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English/Communication

Activity 3 (Continued)

Summary of your experience (continued)

________________________________________________
________________________________________________
________________________________________________
________________________________________________
________________________________________________
________________________________________________
________________________________________________
________________________________________________
________________________________________________
________________________________________________

Related Websites
About

http://sbinfocanada.about.com/cs/businessinfo/p/listening.htm
Business quotations on listening

Mind Tools
http://www.mindtools.com/CommSkll/ActiveListening.htm

Active listening: hear what people are really saying

Free Management Library
http://www.managementhelp.org/commskls/listen/gd_vs_pr.htm

Habits to differentiate good from poor listening
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In the News

Differences and Likenesses
Leadership and management are two constants in a business manager’s work that can be learned
from sources outside the business world. Some of these sources may appear to be unrelated
to business, but look more closely and the connection becomes clear.

Activity: Play Ball!
Click on the question mark to enter your answer.

The Career Journal published an article titled What Business Managers Can Learn From
Baseball. The writers of the article visited the training camp of the Washington Wild Things
to see what team-building skills could be learned from the sport of baseball. Here are the
top five lessons the writers say baseball can teach business managers.

1.  Select the right players.
The director of the Wild Things said, "Not everyone is a star. The 22 best players don't
make the best team." It takes a mix of different talents to build a winning team.

2.  Focus on the game.
The catcher said, "When you're standing in the outfield, you don't know whether there is
one out, two outs, or what the count is." A good baseball manager watches the field
action and signals players when they need to change strategies and refocus.

3.  Use scores and stats to track performance.
The scoreboard provides an instant status report. "When I'm hitting, I go to the plate
knowing where we are and what needs to be done," says a player. Managers at Alcoa
aluminum company use big baseball-like scoreboards to keep company teams focused
on important goals.

4.  Enforce the rules of fair play.
In baseball, the umpire keeps the game moving and ejects players when necessary. A
business manager should eject a team member who continues disruptive behavior.

5. Give plenty of feedback.
 The Wild Things director says, "Certain players need a reprimand. Others need a pat on

the back. Some players do best when left alone. As a coach, you need to know what to
say and when to say it, or if to say it." A coach or manager can help a team member
examine his or her errors and make required adjustments.
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In the News

Activity (Continued)

What other lessons can a business manager learn from sports teams?

1. _______________________________________________________________
 _______________________________________________________________
 _______________________________________________________________
 _______________________________________________________________
 _______________________________________________________________
2. _______________________________________________________________
 _______________________________________________________________
 _______________________________________________________________
 _______________________________________________________________
 _______________________________________________________________
3. _______________________________________________________________
 _______________________________________________________________
 _______________________________________________________________
 _______________________________________________________________
 _______________________________________________________________
4. _______________________________________________________________
 _______________________________________________________________
 _______________________________________________________________
 _______________________________________________________________
 _______________________________________________________________
5. _______________________________________________________________
 _______________________________________________________________
 _______________________________________________________________
 _______________________________________________________________
 _______________________________________________________________
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Just for Fun

Let's Talk Business
Have you ever read a financial report? How about a business newspaper such as the Wall
Street Journal? Do you need a dictionary just to get through one paragraph? Business
managers need to understand many terms that aren't used in everyday conversation.

                                Activity: Matchup
                                 Click on the question mark to enter your answer.

Just for fun, test your knowledge of business terms by matching them with their definitions.
After you have matched a word with its definition, locate and circle it in the word search on
the next page. Words in the search are written up and down, across, forwards, backwards,
and diagonally.

  asset                 capital       debt               dividend        fiscal
       inventory          liability      mortgage             merger             revenue

  1. ____________A type of loan that is made using something of value, such as a house or
property, as a pledge. If a person doesn't make payments on the loan, the property can
be claimed by the individual or institution that made the loan.

  2. ____________Money that is owed.

  3. ____________ Another word for financial. For example, companies file their taxes based
on their profits and losses for one year. This could be called their "financial year,"
instead it is called this type of year.

  4. ____________Any possession that has value.

  5. ____________All of the income produced by a company.

  6. ____________Joining two companies to form a new company.

  7. ____________A financial obligation, such as payments that are owed; the opposite of
asset.



Hands-on-Academics Business Manager

________________________________________          ______________________________
Student’s Name                                                 Date

29

Just for Fun

Activity (Continued)

  8. ____________ Money or property that is invested in a company.

  9. ____________ A portion of a company's profit that is paid to owners of the company.

10. ___________Products or materials a company has available for sale.

S T F I S C A L I
M O R T G A G E N
E X E E S P R T V
R A V S U I E I E
G R E E N T E T N
E T N A D A K B T
R O U N D L S E O
D N E D I V I D R
L I A B I L I T Y
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Workplace Politics and Personalities

Conflict Issues
Business managers may feel conflicted about their responsibilities that involve people. On one
hand, they expect employees to behave professionally, and yet they don’t want to appear
overbearing.

Activity: Water Cooler Chat
Click on the question mark to enter your answer.

You are a business manager walking near the water cooler when you hear two employees
saying rude things about another worker. They are speaking loudly and make no attempt to
be discreet. As you pause to decide what to do, you see that the employee they are
discussing has walked up and heard everything the others have said. She looks to you as an
authority figure and expects you to step in and say something to the disrespectful employees.
How will you handle this situation?

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________
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Entrepreneurial Problem-Solving

You Can't Do It All By Yourself
With a background in business and a unique idea, some business managers decide to go
out on their own and start a business. Skills in managing people, finances, and projects,
combined with creativity and an entrepreneurial spirit provide a winning combination for a
small business owner.

Activity: Strategize
Click on the question mark to enter your answer.

Following are several situations that occur in small businesses. Which choice represents
the best business decision? Place an “X” by your answer.

1.  Michelle, the owner of a fashion design firm, comes into her office every day and faces a
desk filled with post-it notes, printed e-mails, articles she wants to read, reports, and
other items that need attention. She often becomes distracted.

_____ a.  Michelle should work hard until each item on her desk is handled.

_____ b. Michelle should clear everything off her desk so she can improve her ability to
  focus.

_____ c. Michelle should prioritize the items on her desk and ignore anything that
  does not need immediate attention.

2.  Juan's printing business has shops in four different locations. He cannot be in all the
shops at the same time to oversee the work. Employee errors have been driving him
crazy. He is losing customers and profits.

_____ a. Juan should start firing people who make too many errors. All employees will
  realize they can lose their jobs if they don't improve.

_____ b. Juan should train the employees to perform better. He should praise good
  work and motivate employees to take pride in their work.

_____ c. Juan should demand improvement and also discipline employees by
  depriving them of bonuses or raises.
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Entrepreneurial  Problem-Solving

Activity (Continued)

3.   Phillip's business has grown rapidly. He can no longer do everything himself. He hired
      Brenda to handle customer service phone calls. Brenda has excellent telephone etiquette
      and two years experience in customer service. Phillip listens to every call Brenda takes
      and always believes that he would have handled the call better. He spends just as much
   time listening to Brenda and correcting her as he did taking the calls himself.

_____ a.  Phillip should train Brenda in everything he wants her to know about customer
  service calls, and then use his time for more valuable activities.

_____ b.  Phillip should continue to listen to all of Brenda's calls but not correct her,
  criticize, or interfere.

_____ c.  Phillip should keep correcting Brenda's customer service skills until he feels
  that she can do the job exactly as he did.

4.  Tammy has ten employees working for her. Everyone gets along well and seems happy
with their jobs, but Tammy is working harder than ever. She believes that she is the only
one who really cares about the business. The employees chat about their personal lives
and seem to have no interest in finding new customers or improving the way things are
done.

_____ a. Tammy can tell the staff that everyone needs to bring in more customers or
  they will be replaced.

_____ b. Tammy can communicate how the employees will benefit by pursuing the
  company’s goals. If employee efforts help grow the business, she may be able to
  pay higher salaries.

_____ c. Tammy can tell employees they are not allowed to waste time in personal
  conversations while they are working. The time they spend chatting could be
  used to accomplish more tasks so that Tammy doesn't have to work so hard.
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Related Websites

Wikipedia
http://en.wikipedia.org/wiki/Outline_of_business_management

Outline of business management

About
http://management.about.com/cs/generalmanagement/a/Management101.htm

Management 101

CEO Online
http://www.ceoonline.com.au/business/business-skills.shtml

Business skills

Washington Post
http://www.washingtonpost.com/wp-dyn/content/article/2005/06/17/AR2005061700446.html

The mark of a good manager

Monster
http://greatboss.monster.ca/7704_en-CA_p1.asp

What makes a great boss?

David Maister
http://davidmaister.com/articles/1/39/

Tips on managing people

About
http://management.about.com/cs/people/a/MngChng092302.htm

Managing change: managing people’s fear
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Challenge: English/Communication

Go To Your Corners!
As a business manager, you may have to mediate serious disagreements between employees.
It's been estimated that managers spend one quarter to one half of their time
communicating to resolve conflicts.

 One common conflict resolution strategy business managers use is called "problem
solving." This strategy invites people on both sides of a conflict to meet with the manager to
talk about the conflict and find an outcome that satisfies everyone. The goal is to view the
conflict as a problem to be solved, not as a contest to be won.

 With this technique, the business manager does not use his or her power to impose a
solution on both sides. Instead, the business manager's role is to listen, improve
communication, and help both sides find a win-win solution.

Here are some guidelines for resolving a conflict using the problem-solving strategy.

1.  Attack the problem not the person.

◊ Define the problem.
◊ Explore each person's viewpoint.
◊ Try to understand and respect each viewpoint without judging.
◊ Use good communication skills, such as listening, restating, summarizing, and

clarifying.

2.  Concentrate on "interests" not "positions."

◊ A "position" is what a person wants. For example: Mary's position is that she always
wants to work the shift that leaves at 4:00 p.m. John's position is that he wants
Mary to take turns with him and work the shift that leaves at 7:00 p.m. every other
week.

◊ An "interest" is why the person wants the result. For example, Mary wants to leave at
4:00 p.m. because she is scared to walk to her car alone in the dark. John wants to
take turns so he can be home in time to have dinner with his young children.
Interests usually involve a person's needs. It is easier to find solutions to interests
than to find solutions to positions.
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Challenge: English/Communication

Activity: Let the Problem-Solving Begin!
  Click on the question mark to enter your answer.

Josh and Alexis, team members on the Hammond financial project, had a blow-up in a recent
team meeting. They've been avoiding each other ever since. The tension is so bad that other
team members avoid both of them.

 Alexis is a new member on the team who has suggested excellent ideas for cutting costs
and entering new markets. She accused Josh, the team leader, of deliberately ignoring her
ideas and not giving her a chance to prove herself. She was furious when Josh finally used
one of her ideas in a presentation and made it appear that the idea was his own. During the
presentation Josh didn't mention her name and he always used the word "I" instead of "we".

 As the manager who oversees the project, you call both Alexis and Josh into your office
individually so they can present their cases to you.

Josh’s point of view
Josh feels that Alexis' attack was unfair. He believes that the responsibility for the success
of the project rests on him since he is the team leader. He believes Alexis doesn't think her
ideas through well enough and that she hasn't been on the team long enough to be a
valuable contributor. Josh also believes Alexis does not understand that all of the team
members’ ideas should be blended and shared. Alexis’ name was written on the final
report, as well as the names of all the other team members.

Josh's position: "Alexis should be removed from the team. She is inexperienced and
disruptive. All she thinks about is herself."

Josh's interest: "I want this project to be a success so I can advance in the company. If
the project fails, it will count against me because I am the team leader."

Alexis’ point of view
Alexis wants more responsibility on the project. She is creative and energetic and anxious
to have her ideas taken seriously. She feels Josh is deliberately keeping her from
contributing because he wants to control the project by himself. She doesn't trust him to
share credit with team members, especially herself.

Alexis' position: "Josh should not be team leader."

Alexis' interest: "I want this project to be a success so I can advance in the company. If my
ideas are ignored or if I don't get credit for them, no one will notice how good I am at my
job."
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Challenge: English/Communication

Activity (Continued)

Alexis and Josh have agreed to meet together with you to try to resolve their problem. Form
a team of three with two of your classmates and assign each person a role as Alexis, Josh,
or the business manager. Use the guidelines for the problem-solving strategy and try to find
a win-win solution to this conflict.  Write a summary of the solution the team developed for
Josh and Alexis’ conflict.

Suggestions for the business manager:

1. Communicate - Ask Josh and Alexis to describe their feelings and viewpoints with each
other using only "I" statements. They may not use "you" statements when talking. They
may not interrupt each other, roll their eyes, or put the other down. It is important for
both sides to be respectful.

 Alexis:
 “I believe that I should have more input,” instead of
 “You don’t  allow me to have any input.”

 Josh:
 “I believe that credit for team members ideas should be shared,”

instead of “You don’t like to share your ideas.”

2. Brainstorm - Ask Josh and Alexis to come up with as many ideas as possible for solving
the problem. Every idea that comes to mind should be expressed and written down.
Don't discuss the ideas. Don't judge whether the ideas are good or bad.

3. Find a fair solution - Go through the ideas and choose one that is fair to both people.
     Try to keep emotions out of the problem-solving process.

Summary of solution chosen for Josh and Alexis’ conflict

__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
__________________________________________________________________________________
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Related Websites

University of Wisconsin
http://www.ohrd.wisc.edu/onlinetraining/resolution/index.asp
Conflict resolution recommendations, simulations, and exercises

About
http://humanresources.about.com/od/managementtips/a/conflict_solue.htm

Workplace conflict resolution: people management tips

The Leaders Institute
http://www.leadersinstitute.com/articles/ethical_conflict_resolution_tips.html

Ethical conflict resolution / anger management tips

Mind Tools
http://www.mindtools.com/pages/article/newLDR_81.htm

Resolving conflict rationally and effectively

About
http://humanresources.about.com/od/conflictresolution/Conflict_Resolution_Conflict_A

voidance_and_Controversy_Management.htm
Conflict resolution, conflict avoidance, and controversy management

United Press International
http://www.upi.com/Business_News/Business_Daily/2009/02/02/Workplace-conflict-

resolution-9-tips-for-managers/17666/
Workplace conflict resolution: 9 tips for managers


