AVCE Business Studies – Unit 13: An Introduction to Management. 
Interpersonal Skills
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Leadership

The process of successfully influencing the activities of a group towards the achievement of a common goal. A leader has the ability to influence others through qualities such as personal charisma, expertise, command of language, and the creation of mutual respect. As well as requiring strong Communication Skills and Personal Skills, leadership uses the Background skills of mentoring, decision making, delegation and motivating others.

Networking

The ability to actively seek, identify and create effective contacts with others, and to maintain those contacts for mutual benefit. In addition to strong Communication Skills and Personal Skills, Networking uses the Background skills of network building and motivating others. 

Teamwork

Involves working with others in a group towards a common goal. This requires cooperating with others, being responsive to others' ideas, taking a collaborative approach to learning, and taking a responsibility for developing and achieving group goals. Teamwork uses the Background skills of collaboration, mentoring, decision making and delegation.

Background Skills… 

Mentoring is: 

•
Being a trusted advisor and helper with experience in a particular field. Actively supporting and guiding someone to develop knowledge and experience, or to achieve career or personal goals (for example, a third-year student mentoring a first year student, helping to adjust to the university experience). 

•
A mentoring relationship may be formal or informal, but must involve trust, mutual respect, and commitment as both parties work together to achieve a goal (for example, mentoring a younger member of a team to achieve better performance in the lead-up to a sporting event).

Group work is:

•
Any activity in which students work together; 

•
Any activity which has been specifically designed so that students work in pairs or groups, and may be assessed as a group (referred to as formal group work); or 

•
When students come together naturally to help each other with their work (referred to as informal group work). 

•
Peer group activity in lab classes, tutorials etc 

Decision making is: 

•
Identifying appropriate evidence and weighing up that evidence to make a choice (for example, gathering and assessing information to find the best way to perform an experiment). 

•
Taking responsibility for a decision and its outcomes (for example, choosing a topic for a group presentation from a number of suggestions).

Delegation is: 

•
Taking responsibility for determining when to ask someone else to make a decision or carry out a task (for example, figuring out what is a fair distribution of the workload in a group project, and sharing responsibility with others). 

•
Distributing responsibility and authority in a group by giving someone else the discretion to make decisions that you have the authority to make (for example, as the chosen leader of a lab experiment team, you could assign tasks and decisions to different group members).

Collaboration is: 

•
Working cooperatively and productively with other team members to contribute to the outcomes of the team's work (for example, dividing the workload and sharing the results of your own work with others in the group, or assisting members of the group who are having difficulty completing their tasks). 

Network building is: 

•
Creating contacts with other people and maintaining those contacts (for example, meeting someone at a seminar with similar interests, and swapping email addresses with them).

•
Acquiring and maintaining information about people who might be useful contacts for specific purposes (for example, seeking out people established in an industry you hope to work with one day). 

•
Using a contact in an ethical manner to help each of you meet specific goals, (for example, collaborating on projects of importance to both of you).

Motivating others is: 

•
Generating enthusiasm and energy by being positive, focussing on finding solutions and maintaining a positive attitude even when things are not going well (for example, when something goes wrong, asking "What can we try now?" instead of saying, "That should have worked better.").

•
Encouraging others to come up with solutions, listening carefully to their ideas and offering constructive feedback (for example, gathering suggestions for a group project, and giving each person's ideas fair discussion).

•
Being prepared to support others in taking agreed, calculated risks, and not blaming others when things go wrong (for example, one group member's portion of a presentation receives a poor mark - make sure that this student isn't blamed by the group, and focus on learning from the mistakes). 
Role Playing. 

Divide yourselves into pairs. Read the scenarios on the following pages and decide amongst yourselves which pair will perform which scenario, who will be the manager and who will be the member of staff. 
Develop an interview based on a manager facing the member of staff regarding the issue/s outlined. 

If there are more scenarios than people (all five scenarios requires ten people), or more people than scenarios (i.e., more than ten people), then one person can appear in more than one scenario. 
Prepare your “plays” for next week! They will be marked using the table below and discussed in further detail by the group. 

	Using the table below and the descriptions above, evaluate the performance of the manager in each of our scenarios, where 1 is the poorest score you could give and 10, the best…
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Scenario 1:

The manager

You have been given the job of speaking to Debbie, one of the telesales girls. She works in a fairly small office with five other girls and all the others have been complaining for months about Debbie’s body odour problem. She smells. Badly. 

You have to tell Debbie about her problem and suggest a way by which she can improve. The problem is made worse by the fact that Debbie is an extremely large and overweight woman and you believe this may have something to with her body odour problem. 

How do you handle this without offending Debbie? How do you handle this and get the desired result? 

Debbie

For the last year, ever since you slipped on the stairs of the office car park, you’ve been unable move your arms properly in order to have a satisfactory shower – and you’re allergic aerosol sprays and most deodorants. In addition, your painful accident has meant you’ve been unable to take any exercise. As a result, you have put on weight and you feel that the other office girls and the manager have an attitude problem – and their have been some really nasty, muttered comments about you in the office. You are getting really upset by it all and have even thought about taking legal advice for something called “constructive dismissal”. 

Scenario 2: 

The manager

You run a hard-working team of womenswear sales representatives. Recently however, the sales figures for your team have begun to drop by about 3% per month. This all started when your team was joined by Sally. Sally is an older woman who seems to think that she shouldn’t have to work that hard at the job, she expects her customers to come to her. Sally has been fully trained by the company (at a cost of almost £6,000.00) and you believe she could be really good if she worked harder and did things with a sense of “urgency” and “focus” on the task at hand. 

Sally

You’ve been working for the company for forty years. They’ve treated you disgracefully and eventually stuck you in this team, working for a kid who doesn’t know how to manage people and wouldn’t know a wrap-around skirt from a head scarf. Now this kid thinks she can tell you how to work in a business your started out in before she was even born. 

Scenario 3:

The manager

Daniel, a member of your team, is consistently late for work, late back from lunch (often smelling of alcohol) and generally unreliable in completing his duties – he has failed to complete three projects so far, each of them for similar reasons to do with being unable to calculate some final sales figures. 

What are you going to do?

Daniel

You’re really worried. You like this job, but since you’ve been promoted you’re doing a lot of important projects and your math’s is pretty poor. So much so that you couldn’t do the calculations on the last couple – and you’re too embarrassed to approach your boss about it. 

The boss has been getting annoyed a bit recently, because you keep trying to avoid any work which requires some math’s, your stress has been getting worse and you have been over-doing it a bit in the bar at lunchtime. Now you think the boss is going to sack you.
Scenario 4:

The manager

Your I.T., department have approached you with records from the company’s internet server that show that, George, a member of your team has been staying late in the office and surfing web sites with addresses such as (http://www.casinogames.com and http://www.thepokerclub.com). 

They have matched their records with film from the office CCTV cameras which clearly show George in front of his PC, with his credit cards out and playing on-line gambling games. 

This is George’s first disciplinary issue in a career of more than 40 years with your company. He has recently undergone a tragic family loss and his behaviour has been somewhat erratic over the previous few weeks. 

Nevertheless, the staff handbook clearly states that such activities are a dismissable offence and other staff from another department are already aware of what George has been doing. 

Something therefore has to be done. What are you going to do? 

George
You’ve been caught. They know what you’ve been doing and you may lose your job and your pension, but frankly, none of that seems to matter any more. You have been utterly depressed since before the funeral and you just can’t bear to go back to an empty home. So, you stay at work and surf the internet, playing gambling games and buying junk from e-bay. 

Now the boss has called you in to the office and if they sack you, you may not even be able escape the house any more. Happy Christmas. 

