o NEGOTIATION - O Fransachion inuduin
fhe voluntary consent of fwo c\rhés

Yo raach o “most fovoutsble outcome,

Free of potential Vefo.

» (ONCEDE - Yo qrant, yidd,surrender.

P STARTING  PROCEEDINGS

- Avold o.n.0. (or near o@?o_v&\,
° i weokens your Opdnin
° Shows drness fo sefte.
° shows amoleur approoch.
° produces asymmelcy n buyer : seller

-Avold fime consfraints e Balance.

- Ask \—Q\'Shons “F\A)hak ic—s\_...f' Cor\t_qu\tra\'ass
- neqohiokions .Some-
Suqg erms of ontrack. pe égs un%&vuu?g\bgy .

Deal in pack :
, based on your " packegs

openin mbil,
fo Procmccz movement. - When sel mg/oskf%a - sfart very hign.

- Whan buy\-ns/o‘é‘?qr?ng- stark very \Dm.w
/— 3\'\‘\1&\1&(@_ W\U\" )

precmt {ONnS.

Assure saller -Undermine fheir

you want \t buf

lack resources fo ced r%\Dr_\\c\'dcu\oz.
mordh opening - ‘Reduce freir
expectafions.

Be credible. . Audaclfy i 2ssentiol -

(b ut not” always enough).

- Besk osPo,r\in is the
foughest credible one.

THE ' GET-OUT?
-Disclose lack of oulfRority o confinue.
JEWISH PHILDISOPHY (7)

« Fire of o tree & you ma

round.. fire ab the sky
Wit o tree !

it e
you may

{ _



ASPECTS OF NEGOTIATING

#* Sources of POWER in negofiation o

» Objactives of mnegpfiaking

» Types of negotiafor ©
#* Skills & Frackics o
# Use of Mreals in negpliations

SKILS & TACTCS

e Uncover opponents’
boundgp\‘e,s.

* Conceal your
boundarcies.

. Ac_h'rxg as ogenfs

for abSent principals

e Erect boundaries

—

[ 7 ; ;
)WHAT IS Powe& * = partly psychoogical. I -~ You have PowER if your
= PowER is perceived by Smr opponent. o-/VOPPC"W-“r thinks you Rave
* PoweR is  subjective.

® dubjective perceplions are usually

- T\ninkjr\a \§our oppono.nkp?s\f)m

powerful’ Weakens you.

stronger than ohjedive circumsfances.

® Boware of sef-induced infimidarion e———» -PowER s often

—

. Suspzd ilusions of grandour

i ) wen owmay
by self-induced infimidakion.

OBRJIECTWES OF NEGOTIATION

o Alfer your onents perception of
Yougr 3p0\.~w_o\‘P,PCrQ,d'\b'|\i\' &c@mngm.

e Alter your opponents “perc Fion of
THEIR er, credibility & strength.

* Faciifale 'movement’ in your favour.

e Reach o' most favoured oufcome’-

g - The op£os'\t|bn is Seldom
as formidable as it appears.
- Influencing & infimidokion
offen Work Againgt an
opponent . They gqo  soft’”

- Dutward Mivmings infended to
impress & infimi dbke you. #

RN

which are difeicult r_*
fo circumvent.

Fo\\owmg established rules & rituals.
TYPES oF TREOTATSR -

* Use skilled agenfs -
fo profed inexper-

(See S.3004)

l'enced prin cip als.

2
* 'Soff' o— n :
- foced Witk o fough negohul'or
many opponu\h

o ‘‘soft’.

“my members

have inshructed me..”

[ USE OF THRENTS

‘s0FT’ NEGOTIATORS
- Open modestly.

Qeek anomalies in opponents’
case fo reduce Hheir chedibility.
- Test opponents’ autnority to
neqofiafe.

-Look for trade-offs (Tfs...)

‘TouaH NEGOTIATORS

2 - Open with hWigh demands.
- Move . Considerably. -

{ONS.

8€¢

o Use of threaks & counter Mreals
accelerates pdential deadlock.

o Comp\\'amce threaks oompd
ockion »do it,orelse...’

* Daferrence Mhreats deter achion.

‘i yow do, T't....”

® Somelimes implies you are more
more powerful Yhon you are. o

* Used "ogainst you ,look for a
lesser efil Yo accept.

® Often Produces ncgah\iz or
hosfile " response tereby
souring negoh'a.hons.

‘—

ent Concessions.
of deodlock &
. . hme wnshvt::air\\’s.
- End wing more than
"3 h’r&_g wanted fo.
- Sucoumb Yo Haceals or
Sussesr(om of sonclions.

- Moke fre
- Are scare

-Beware the opponeat who :

- Fests  your credibility,
- challenges you o implement
em . Can 30\.\? At what cost?

Have high ¢ po.dal’

- Stick (or near) Heir demands.
- Move infce ently.
- Moke fow cncesions.

- Concessions are small , never large.

- Not scared of deadlock & Time
constrainls .
- Take wmore Hran they gue.

- Do not succumb to threaks and
sanclions.
(Usually does not believe <—J

fey con be implemented )
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. d '
¢ Good sodlaries & stofus of i{l iﬁmﬁd d:rﬂ‘r‘:\ N R?Qg&ég@s

manoaers reflect e demands oy
u&on . courses or during wmibial
o If

sakistaction is high for work Craining.
rendered, pressuce (< recognised

EDUCATING TO_COUNTER STRESS - ol TESIE B STEEws ) Managers Could[shoud be

% Differentiote befuwaen PRESSURE B STRESS

% The noure of Nress

% Idenhifyi e sympioms of stress : & accepled.
nfifying fhe symplom YL T safisfaction \ow,- iress devalops) |
* KU’PMS W\‘“SS " PQ(SPQ’C"NQ NATURE OF STRESS ' »- Good stress (enstress) may be
* Sfress Can DCW( & be saXisfying Yo an individual.
- in Individuals, - Bad STrQ.ss(k'\s‘(rzss_) mag be
- n & belween Qroups, destrucve o an \ndividual.
- in O company,
(" KEEPING 1N PERSPECTWE — ~V—_-ina s
) &%ﬁiﬁ"\)‘:&\fﬁs a5 Just ancher IDENTIEYING STRESS leacnto  |e——>- Stress has multiple causes &
- Tadividual life planning sessions recognise the sympioms ... many intar-relafed focrors.
(corporaking biographical study e in yoursaelves, - Tdenlify them in your oun work
& \ife prass Ulusfrakes ones e 'n ofhers. work B life style as \n ofkers.
changing ability Yo cope. Look for individuols oF groups - They are quife common in
« Encourage managers %o artie- U‘\@‘J fo_suffer stress 7 )\ . personak & Wome circumsiances.
\Jlare the problems of stress =5 \R 0. Sodling fhak to admit -Is It possible Yo Saek Wiy’ & fren pre-amptir?
- Reduces e in o odmi
o being stressed S\iv\p\\'czs nobility
in O | fo cope. ;
% How you con bzﬂms\—?u\;\;\“&n& ~ Ro_dugzs the fear of te ' unkaonn . -~
A\l w
s . . =)
Idf’,::\“i%’ﬁhiﬁ&i‘grom which w On 'm~c‘_Qle9r\y courses - best done q
- vedure Woess | n syndicdfe” groups,
. Con‘; dcu%chom b oy b - precezded by on infroductory Talk, ¥
Considar how fay oy J - followed by a plenary sesSion. Peactice pos’\_\k(v& relaxafion
 Techniques.
* Helping yourself & ofkers o——————JHEL?\MG YDURSELE & OTHERS - Desensitisakion technigpes.
e Individual \ife-planning Sessions. (P?‘M play examines steessul
% Educaking spouses ¥ e Start training in oping skills Dsfruﬂk\lfpns &Pa\t%S\k'L;\de standing) -
— : ! ~ e Mufusl ald -ounselling pairs. l On Teal Wire
« Emphasisevalue of out-of-work achwities e Consider diekac ‘fo;c_\’brsg\o ich P
to reduce fension & increase relaxakion. inf luence gchhm\\k. . Draw in persons Who have had heart
o Racognise SPO\L'SQ;S\‘ Févs aqual partners — _ aktaﬂgfﬁr Strq,ss-gbo_\atqd '\\\sts?.
m o managec's life. - How did taey cope. &for recover ?
. é\dp W\tamb \(i.odn\k‘_'\(-‘\y S_\;w_\p\'ons 8 educole f’fe\\ them what halp ﬂ,\g . Draw \Aponjspngsu.lk\om did ey
| fhem fo begin To oleviake them o— — v\:\cxy need & wWhere fo find cope. before & after the avents ?
alp.
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HOW THE COMPANY CAN ALLEVIATE STRESS

4

* ACKNOWLEDGE STRESS o

=

* EDUCATE VTS MANAGERS o—»See Oubling :- ,
¢ Educaling to counter stress

* KNow THE 'COST'OF STRESS o

% EXAMINE CURRENT PRACTICES 8. PROCEDURES

¥ REVISE X AMEND POLICIES

(The eliminakion of stress s
neittor possible nor detirable)

[ REVISE POLVCIES < \

* Many companies have pdicies
for d2aling Wilt. stress-relaked
problems ¢q.absentecism , dltoholism.
* Faw have polides infended fo
prevent or <unter stress.

¢ Try o adiively promote apod
L&wgim\ & Mg\h‘i\ \r\Qul\t% ,] J

Can the company poy o -

- Encourage Qercy{sf &ysood_ dief,

- Pronde faciities for ex@ecise &

ba tter (sensible) cakering

- Provide. educabional & wmedical
services fo counter stress,

- Institute requlor wmedical checks
for key staft inltially ,exrending
where possible o olrer staff.

TYPE 'A” MANAGERS - Wigh risk of coronary
heart disease.Charocterised by overt

behaviour palterns including extremes of:

- efitiveness, - ession ,

- restlessness , - striving for ochiovement,

- impalience B haste,
& offen high occupafional srafiss.

ACKNOWLEDGE STRESS may Orise
/Y\Nitk\'n e compony. There are
common \dentitioble ciccum srances
wWhere stress 1§ pro

* orqanisakional struclure  o0—»>—
o WOS“K arcum stances
M * insensitive wmaonogement
of daonge,
* lack of feedloock on perfornt,

* poorly handled personnel &/for
L ddwinisfralive procedures -,

< [ssue 1

neraked due b :-

T

(KNOW THE COST OF STRESS in)
financiol terms & human:-
o Lost fime due Yo illness of
absenteeism. farough stress.
« Loss of produckion becouse
of missing Trained stoff.

- Dealing LK cumbersome
bureoucracie s generakes
steess Qntrepr‘cmqurm\
rManogers.

¥ Cost of replasing lost sTod”%U
- Advertising, ——
- Taterviewing,

-Training , efe. & cost of
- Early refirement pensions,

(EXAMINE CURRENT PROCEDURES % )

* Change Work styles.

e Improve your wgr. o thange.

* Scrukinise” pecsonnel B admin’
olicies R proceduces.

+ Observe Health & Sofely req fs.

vnducements fo \eowe, efe.

—> Moke them
user-friendly!

Work circcumsfances <—

- High noise levels,

- Unsafe onditions, nozards
of dongerous Wwork,

- Too {ast Taork vakes,

- Risk of occidents,

-Too close superuision,

-1\ designed. jobs or
job rw&af\‘\sot\on. {

/

ORGANISATION PROBLEMS
-Lack of job sakistaction.
-Lack of promotion

~ opportunities.
-Excessive pressures .
~Job insecurity or Hreak
of redun ncy.
-Too greal expeckafions.

* Seek Yo improve iob sakisfoctione—

* Re-orqanise & raduceworkgroups:

e Imprive, screening B reccikment
processes.

TYPE'R - Low risk

ln‘cro.usq individuwal's
Bromote cohe sion Conbrol over h'\S/\\Qr

& social inter- Work Situakion.
L Increase worker par\'{c_tpatianj ¥ oction .

Tdentify /exclude porential Tyee'A persons
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"% LINDERSTAMDING YOURSELF o

COPING WITH STRESS AT WORK

UNDERSTANDING YOURSELF

° What 13 %our cop

obsorb stress ?

% UNDERSTANDING OTHERS
* MODIFY YOUR BEWAVIOUR o\

% CoNTROL SITUATIONS (Your
ENVIRONMENT)

in life /Work [ ee. =

1ty Yo
> Work out your objeckives

'4
T° Whal brings on depression ?
3

*biosrap\r\y R \ife

UNDERSTANDING OTHERS
o Identify cues o stress buld-up

in ofthers. °

planning sessions can
De both™ obsorbing &
Warapeutic.

o Observe difficulties W inter-
personal telakionships \ikely Yo
| produce. stress. )

(—

MODIFY YOUR BEHAVIOUR

CONTROL. SITUATIONS . &2;2:5?;
o Poce difficult o Coping Wi
Sitwalions.
o Pre-empt pofentio
crises o

° redwce Yy

° Crain n raaxolion Yechnigues,
o avotding Stressful sitwafions,

Hexibility by :-
‘Lm amotionally \'ngd\md,
wnpopularity (bein
F Pdis\ik?zjd, S

our wwvavement in

% ATTITUDES

Y sfressful Situakions.

ATT ITUD\:_SV

o be prepaced Yo help
o Beleive you can afted

oursadf.

“Through \m ed
self- mgmgemt skills.

stressful  situakions.

o Be. corfident in Wandling them T—w

* PoSITWE CcoPNG STRATEGIES

([ CcOPING  STRATEGIES ~

o Tolk fo sgmeone, Tar off steam.
o Exercise (for relaxafion/distaction)
o Control your dief.
J° Go oul “somewhere — get away .
o Prackice telaxation fedhnigues o
reduce. enston.

To do fhis youw mush
understand. the nakure

of stress . Discuss 1k freely;
remove fears from your
mind ; examine e con-
sequences ;undarstand
fhe \'Mp\\'cafior\s for_you
& \our family.

e Build  supporfive relakionships o—;

>é_5. Co- couv\sall\'n\c!

Y
PSYCHOPHYSIOLOGICAL RESPONSES

- increased heart rate, - Yension,
- increased blood pressure.,

- haadaches, - sleeplessness,
- padloc or Hushing.

COGNITIVE RESPONSES (THOuU6HTS)

- exoqqeraked tmportance of
$ tr'lui(glorQMQnTS,
arbitrary inferences,
overgeneralisakion of auents,
mild -~ paranoio. ,
anlicipaking oanxiely.
BEHAVIOURAL  RESPONSES

- occupakional performance
P P affected.

o Lssue 1
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STRESS & WOMEN (2) MANAGERS

% PoTENTIAL SOURCES OF STRESS o—
* How DOES STRESS AFFECT You ? s
¥ WORK - RELATED CAUSES OF STRESS

(" WORK RELATED CAUSES
¢ Tafrinsic Yo any job, any sex o—
* Role witkin the organisation o—
* Coping WK prejudice o

(POTENTIAL SDURCES o)

related . STAGES

STRESS AFFECTS You

/Y[ Organtisofional , work- Y

Extra.- organisofional o - Alarm reaction, defence

.

- Home relaked

- Anxiety over
- Conflicts

- Being family' monager’ Wit - Exhowustion - adopfive
all Yok tw enfols & 'n a

variely of possible drcumstances.
- Marital problems.

machanisms olerted.
- Rasistonce devalops .
Adapt Bfar rafucnte

aclivities Hibrium .
mechanismr collapse.

salf &/or Fo.n'\\y Concerns.

... spouse [ partner,

career| home,

e Quert & covert discriminakion o

e Sexual \Wharassment o—i
* Special pressures of sex
L Sferad‘ypigﬂ Qﬂ._J

PRESSURES 4———J

~To oadopt so-called ‘@ aftributes’
R skills of baing
+ assertive,
- confident,
« decisive,
. dg\egatorj-
- To ovoid power, a

unfeminine .

=« Tssue 1

_ reSSIoN , SUCess . .. .
R so behave in ol Socially opproved
manner. To be seen So is deviant &

4§

e Harmful stress (distress) moy affed -

- behoviour,

erformance,

- mantal & physical heolth .

e Useful stress (eustress) may shimulole

ese upfo o certain \eveal.

7\ career [ child bearing.

J

/—> INTRINSIC STRESS CREATORS

> ROLE

Yo role ambiguity.

- Lacking (Q)pear support
of "wisibilily .

- Baing the 'foken' woman

Y
SEXUAL HARASSMENT

especially @ manongers who feel freatened.
-In carear prospects o

~Faw role modals Yo copy \eads

feelings ot isolaflon ¥ problems

-Work overload or underload .

- Quantitafive -foo wmuch work .

- Quuaalifabwe - oo hard Wwork .

- Dis-safistaction Witk work.

ives - Unsatisfoctory [inadequake
Fronning o do your preseat job.

- Lack o‘é%emdbo&k on performance.

efe.

PREJUDICE ....& the Yest cose for employing
l_)‘FSCK\H"SAT‘ON - Percaived inadeqpacy more female managers.
_ (fom, g, Fo fulil exdusively § executwe role. ,
- From Qw& Jm‘“' - Imposed roles.To reject them isto belobeled ' faminist:

- From ofgnal structure

Af€ects - worale,

—> chacroderised by - undes romolion.
- blocked. coreer development.

Consequently fries oo lhard, - OHU.\ \O\M-V. poy. :
oo obuw::uslj . Leads kb inability - \cxck.mg mob {\\\‘_y due Yo
: fo delegate.(To delegake - fawmily commitments.
- efficiency, :

- self confidence.

tmplying ' cawlt cope.)
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PRACTICES TO REDUCE STRESS

% REDUCING TENSION o—

* BDreak THE Woray Crele _D
“Re-appraisal ~

Worey Cycie
Appraisal

% SEEK  SUPPORT

Perceived
Threak

Sensitvity

(agpaintly)

REDUCING TEWSION
/Ta_ns'\on it physical - not nervous.
This contrbulor To stress wmay be,

reduced by physical meons:-

¢ Release fension by physical work,
achivity or exercise.

« DonY work conhinuously Yake
breaks & cdhange activities o

< |ssuEe 1

* At home use reloxakionYedhniques
meditakion or yoga.

* Toke mealbreaks ~with congenial
Companions.

AN

' RQID_Y 5 Q»\O.t’
braak roufine
tun up stairs; efe.

—3p RE-APPRAISAL When worrying,

dont just mpprd\se e sitwokion

P SUPPORT

s RECONSIDER WORKING PRACTICES

- Uantilake fears & faalings Yo
somennz Who will listen with-

» Be prepacdd to qive up

WORKING PRACTICES

being angry or worried. o

* CopiNG WITH hNGE:)

caunse your amolions-
you do. Dtaer people
provida e sfimulus
o which you react. order
You don't have Yo :
Dacome ongry. Bein

angry increases ffress.

o Porfeckion costs

con Cowmforrably

te. dont *Delegale where possible - I
Oeer people don e Think ahead & sef priorifieso————— Accept fhat some

- Poce ours¢\€\_— %On‘\‘ sacritice

quality for speed.

e Commit yourself fully o one
fask at o fime. Don't werry
as well(* about otker problems)

* Dont ollempt wore tkan you

out judging you : - App

cousing the preblem B worry gycle.

- Appraise  the Sualion -yes. Thea...

- Construct coping stroXegies.

- Approise efficigncy of each.

raise Cesources Gvailable.

- Appraise strakegies with respecy

your ego ; ofher wants; your
oftner rolds.

Objective systematic thinking

swoll tings wonnot
be done.

Coan you afford v ¢

fime , Money
& stress

& onyting alse

occomplish. >—

ANGER 1S _AVOIDABLE - otfen caused by:-

« Misunderstandings.

» Competitive sfruggles.

¢ Frustraked offorts o confrol ofrers.
So

Con you achieve your objechives by

ofter” moans ! Re-appraise your mdives

besides logs of dignity -is Tworthuhile !

PR

~TIf emolional displays are imappropriake;,

- suppress anger femporarily,

- smile ok opponent [ situakion,

- vent anger hacmlessly when
alone by~ lawghing, gesticulaking ,
puling faces , Srazy anfics, Sweafing,
ate

Rage , screawm , pummel & cuskion, throw
or break somelking buk beware of ke

amotional reackions you may inthake
in, Otkers.

reduces oanxiely.

Uncerfainly is o wojor camse of stress. Reduee wn-
carfainty by controll m\é your Yime , appoiniments, Fasks
in your sphere of ackiviries.

I is wmuch better &
less stressful Yo avoid
potentiolly ow\\gr_y reackions
in /oqain St ofkdrs by
seeking alternahve Woys
of ochieving objectives.




RECRUITMENT INTERVIEW PROCEDURES

; PRELUDE. TD QUESTIONING
% PRELUDE TO BUESTIONING o——— V| hnat Wil be your steat )

* MANNER OF QuESTIONING
#* TAKING UP REFERENCES
* MAkmG NoTes <y

% GENERAL DBSERVATIONS o

Y

S

TAKING UP REFERENCES

¢ Should be done before
e inferview Yo compare

for interviaw

o FR

* ROGER's T-point plan
* Some ofher approach ?

MANNER OF QUESTIONING

* Be inferested % palient with
lhe inferviewees.
s Avoid interragalion infavour
of a steered fFiondly discussion.
o Start with closed Questions.
e Move o open questions.
e Avoid multiple qliesfions; givin

ueshionin
;}g 9

candidole’s.
+ Ideally by Te\@phor\o.
e Written cteferences o

advice ; arqument ; losing contra
P or ro.v&nli%g s\"aﬁdoxdgs _'
refere@s opinions Witk e | .cangidate just Cm'\ﬂrmzj

his standards are yows
standords.

WRITTEN REFEAENCES

,) TELEPHONE REFERENCES

-What employer writes a

bad retelfence ?

- Faster. _
- More frank fan inwriting
(From charocker referees).

- What candidate furnishes

a
- Are

L—)- MAKING NOTES Tdeally tn

a standardised format
during the interview o enoble
the interviewer o :-

e Weigh the facts.

o Assess the candidake.

o Compare assessments.
Problems Wik casual note-

e

oor reference’?
oy worlh taking up?

taki ng VT'J

ER's 5- ¥ Gradi
PuiSrading |
T )

- Of self.
- Of inferview...
(to fae candidate )

5- point_scheme explores :
-Tmpact on offers by mannar,
speach afc.
- Bualificakions ¥ aktainmants.
- Innate obilities of comprehension &
ftude for leacrning .
- Motivalion. What wmoues W\L_m'\gida\’t,
feir determinakion & achievements.
- Adjustmaents - o ng on Witk others,
wiksfand stroess remawn emohonally
stable.

fonce,

L>1—_poir\k scheme explores :
- Physical wmakeup (as above-i).
. P\ﬂ\éa\'r\mm\'s (os above-2).
- General \ntalligence or basic wiellectual

ability .
- Special

; Ly

fitud.es - literacy, numerogy,
manual , medhanical , afe. _

- Inferests - infellectual, p\r\;p\cal ,Social ...

- Disposition - maluriky ,self-reliance, ...

-Circumsfances - domesfic or ofker

relevant circumstances.

ot Issuel

~Jppr- GENERAL OBSERVATIONS ON UNTRAINED INTERVEWERS

,»‘ CASUAL NDTES

- Generall h:o(len'\en\'.

- Distorted. by halo
offeck of first wpressions.

- Subjeck hm.rh'ng: oo
vaque to dishinguish -
befween candidales.

* JoB SPECIFACATION describes e
requirements of the person Yo fill

fil the post sical & wmantal
u.ttr]bukfs } Q:ﬁ.%\ tons ; QXPerience;ek.

* The untrained manager is basically a poor
‘ ) inferviewer.
o Offen fhe inferviewer's ‘qut-feeling’ qers Yoo much
. _ prominence.

o Poor inferviewing (s expensive in wasted fime;
unwanted expefise employing miskis & in aifort
axpended Qetting rid o unwanted. employees.

e They don't Prepare the Job Specificakion’ witk sufficient

care.

| » Froquently accept the infervieweds word only

concerning ificakions; job histories ; hobbies %
skills ; responsibilities & job tites; employment qaps ete.
e They try o predick performance from perceived
facts concemning the tondidale.
+ They wmake ‘objective’ seleckion degisions following
‘subjective’ filtering of interviawea informokion.
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DEALING WITH POOR PERFORMERS (p.p)

% CONSIDER THE JOB \TSELF o=

% PERFORMANCE DISCREPANCY R THE ORGANISATION

THE JO® VTSELF
o Is '\t foo demanding/not demanding

) enougn?
oI5\t foo noisy ;badly designed,;
lacking corredt fools; ete. ?

L—+ PERFSE DISCREPANCY %

THE ORGANISATION

% DOES THE pp. KNOW THE Job ? o

—

DOES THE POOR PEREORMER ......

o Know what Yo do ? & .
o Know how fo do the job? o
o Know where [how the job firs
witkin  fRe organisefion ?

o Is the company reward
erformon

Franing ini Frokwes ?

o Is 1t wortk bothering about?

o Does e company Support new

o Are ofkers coping Wik similar jobs!
o Is any feedback on performance
being gven'!

\'r\s poor

e ?

o Are there ofrer possible reasons
for the poor performaonce !

: -Has the pp. e basic abitities fo do
-Was induchion & fraining odequale ?

OTHER POSS\BLE REASONS
- PQ.Q.\‘. qroup \’Q:'\QL\'\'ur\-

-Has there been adequale iob bridin\a\’-
e yob?

-wg\znm Bo/or” motivokion factors wrong o——»\WhaY does W\Qp.p.\mn\d
- Mis

makdn of obilities for tae job o—
- Family / culfural problems.
~Medicod disorders / ilinesses

% PogsIBLE  CORRECTIVE. ACTIONS '

—»Qver recruited , oo

COUNSELLING  (see oun;\é:n’:)
1 CTIONS  Consider :- TWho showlde tounsel the pp. 2 e————{ Supervising manoger ?
C(?KREC \_\IE A wonugers f— Who records & Teports b&k?cnno_ of Personnal ~Dept. ?
o Lounselling T counsalling session , % fo whom ?
° }'rmrpx\m . °—_T——\ - Whak reporting bogk procedures’
o Job Kedesign N

well quolified ?

—> Possibly physical , socia) of mentad Wlnesses !

Career <ounsellor for vocakional
guidonce !

Medic (Dockor or Peychologist)?
Specialist-?
Someone @se ?

o Relocakion “or Job Change
(———° Pear Group Ppressure

PEER GROUP PRESSURE

- Can Wey be persuaded Yo occept
responsibility for the pp.?

- Formally or informally ?

- Can you increase dependence on
he Peer group X viceversa eg.0s
part of an auronomous work group.

3&? R(EtDESlaNl ; :

- Daleqake job planning Yo p.p. S0 more o

I SQHS\.S iv?&)@S\PQ_d " %‘ PP

-Will changing the job anviconment halp !

- Can you odd inferest or varidy ?

- Give p.g. wmore Control eg.vary pace of job.

- Give mote feedbock on parformance B
Consequences of the Job.

RELOCATION OR JoB CHANGE

-Fove pp. fo o different (b fo makch his/her abilifies.

- Promote ‘upstairs’ fo buome sHmeone else's problem.

—4
TRAINING

-Ts this WRe answer to §ill e gap?

-Will it be enough ?

- Does (mpro\:mo,nt require change
of skills or askitwdes ?

- Expect further ol off ofter fraining
before fhe gop doses?

2 Tssue 1




COUNSELLING THE POOR PERFCRMER (pp) (
oxvy - WHEN TO COUNSEL ]
HEN TO COUNSEL =— o If the p.p.{\'s solely your concern vj
o Counse! offer you howe esfablished:
*WHY COUNSEL ! - fe standards of performance
expected,
% THE COUNSELLING (NTERVIEW - documaented. proot of a
: : . ' erformance discrepancy,
o Communicale fime & location Q - Exo ofher c&isdp\\'nm:;) (LC.\'%Y\ 15
verbally (preferably face-to-face) pending, _
to he pp. _ - standards were realistic & had
o Normal inferview Courtesies been communicaled o the p.p.
& disciphine will apply. } - roevant Company Procedures
WHY COUNSEL ? have been check wik the
aTf . pc.rsanne\ depariment. )
-you have esfoblished thak
a performance problem exisfs,
-you have vdentified reasons
or the performance discrep- Who else m;s\-\\' be <—'
ancy , ond . ... considered ¥ Who else
- you have idenfified ways might get involved. ?
of reduang the performance - the Union,
discrepancy Shen . - ofRer managers,
o You want e p.p.fo accept - e work group,
ownership of e problem, & .. - Personnel Depastment,
o You want fo promofe €self- - efe.
L organised’ improvement.

% STRATEGIES FOR THE \NTERVIEW
> GQUIDELINES FOR COUNSELLING f-~

o Prepare your questions & strokeg }
bgc):rczho;r{d. W 2
— N 0 %re suradof e or(x;\{—an“iﬂ,
o Pay altention o questioni standards &pected 2 p-p.
g DS AT o Rarse WERSES dewpancy. |
e . 9 - e 7
> Keep Pﬂﬁ_b'\d\\'j ouf of e - the exfent of fre discrepancy,
. ?&Qﬁ\m\%‘\\é - -the responsibility Sor this
banaviour and not the person - Qfﬁii\o‘;—: %&‘Sﬁ? oy
o Make 1t easy for the p.p. fodo - a fime scole for aclion % a
L'whak you want Ny metfhod of monitoring,
- dafe for a follow-up meating.
sl , = Be firm ¥ supporhive Wroughout. |
Avoiding ' loss of foce
if possible. How would fhey oduise Some Ofer
person with tRis same problem !

It is easier fo measure fufure Possibly by reference fo hisforical
Suecesses (¥ any) in Dehaviowral dafa &/or norms (writen or
terms. unwriten) ot by agreement witk

v the p-p.'s peer group.

Bohaviour is more eoasiy
chonged fhan personality

or affitude.
mjh.\Th\s oufline assumes that you balieve counselling o Issuedl
is The best approach fo the peformance discrep

anc
you have idenfificd. Other approoches are feasible.
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THE CASE FOR PERTORMANCE ENGINEERWG (1)

s WHAT 1S PERFORMANCE 7
% HOW T MEASURE PERFORMANCE
¥ THE ANALOGY WITH ENGINEERING

=

- PERFORMANCE is o Transaction

involving
conseqih
| = ACCOMPLISHMENT

BERAVIOUR and a
ence of fatr behaviour

HOW TO MEASURE

ENGINEERING ANALDGY

PERFORMANCE . .
Tasts of ochievament 7 =3 May rafe peoples ability
- Measuce Yhaic Potential

for Improving
farformdnee (P\P) oy

to perform overfly &
occomplish  something, bul
{S no measure of ones
benaviowr (Which is

« In manufoctucing we Might engy
raw- or part-finished mokenals

near

5> added value (or wortk)
 In business, We might engineer
circumstances ot Sitwalions

mainly covert)or
porential.

£1P. = Exemplary Performance
Typical Performance

= valuable performance (ot mplishmenks)
loyees we mignt engineer fheir
behaviour = Valwable performance

(or oceomplishments) “T}

In emp

\/

"WoRTH increases as Value of

accom

fhe cost ot o behaviour change
decreases. (If cost of behaviour
change (s h\'%\\ -t \s not wWorthy

plishment increases  oR

performance

When engineering maferals,
business or behaViour for performance
We ™Must consider the context of VALLE FOR (DSTS

s MEASURING ACCOMPLISHMENTS _V

By means ok :
-training ,
- befter tools,
- batter mofivalion,
- more informokion
obour performance,
- omething dse.

MEASURING

- Al accomplishments  are messufoble (even
arfistic or oesiheric performances) e
- At Work paople's Gccomplishments way Vary
qreakly but research info feir Denaviour

reperfdires ™May Show Smoll differences o—

* WHO 1S COMPETENT ?
% FIRST THOUWGHTS

COL'\PETENT PEOPLE ..

FIRST THOUGHTS

compelen

whak(ghe

(133gUDdL ¥ILIY)

- We showd seek fo
increase value in

peoples accomplishmenls
before investing in the osfs of behaviour changing-
* We must study exe

Ofrers may then ok

» There 15 no need o messure benaviour unfil
LNQ have measured. occomplishments.

» Cresfe valuable results wittouk
axcessively Costly behoviour
« Perform 'overtly’ n adding
‘worth' o SDWL\NEP.

* Are judged (subjeckivaly)to be
y their peets .

- Actually,people are NOT
compefent, fair performance is —

""\E\MX pecformance o se2
is doing Nght o~ achieve IRis
din Wit Minmal

e

D™ change.

—3Correcting

A Aeco

or = Past possible (now)
Average Performonce
1§ avera%e pertormance
is exemplary,P1f ratio is 1€
If less fon @emplacy,
LR rolte 8 3 10

-1t cmginu_rivxg cott 15 foo

igh, worttx' is reduced(®
profit 15 also reduced).

—

—3»The difficulty may lie

w HOW o dot.

SMALL differences
in banaviour repefoires moy
achieve [orge Improvements
in oaccomplishmaents.

W3hmenals alone
hove direct value & it
is whal we pay for.

= Tssue |
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THE CASE TOR PERTORMANCE ENGINEERING (2)

~ To IMPRONE COMPETENCE
CONDITIONS FOR HUMAN COMPETENCE f—>-ldcu\h il RS enatie me
- To IMPROVE GENERAL PERFORMANCE parson o exniblk exemplacy parformane

(COMPETENCE) «Idenfify how we brng ancer
- Is THERE A NEED TO IMPROVE PERFORMANCE ? parson Uplo exemplacy perfrmance

« Tdaally sfrive to bring anctrer
- THE COMPONENTS OF COMPETENT person's PP down 1S 10
PERFORMANCE

NB. The wmore incompetaal a. pesson

(or group) -the larger e ELR &The
IS THERE A NEED ? | @aSier 1t is o improve pariormance.
A performance andit Should Show, =— (S22 footnote)
« Why d\o:HE.'w_nC\e_s do) QX\%: W o
erson’'s (OF Qroups) performance. | _
-PWhak bo,hav\gour deficiencies giféeﬁ‘%boﬁ\
COMPONENTS FOR cause high PP rafies. = . depastments from
(DMPETENCE « Whot s+ eqies are mosr effective OVSN\iSGkI_OF\
o A supnortive i ‘\é'\ddir\ worfRy Tesults ar lower | _po« (kod from
ogpertie . Lot bRe onfay s
= Oncs behaviour reperfoire :

- Behonmur 1s the response of o person
fo a shimulus.
- It is one area for comperence o devalop.
- I maybe altered direckly or indirectly.
- Tor parficular behaviours o parsist
fhey need o be rewarded. _

ENGINEERING
CoMPETENT PERFORMANCE

Empirical dako on Performance way be
Ofganised oaccording
Yo this MODEL

Are teir Tools Yre
best for doing Hisjob?

Is performance ) NEEDS co Have they

DATA qiven Yo ——— = rkc_\\\;:CE\NT\\)E tnd}:z
. amployees ? InForMATION | RESPONSE © |MoTivATiON wedl 7 How may ey
hanges here are ) . = < be (mproved ?
Sually cheaper & P ENVIRONMENTAL | DATA ON - [INSTRUMENTS|INCENTWE |
asiet To implement SupPoRT Pere™ Re@® | & TooLs To Do WELL :
—————————— BEHAVIOUR KNO\.OLDGE‘I. CaraciTy Fgﬂ MoTWNE & s What would HOTVATE
ho Where a
. a“%q-q.srs on Sa_ P I REPERTo(RE To Po ToB | THE \WORK | To bo WELL taom fo parform well?
eperfory of behaviour = oy B L f o o —

XNOWLEDGE Yo do):
ke _')ob ?

A form of dynamic equilibrinm

exists befween Wwe sixfactors.

To alter One way signiticantly
Change one or morv.so{- \ta ofRers.
The change waoy be BENEFIUAL

or DETRIMENTAL Yo Waar performance.

%. Never critically appraise o performer

“(sthe canndr confrol his/her work Circumstonces.

operator do \'b\o.‘job?

% CON

CLUSION -

» Use the wode\ o nelp you decida Whese

to start asking quesfions abour performance

& identifying performance deficiencies.

* As a

+ Hold b

neral rule , atenfion o environmental
Wil be more likely Yo wwprove PiL ratios.
back on Yrainin

unfil o performance

adit has been complated . I is only one

alfernalive o achieving
& 1s offen YRe wosth &xpensive.

qregker performance,

= Issue 1

2.48
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TMPROVING THE POTENTIAL OF COMPANY

TRAINING ACTIVITIES (Sog\g”cgf;f&gb\iiws

% AsK QUESTIONS OF THE TRAWNING DEPT. /AGENCY o————

-How was
maoasured ?

I QUESTIONS OF THE TRAINING l

DEPY. or AGENCY Mg should ask:-
«Is the fraining meehing a proven,

% CURRENT EVALUATION METHODS e
% JUDGING PROFESSIONAL PERFS* POTENTIAL
% A MORE IDEAL SITUATION

- MEASURED ~ need ? -
¢ To what standards are enployees | _meﬁg\p(\iﬁa ﬁs,?
Erained ? e 1

« Are the troiners compefent 7 o

« What \s Mhe frue cost of tmining o1~ -How was tak

* What deferwmines course lengh ?DT wmpafence

* Could. tha Yraining staff conduct wmagsured !
erformance andis ? - What s theie

JUDGING PROFESSIONAL ~eaf

o——»Pehavioural hisfories
-Job references, are
they objechive enough?
- Acadewmic qualif®™,
are 0 weaswre of a
different sort of
performance fo
fraining activifies.
-Verbal“bahnaviour ok
interviews can be

e Current wethods
« A batter method

Publish performance

measures
-Useful o clients who Ihen
can \deafify salprachice.
- Would wwprove perf
of those professionals.

CURRENT EVALUATION

« Do performance measures show incentive Yo

« Commonly o mrsm look, | thak training is poying off for

judaed on Lk

PERFORM ™ POTENTIAL | ot & rw
- size of frainin

- nuwber of hodls,

- no. of frauinees passing ouf,

- Word of wmowt recommendolion.

- (list of

. perform well?
wons of

Mis - company

|
ffort, - Courses w. on-the-job frg.

-Ts Ihe company geflin
value for mponm\g % 3

fims using tham - aqencies)

« OUTPUTS - qeneraly, consist ot

behaviour changes / improvemans e~ > Nof necessarly performance

« BUT - do they ever fail ?
- are their acconphishments un-

improvewments.

| Conversely - do they Sueceed 7

weasurable ? e ——>0r, un-measured. ?

Would. weet wany measure of compafence.
lifical obstacles’; would

ake much Time B thought

buf s not \mpossible X it

would. provide large cefurns.

{ A MORE IDEAL SITUATION
*+ Sonior monagewent sets sfandards

leamed & (s an unreliable

-

of job ﬁ;\m‘?ormamm for tramning staft

» Turns the Training Dept who "o
S

Performance Dept”

Senior manogement involvemen will -

- plan thak short-Yerm  dccomplishmaents are
compalible Witk \ong-fetm aims.

- Incidentally , sef wncenfives fo pecform well .

- Aim to give e Ttrainert a stake n fae
performance they are engneering.

: —Output is now performance improvement « A performaxce enginaer
as well as behaviout improvement. naed ot he o. tompatent
New RESPONSIBILITIES - Commence performance engineering studies erformer of cach skill.
by tha fraining sraff. : * Experts don't olways

°Assessment of geﬁormomm opporfunifies.

o Denelopment” of performance  systems.

o Daliver & implement performance
Systems.

- Busge! handsomel ] )
axpdrfise in performance encineering.

- Assign new areas of responsibiily.

while staff devdlop make cood Yeackers.

A \ssue 1
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ALTERNATIVES TO TRAWING (To IMPROVE PERFORMANCE).

( THE TRANING DEPT. |
j Abandon it ¢ o »lnrealishe -1k moves costs

* WHAT TO DO WITH THE TRANING DEPT. ¢ ©

s ALTERNATIVES To TRAWNING o—
% DiRecTING COMPETENCE o

¥ LINSATISFACTORY FEATURES OF
TRAINING METHODS

(DIRECTING COMPETENCE )

Requiras information :-
o Confirmation of performance

Possibly chhange W o a adsewhere where they are
PERFORMANCE DEPT. with likely \ndden B unbudgefed.
A ravised responsibilifies.

ALTERNATINES TO TRAINING

Training alone is o wsily enterprise.
Performonce is fhe “end’-behaviour
15 the weons’ Change behaviour by -

o Guidance. — —» Well-dasigned. guides

o E@rforvv\(u\cz oids. o ; assist human wemor

° a,design fools or use different l reduaing compelition tor
wmakerials. o ) | memory focilities .

o Give \mmediate teedback/
[ renforcement of correck response

¢~ UNSATISFACTORY
FEATURES ‘- wse in
tsolafion or fo excess of...

© Skill-bound (obandons
heory ~jusk learn whak

1)

:H)\u Rove fo do

L resulfs
o Direclion to form o—

o Use. INDUCTIVE Yachics or
l‘vcu'm‘ns T -

INDUCTWVE TACTICS J

eory-bound ,(an -Tell fae performer What fhe

ocademie ap‘ProaLk un- fask s obouf R Wae con- . ;
rela¥ed o reality) sequences of good & poor

o Induchive-bound (people performance .

Know why tkey're doin ” .
o Yask but don't \(nomh‘gu) INDUCTWWE TRAINING s
powerful n Wk v, ...

«Neaucbound, (o elery- | con change well established

g;‘r.“%r“gg‘ ‘;LX&‘S; m po(n\g\s of u'\u\,o &suw.rtsh\{‘ms.
~ - - enobles employees oXe os
skills being Shown ) imporfant “\S%W\yq_ \r\'\\\:zrta Seem-

k...mdkmis of fraining ~J ngly unimporfant fogf.

which did wot forwerly axist(Il is

assisted by films, cafe-studies, ek )

A Tssue 1

t - Difecfories’, o ensure sequence of

&GU\DES

- Necessar

- afouses an \nferest in performance

They improve performance
witttour any need for

L——> -DQs'\gr\ on Informolion

fraining eg.
dissentnakion system Covering - wall “postess,
erformance  expeckofions & - Safely d"‘.‘“"?'
achievemenls. # *?&\%-aﬁhaswm abdls,
- ok
JoB AWDS eq.

Makes iob easier fo learn.

- Algoritams |, Fo direck decision woking. B akas Facls Casiar B use

aclions.

- Reduce e probabilily of error when
performing complex Tasks.
- Similarly Wit Tasks which are performed
infrequently.
in fasks Where error-free
parfor@mance \s essential Qﬂ.‘)\\o\'j Slight checklist.

¢ The best tactics for reducin
fha frue fime B cost of trainin
are idenfical o those required 5
improve Fs effectivene (}.’
T.F.Gilbert (\418)
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PART 1 MANAGERIAL SKILLS

Getting results from People

Getting your own way

Asking the right questions

Planning

Directing & Controlling

Giving Effective Orders (& Instructions)
Making Managerial Choices

Assertiveness - Giving & Receiving Criticism
Assertiveness - Handling Negative Feelings
Legislative Outlines for Line Managers

PART 2  QUALITY

The Pursuit of Quality
Quality Audits 1
Quality Audits 2

PART 3 PROBLEM SOLVING & DECISION MAKING

Problem Solving

More Problem Solving Considerations
Decision Making

People Factors in Decision Making
Stress from Decisiomal Conflict

PART & PERSONNEL MANAGEMENT

Introduction & Induction to Jobs
Employing New Graduates
Managing the High Performer

The Value of People

Discipline & Morale
Followership 1

iv
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PART 5 ORGANISATION

Consent & Control

Power

Power in Organisations

Origins of Power

Political Language - in Organisations
Symbolic Actions - in Organisations
Mapping your Motivational Patterns

Uses for Motivational Patterns (S.I.M.A.)

 Introducting Management by Objectives

Essentials of Management by Objectives
Preparation of International Managers

Managing Across Cultures

Cross—Cultural Organisational Differences

PART 6 ADVERTISING & MARKETING

Evaluation of Attitudes from Surveys
Fixing the Price

Colour and the Role of Market Research
Getting Results from Advertising Copy

PART 7 TRAINING & LEARNING

Ways of Identifying Learning Needs

The Case for Self-Directed Learning
On-the-Job Management Development

The Climate for Management Development
Getting the best out of Courses

The Character of Action Learning

Super Learning

On Changing your Job

Ways of Encouraging Creativity

PART 8 KEYWORD INDEX

Keyword Index

3.25
3.26
3.27
3.28
3.29
3.30
3.31.
3.32
3.33
3.34
3.35
3.36
3.37

3.38
3.39
3.40
3.41

3.42
3.43
3.44
3.45
3.46
3.47
3.48
3.49
3.50
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1€

Key to numbers used ....... first digit = Book
after decimal point = Page

A
Absenteeism
Accomplishments , job
Action learning
Action, symbolic, in organisations
Advertising
Advertising ,and packaging
,placing
,Principles of
,recruitment
,Setting Objectives
,Writing copy
Aids , to Performance
Aims , security
Alternatives to Training
Analysis , needs
, self
Appraisal
Appraisals , handling
Asking the Right Questions
Aspects of Negotiation
Assertiveness
Assertion Training
Assertive behaviour
Attitude , to Security
Attitude Surveys
Attributes, personal, for learning
Audits , warketing
, security
, Quality
Auditors, role of quality
Authority
, establishing
, in Organisations

B .
Basice of Negotiating
Behaviour modelling
, shaping

Biography mapping
Boss , as developer

, involvement in courses
Boundary Hanagement
Brainstorming
Buyer Resistance ', Overcoming

¢
Change
Changing your job
Choices
, Making Managerial
Climate for Management Development

1.32
1.49
3.47
3.30

1.13
1.13 ;

3.41
2.33
1.31
2.32
2.34
1.41
1.02
2,50
2.22
3.42
3.42
2.05
3.03
2.38
2.01
2.01

2.02 ;

1.01
3.38
3.43
1.12
1.01

3.12 ; 3

3.13
3.25
3.23
1.36

2.37
2.25
1.39
3.31
3.44
3.46
2.10
3.50
1.21

3.04
3.49

2.14

3.07
3.45

Number
Number

i 3.45

2.32 - 2.36
3.41 .
3.08 3.09

Colour
Colour , in packaging '

, in selling

, trends
Company handbook

, Introduction to the
Competence , Conditions for

, directing
Computers , used in problem solving
Computer based Training
Computer Security
Constraints
Consent & Control
Control , and consent
Co-ordinating
Copy , Writing Advertising
Counselling the Poor Performer
Courses, Getting the best from
Creativity
Criticism , Giving & Receiving
, functions of

Culture

, Managing across

, organisational

, shock

, understanding different
D

Decision making
Decisions , types of
Demands
Delegation , planned
Departmental induction
Development , self
, Training

Directing
Disaster Planning
Discipline

, & Morale

, procedures
Dismissal &'the Law
Distance Learhing
Documentary Security
Domain , Job

E
Effective behaviour

, orders
Effective Security
Effectiveness , managerial
Evaluating Sales Promotions
Exchange relationships
Experiential Learning
Expert , Becoming an

3.40
1.17
2.31
3.40
.19
3.18
2.48
2.50
3.15

126

1.07
2.14
3.25
3.25
3.05
2.3
2.46
3.40
3.50
3.08
3.o08
3.25
3.36
3.30
3.19
3.36

3. 16
3. l6
2.14
3.44
3.19
2.21
2.19
3.05
1.10
3.23
3.23
3.23
1.35
2.22
1.05
3.07

2.13

1.02
2,13
2.27
j.ol
2.19
2.21

xepu|
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F
Feedback , from colleagues
Feelings , Handling Negative

, positive & negative
Followers
Followership
Forecasting

G
Getting your own way
Graduates, Employing New
Grievance handling
Groups , follower
, in decision making
, in problem solving

H

Handbook , company
Handling uncertainty

High Performers , Managing

1
Induction courses
, ko jobs

Industrial Relations
1.R. , dismissal

, & security
Information collecting
Influencing , interpersonal
Instructions, effective
Interactive Skills
International Managers

Interview Procedure , Recruitment
Interpersonal Influencing
Introduction to Jobs

J
Job accomplishments
Job , Changing your
, Domain
, Modelling
Jobs , Introduction & Induction

K
Key Results Areas

3.42
3.09
3.09
3.24
3.24
3.40

3.49

3.20
2.05
3.24
3.17

3.15

3.19
3.28
3.21

3.20
3.19
1.34
1.35
1.06
3.38
3.02
3.06
1.37
3.35

2.44
3.02
3.19

1.49
3.49
3.07
1.46

3.19 -

; 3.33

L

Eanguage , Political, in organisations
Leadership

Learning -

action

computer based
Distance

experiential
managerial

methods

needs

self-directed

Styles

, Super

Legislation , for line managers
Line organisation

M
Management by Objectives

M.b.0., advantages of
, Ebsentials of
, Introducing

Management , Boundary

Management Development

, home influences
, On-the-job

Management training

Manager's Roles

Managerial Choice

s learning
, Skills
Market Analysis
, Research
, Share & Segmentation
Marketing
, Planning
Matrix organisation
Modelling Behaviour
, Job
Morale , Discipline and
, establishing

Motivation

Motivational Patterns
, mapping
, Uses of

N

Needs snalysis

Negotiation ,. Aspects of
, Basics. of

Networks , types of

3.29
2.10 ;

1.25
3.47
1.26
2.22
2.19
3.43
2.16
3.42
3.43

2.20 ;

3.48

3.05

3.25
3.42
3.34
3.34
3.33

2.10 ;
2.19 ;

3.45
3.44
3.35
1.33

2.14

3.43
2.16
3.40

1.18 ;

2.26
1.11
1.11
3.05
2,25
1.46
3.23
3.23
3.02
3.31
3.31
3.32

2,22
2.38
2.37
3.02

2.17
3.43 - 3.45

3.07

2,26 - 2.31
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0
Objectives , advertising
correct words
for interaction
identifying
Management by

N

performance
planning
setting
training
Obstacles , dealing with
Office Security

Orders , Giving Effective

- w e =

, verbal
, written
Organisation , line
, matrix
, nature of
, ataff
Organisational climate
, culture
P
Packaging , advertising
, to sell
, decisions
, design
, materials
, b market research
Paralanguage

people , Getting Results from
, Factors in Decision Making
, Value of
Personality
Personnel Management .
, Manager -, role of the
, security
Performance
, aids
, appraisal
, discrepancies
, engineering
, improving
, management
, objectives
, obstacles
, problems
, pyramids
, system
, training
Performers , high
» poor
Peter Principle
Planning

2.32
1.28
1.38
3.33
3.25
3.42
1.47
3.04
3.33
1.27
3.14
1.05
3.06
3.06
3.06
3.05
3.05
3.24
3.05
3.01
3.01

1.13

y 1.29

i 3.33

- 1.29

1.13 ;1

1.16
1.16
1.14
1.18
2.05
3.01
3.17
3.22
2.05
1.40
3.22
1.04
1.41
1.41
1.44
1.4l
2.47
3.46
1.45
1.47
1.45
1.41
1.47
1.42
1.48
3.21
2.45

+3.49

3.04

- 1.50
; 1.43

3 1.42
12.48

3.34

1.17

3.11

Policing , internal
, second line
Political Language in Organisations
Politics , company
Poor Performers
, Counselling
, Dealing with
Power
, distance
, from conflict
, in negotiations
, in organisations
, formalised
, legitimate
, Origins of
, personal
, pointers to
Price , Fixing the
Pricing , objectives
, policies
, strategies
Problem Solving
,techniques
, use of computers for
Problems , types of
Procedures , disciplinary
Promotions , sales

Quality , The pursuit of
Quality Audits

, benefits of

, procedures

, processes

, purpose of
Questions , Asking the Right

R
Recruitment Advertising
, Interview procedures

Reducing Stress
Reprimanding
Resistance , Overcoming Buyer
Right Questions , Asking the
Rights , Assertive
Role of Colour in Selling
Roles , establishing

, Managerial

1.03

3.29
3.02
2.45
2.46
2.46
3.26

3.05 ;

3.26
2.38
3.27
3.28
3.27

- 3.30

3.28

3.26
3.27
3.39
3.39
3.39
3.39

3.03 ;

3.15
3.15
3.14
3.23
2.28

3. 11
3. 12
3.12
3.13
3.13
3.12
3.03

1.31
2.44
2.39
2.05
1.21
3.03
3,08
2.31
3.23
1.33

- 2.30

; 3.13

- 2.43

3.37
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S
8ales Promotions
, techniques
Scapegoating
Security
, & lndustrial Relations
, aims
, Auditing & Disaster Planning
, Computer

, Documentary

Self analysis

, Development
Selling , techniques

', Top~tier
Setting Objectives
Share , market
S.1,H.A." patterning
Skille , Interactive

, Study

Strategic Management Development
Stress
alleviating
coping with
countering
decisional
potential sources of
reducing
, & women managers
Study Skills
Styles , Learning
Successful Managers

Superlearning

Supervisors , training

Surveys , attitude

S.W.0.T. analysis

Symbolic Action in Organisations
Synectics

Systems

T
Talking with Subordinates
T.A.R.G.E.T. in decision making
Teams
Team-Building

, roles

, sizes
Thinking

, process

2.27
2.30
3.30
1.01
1.06
1.02
1.10
1.07
1.05
3.42
2.21
1.19
1.22
2.32
2.26
3.31
1.37
1.30

2,24 .

2.39
2.40
2.41
2.39
3.18
2.42
2.43
2.42
1.30
2.20

2,17

3.48
3.19
3.38
3.05
3.29
3.50
2.03

2.05
3.17
2.06
2.06
2.06
2.07
3.03
3.09

Training

, alternatives to
, assertion
, Computer Based
, Development
, evaluation
, for Performance
, inductive
, improving potential of
, Objectives
, outdoor
, Becurity
, Bupervisors
, supervisory
Transition , job
Transactions

-

u
Uncertainty , handling

v
Value Analysis

of People
Verbal orders
Vetting , Security

W

Winning , The Business of
Women Managers , Stress &
Work sharing

Written Orders

Z
Zero Defects
Zero defects policy

1.25

2.49 ;

2.50
2.01
1.26
2.19
2.49
1.48
2.50
2.49
1.27
2.19
1.06

3.19 ;

2.25
3.49
2.04

1.50
3.22

3.06

1.04

2.10
2.42
3.07
3.06

3.11
3

1.29
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GEVING RESULTS FROM PEDPLE COMPANY OBIECTWE - %o main¥ain

o. Vioble enterprise for tha wajorty
of the workforce. Madhiovellian view,

% BULDING A CONTENTED WORKFORCE e V o e wardten. Mo
e end jushifies the meons.
% DEVELOPING THE DRGANISATIONAL (" BUILDING CONTENTMENT W
CULTURE /CLIMATE (o.c) ¢ \Working for an orgamisation is an
‘exchange rdakionship’ where
employez. & organisalion banefiy o——= —Employees reinquish
oIf the” manogdrs & the'wanoced cav?om\ nignts B ¥reedoms
ore bot sa¥istied ,bot are doing in exchange for fheir
ﬁ)mut\\'yxg \5‘\ . e ok work & revunarafien.
- e Money 1SA'T 2verything bul mone
DEVELOPING THE O.C. ) s N yq,\mgw\mg, 8o hos. Rinants
* Geting it Tight has poy-offs o— aspecs ‘must be r'\g\k o—r———*—Euuy\kmg has a cost
* The OC. is the \way u? \ite kNon-f\'nancia\ mdivalars help o5 (or volue) attochaed.
witkin e organisolion o
* Using the O.CCis one Way Yo -Tne workers are sed motivaling. - Recognition ; consuliolion,
dominake (e workdoree) by - Discipline , absenteaism , aecidents sta¥us ; pensions; holidays;
Staalth . i & ofter parsonal pm‘u\ms OTe Mint mised. . o plessant eniconwant; afc.
* However a cpmponys O.C. - Produchivity s raised. will ol build up jpb sofistadion.
| fokes years fo develop.

> - As e company Erospus , 50 should fhe workforee.
- A qood organisation feCOYNISLS ey dements \n
employee sakistackion & ocfenfuokes tem Vo
persuode the workforce they are well off eg.

- Often e workforce believe ey e gl Ak
= Ng [

are beter of witkhour wnionisolion. ' .
- So wonagement are wob conf ronted ( - No loy-offs”
with @ rival power. Use wakural wastage Yo reduce Workforce & sub-
confrack  wWhen prassed for production expansion)
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