
“Special Topics in Quality Management”.

: Establish Direction And Goals

Topic Objective:

At the completion of this topic the student should be able to:

 Demonstrate how to write a team charter

 Explain how to write a team mission statement.

 Demonstrate how to write team goals

 Explain how to write team assignments

 Demonstrate how to write team schedules and deadlines

Definition/Overview:

Charter: A charter shows the team where they are expecting to go and keeps them on track

while they are getting there. When in doubt team members can refer to this document to see their

part of the grand scheme of the team and what is expected of them in achieving the teams goals.

Team members are able to find deadlines, assignments, goals and the mission statement in the

charter to help them with this.

This topic charges itself with teaching individuals and newly formed groups on how to write a

team charter and mission statement. Once that is discussed the idea and use of team goals will be

shown in reference to team assignments, schedules and deadlines.
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Key Points:

1. Charter Team Members

The deadlines that can be found in the charter let team members know exactly when they

must complete work, what is required of them and what to expect down the road in regards to

their workload. Assignments show each team member their exact tasks, removing any

confusion in what is expected of each team member. Team goals should be written in such a

way that they show what the team was formed to do, they are specific, explain the mission

statement and have a single focus.

A team charter is a clear description of the team's mission, as well as the authority and

resources provided to accomplish that mission. The charter typically includes a statement of

mission, objectives or statement of work; background; authority or boundary conditions

(scope, constraints, resources, and schedule); membership; requirements or specifications,

and interface responsibilities

2. Purpose of Team Charter

The charter should be specific enough to get the team started in the right direction, but not so

limiting as to dictate process or outcome at the outset. Teams will establish more specific

goals and plan once they comprehend the scope of their work, and the original charter may

be re-negotiated with the sponsor.

2.1. At The Outset

Confusion, conflicts, or disagreements about the charter must be resolved to the

mutual satisfaction of the team and sponsor as soon as possible. Negotiate to change

the initial mission, broaden or narrow its scope, or shift its focus. The team charter

provides a common vision that keeps a team focused on its objective.
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2.2. During the Project: the charter

o Serves as a contract between the team and the sponsor

o Defines objectives and intent of the team - assures a common objective among team

members

o Defines the work effort and its intended results to the rest of the program - avoids

redundancy and "holes"

o Keeps the team focused - allows the team to determine if its activity is relevant and

on-track or off on a tangent.

o Defines boundary conditions and helps the team determine when to raise an issue

o Helps control scope of team's efforts and re-negotiate its objectives or boundary

conditions

3. Necessary Components Of A Team Charter

Overall, the benefits of using the team charter are to ensure successful teams:

 Contract.

 Clarity.

 Focus.

 Alignment.

 Permission.

 Protection.

 Boundaries.

 Metrics.

4. Components of Team Charter

 Mission statement

 Goals

 Assignments

 Schedule/deadlines
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5. Characteristics Of A Well-Written Team Mission Statement

A mission statement should be written in terms broad enough to encompass the teams total

responsibilities, but specific enough to allow progress to be measured.

It answers the question: Why does the team exist? It is brief, it explains what and why, not

how and it is broadly stated.

6. Characteristics Of Well-Written Team Goals

They are tied directly to the mission statement. They have a single-issue focus. They answer

the following question: What doe the mission statement mean? They show specifically what

the team is supposed to accomplish.

7. Concept Of Tactical Mutual Assistance, And Aspect Of Teamwork

Consider the analogy of the basketball team. All five players on the court have their

individual assignments. Teammates help out if one is having trouble. They do this because

they all share the common mission of winning the game. If providing TMA is necessary to

win, team members provide it. The same concept applies to work teams, improvement

teams, and standing committees.

8. Hard-Stop Deadline, And Use

The date that corresponds with each assignment represents a hard stop beyond which the

work must not extend. This allows each individual to schedule his work to meet the

deadline. It also allows other team members to see where each assignment should stand at a

given point in time.

www.bsscommunitycollege.in   www.bssnewgeneration.in  www.bsslifeskillscollege.in

4
www.onlineeducation.bharatsevaksamaj.net        www.bssskillmission.in

WWW.BSSVE.IN



: Establish Clear Roles And Ground Rules For Teams

Topic Objective:

At the completion of this topic the student should be able to:

 Explain the role of the team leader.

 Explain the roles of team members.

 Demonstrate how to develop ground rules for team members.

Definition/Overview:

Team Leader: Every team absolutely must have a team leader. Whether they are called the team

leader, project manager, unit head, or one of the many other leadership terms, they are a pivotal

part of the team and are required to make the team run smoothly.

Key Points:

1. Team Leaders Responsibility

Some of the team leader's responsibilities include:

 Ensuring the team is doing their best to accomplish their goals,

 Directing and evaluating work,

 Conflict management,

 Communicating between the team and the rest of the organization,

 Maintaining records and information.

There are many important responsibilities for a team leader, but leaders must also take part in

the work that the team is doing, instead of just directing the rest of the team. The effort and

work put into the project will often determine the level of respect and commitment you

receive from the rest of the team.
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2. Team Members

There are five pivotal points for regular members to follow when entering into a group

setting:

 Gain entry a part of the group,

 Be completely clear on the mission of the team,

 Make sure you are prepared for all meetings, discussions and work,

 Participate actively in meetings or other group related activities,

 Keep in touch with all members as communication is vital towards a positive team

setting.

3. Ground Rules

Ground rules are essential as they let every member of the team know what is expected of

them and that the same expectations are applied to everybody in the team. When it comes to

these rules, it is important that they remain completely consistent and that not only the team

members follow them but the team leader as well.

4. Role Of Team Leader

Team leaders play a dual role: one role as a team member performing her daily work duties,

and the other role as a team leader.

5. Specific Duties Of A Team Leader

 Setting a positive example for team members

 Serving as liaison between the team and the rest of the organization

 Maintaining the teams records

 Monitoring the performance of the team as a whole

 Monitoring the performance of individual team members

 Making assignments
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 Providing a charter that gives direction and the big picture

 Evaluating the performance of team members

 Arranging training for the team and for individual members

 Keeping the teams work on schedule

 Keeping the team informed concerning issues within the company

 Arranging mentoring relationships within the team

 Building trust among team members

6. Strategies To Become An Effective Member Of A Team

 Gain entry: Get acquainted with your fellow team members.

 Clear Understanding: Be sure you have a clear understanding of the teams mission.

Team members cannot contribute to the teams mission if they dont know what it is.

 Be well prepared, and participate: Good team members never wing it at team

meetings. Prepare, familiarize yourself with the agenda, read the minutes of the last meeting,

review personal notes you might have taken, and write down concerns.

 Stay in touch: Good team members stay in touch between meetings and communicate

frequently. Keep fellow team members up to date on your progress, and ask for their help with

problems.

7. Buy-In In Relation To Ground Rules

When teams develop their own ground rules, they are more likely to accept them and to

enforce them through peer pressure. Employees tend to view company-imposed ground rules

as your rules, not mine.

8. Uniformity In Relation To Ground Rules

When every team has a different set of rules, problems among teams can occur. Some

companies develop uniform guidelines that are distributed to all teams. A company can

achieve both buy-in and uniformity when establishing team ground rules by follow the

following rules:
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 Form a cross-functional ad hoc committee to develop a standard list of issues teams

should consider when developing ground rules.

 Circulate the draft list of issues among all employees companywide, and ask for their

input.

 Have the ad hoc committee finalize the standard list of issues based on employee input.

 Give all team leaders the standard list of issues to use as a guide when working with their

respective teams to develop ground rules.

In Section 2 of this course you will cover these topics:
Establish Accountability

Develop Team-Leadership Skills

You may take as much time as you want to complete the topic coverd in section 2.
There is no time limit to finish any Section, However you must finish All Sections before

semester end date.

If you want to c ontinue remaining courses later, you may save the course and leave.
You can continue later as per your convenience and this course will be avalible in your

area to save and continue later.

: Establish Accountability

Topic Objective:

At the completion of this topic the student should be able to:

 Explain how to build a foundation for accountability.

 Distinguish between formal and informal accountability.

 Explain the concept of accountability for team leaders.

 Explain the concept of accountability for team members.

 Explain the concept of peer accountability.
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Definition/Overview:

Accountability of a Team: The accountability of a team as a whole comes down to whether or

not the goals of the team charter have been met and to what degree. Written evaluations of the

level of success of a team will show the level of accountability that has been achieved. It is

extremely important that all members of a team remain accountable for all of the work that is

assigned to them.

Key Points:

1. Level of Accountability

The level of accountability of the team leader can be measured by the team performance in

accomplishing what is set out in the team charter. Team member's accountability starts with

their ability to follow all of the teams ground rules set out in the charter. If all rules are

followed, accountability will be high. Some ways of monitoring accountability include:

 Monitoring of members by the team leader,

 Peer accountability,

 Individual members monitoring their own accountability.

While all ways of monitoring is effective, peer monitoring often works best as nobody wants

to let all of the other people in their team down.

2. Importance of Teams Accountability for their Performance

Accountability is a key element in the formula for successful teamwork. Team leaders and

members must be held accountable for the performance of the team.

3. Elements Of The Foundation For Team Accountability

Team members understand what is expected of them individually and of the team as a

whole. Team members understand how fulfillment of expectations will be determined.
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Team members have been given the training necessary to fulfill the expectations. The team

is given the resources and support necessary to fulfill the expectations.

4. Formal Versus Informal Accountability

Formal accountability involves two processes:

 written evaluations of the teams performance based on accomplishment of the teams

charter and

 evaluations of team members based on adherence to the teams ground rules

Informal accountability has two components:

 Ongoing monitoring by the team leader, and

 Ongoing monitoring by fellow team members (peer pressure).

5. Concept Of Ongoing Monitoring By The Team Leader

To improve performance on the spot and in real time, team leaders should monitor the work

of their team members as it is happening and provide verbal feedback-both positive and

corrective-right then. This is especially true for work teams.

6. Concept of ongoing peer monitoring.

Teams work best when team members enforce their own rules through peer monitoring.

Team members care about what their colleagues think of both their work and their behavior.

7. Accountability of Team Leaders

The team leader is the person with primary responsibility for the teams performance. Along

with responsibility comes accountability─two sides of the same coin. Team leaders get the

blame when the teams fail to perform, even when its really not their fault. Accountability for

team members begins with the ground rules. The ground rules are as important for assessing
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the performance of team members as the charter is for assessing the performance of the team

leader.

8. Peer Accountability, And Its Importance

The more teammates hold each other accountable, the less supervision is required to get the

job done.

9. Effective Peer Accountability

To establish effective peer accountability a team leader should:

 Set a positive example of the behaviors expected of team members.

 Reiterate what is expected of the team (especially the ground rules).

 Talk openly and frequently about peer accountability.

 Reinforce peer accountability.

: Develop Team-Leadership Skills

Topic Objective:

At the completion of this topic the student should be able to:

 Explain the concept of developing team leaders.

 Define team leadership.

 Name common leadership myths, and explain why they are untrue.

 Describe the major categories of team-leadership styles.

 Explain how to build and maintain a following.

 Describe the responsibilities of team leaders in making ethical decisions.
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Definition/Overview:

Leader: A leader is a person who leads a team. Anybody can be a leader. Some people may be

born with the skills, but those who aren't can develop the skills with hard work and

determination.

Key Points:

1. Types of Leadership Styles

1.1. Autocratic Leadership

In this leadership style, team leaders make decisions without consulting other

members of the group. Leaders will tell people what to do and expect them to do

them. No more, no less.

1.2. Democratic Leadership

When it comes to decisions employees are included and asked their opinions and

output and then the final say goes to the team leader.

1.3. Participative Leadership

Team leaders will describe the problem or situation to the team members and rely on

them to develop a solution.

1.4. Goal-Oriented Leadership

Team leaders tell members to only focus on stuff that will directly impact the goal set

out by the team.

1.5. Situational Leadership

With this style the situation and circumstances of the problem are looked at and then

one of the above leadership styles is put into place. It is important for leaders to

maintain credibility and not choose favourites. Everyone must be treated equally.

Leaders must use common sense, be honest with all members, have a sense of
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purpose and show commitment to the team and its goals. These will all set a positive

influence for the overall team

2. Leaders are born, not made

Both are partially right. Some are born with natural ability and others develop their ability

through determination and hard work.

3. Leadership As It Applies To Teamwork

Team leadership is the ability to inspire team members to make a total and willing

commitment to accomplishing or exceeding the teams goals.

4. Things Must Leaders Be Able To Do

 Overcome resistance to change.

 Broker the needs of constituency groups inside and outside of the team.

 Establish an ethical framework within which all team members and the team as a whole

operate.

5. Characteristics Of A Good Leader

 Balanced commitment between the work and team members.

 Positive role model for team members.

 Good communication skills.

 Positive influence on team members.

 Persuasiveness with team members.

6. Four Myths About Leadership

Leadership is a rare skill most effective leaders spend their careers in virtual anonymity. The

best leader in a company may be the lowest-paid wage earner, and the worst may be the

CEO.
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 Leaders are born, not made: leadership attitudes and behaviors can be learned, even by

those who do not appear to have innate leadership potential.

 Leaders are charismatic: some leaders have charisma and some dont. Some of historys

most renowned leaders have had little or no charisma.

 Leadership exists only at the top: top managers may be the least capable leaders in a

company. Leadership relates to producing results and generating continual improvement, not

ones relative position within the organization.

 Leaders control, direct, prod, and manipulate: leadership in a team setting is about

involving and empowering, not prodding and manipulating.

 Leaders dont need t be learners: lifelong learning is a must for team leaders. Leaders

continually learn in an organizational context. This means they approach learning from the

perspective of what matters most to their organizations.

Autocratic leadership also called directive or dictatorial leadership. Decisions are made

without consulting the employees who will have to implement them or who will be affected

by them. Democratic leadership also called consultative or consensus leadership. Involve the

employees who will have to implement the decisions.

Participative leadership also known as nondirective leadership. Exert reduced control over

the decision-making process. They provide information about the problem and ask team

members to develop strategies and solutions. Goal-oriented leadership also called results-

based leadership. Team members are asked to focus solely on the goals at hand. Only

strategies that make a definite and measurable contribution to accomplishing team goals are

discussed. Situational leadership also called contingency leadership. Select the leadership

style that seems appropriate based on the circumstances that exist at a given time.

: Develop Communication Skills

Topic Objective:

At the completion of this topic the student should be able to:
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 Explain the importance of developing communication skills.

 Define communication and effective communication.

 Name and explain the four components of the communication process.

 Explain the common inhibitors of communication.

 Explain the concept of listening as a communication tool.

 Explain the concept of nonverbal communication.

 Explain the concept of verbal communication.

 Explain how to communicate corrective feedback.

 Explain how to improve communication in teams.

Definition/Overview:

Communication: Communication is defined as the transfer of information that is received and

fully understood from one source to another and is one of the most imperfect of all human

processes. It is affected by:

 Speaking ability,

 Hearing ability, language barriers,

 Attitudes,

 Level of trust between sender and receiver.

Key Points:

1. Types of Communication

There are two types of communication: effective communication and communication. The

difference being that effective communication is when the information is received,

understood and acted on. Communication is when the information is only received and

understood, not acted on. There are four levels of communication:

 One-on-one,

 Team or unit-level,
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 Organization,

 Community.

There is also nonverbal communication and verbal communication. Nonverbal

communication is the least understood but most powerful. It consists of three components:

body factors, voice factors and proximity factors. Body factor components:

 Posture,

 Dress,

 Gestures,

 Facial expressions,

 Poses.

Voice factor components:

 Volume,

 Pitch,

 Tone,

 Rate of speech,

 Steady or shaky.

Proximity factor components:

 Relative positions,

 Physical arrangements,

 Color,

 Texture.

Verbal communication ranks close in importance to listening. To improve verbal

communication skills, be attentive to the following factors:

 Interest,

 Attitude,

 Flexibility,

 Tact,
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 Courtesy.

The common inhibitors in communication are as follows:

 Differences in meaning,

 Insufficient trust,

 Information overload,

 Interference,

 Condescending tones,

 Listening problems,

 Premature judgments,

 Inaccurate assumptions,

 Technological glitches.

To help improve communication in teams, use the following techniques:

 Keep up to date,

 Prioritize and determine time constraints,

 Decide whom to inform,

 Determine how to communicate:

 Communicate the information,

 Check accuracy,

 Get feedback.

2. Communication

Communication is the transfer of information that is received and fully understood from one

source to another. Effective communication occurs when the information that is received

and understood is acted on in the desired manner. Effective communication is a higher

level of communication. Because it implies understanding and acceptance. It requires

persuasion, motivation, monitoring, and leadership. Communication is a process that

involves several components: the sender, the receiver, the medium, and the message itself.

The sender is the originator or source of the message. The receiver is the person or group for

whom the message is intended. The message is the information that is conveyed, understood,
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accepted, and acted on. The medium is the vehicle used to convey the message. The

following factors can decrease the effectiveness of communication:

 Differences in meaning

 Insufficient trust

 Information overload

 Interference

 Condescending tones

 Listening problems

 Premature judgments

 Inaccurate assumptions

 Technological glitches

: Develop Conflict-Management Skills

Topic Objective:

At the completion of this topic the student should be able to:

 Name and explain the causes of conflict in teams.

 List and define the various ways people react to conflict.

 Discuss the reasons conflict-management skills are important.

 Explain the steps team leaders can take in resolving conflict.

 Explain when conflict should be stimulated.

 Explain the concept of communication in conflict resolution.

 Explain how to handle angry team members.

 Explain how to overcome territorial behavior in teams.

 Explain how to overcome negativity in teams.
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Definition/Overview:

Conflicts: Conflict is very common in our everyday lives and especially in the workplace. It is

very normal in a highly competitive and often stressful workplace. There are five common

causes of workplace conflict:

 Limited resources,

 Incompatible goals such as conflicts between personal needs,

 Role ambiguity which can result in blurred 'turf lines',

 Different values such as job security and risk taking,

 Different perspectives based on differing backgrounds, values, beliefs and individual

circumstances.

Key Points:

1. Communication Problems

Communication problems should be expected and improving communication skills should be

on-going. A team leader should stimulate conflict when there is very little conflict in the

team due to members becoming overly comfortable which causes stagnation to occur. The

various ways that people respond to conflict are:

 Competing: one person attempts to win while causing others to lose,

 Accommodation: one person puts the needs of the others first,

 Compromise: reaction in which two opposite parties attempt to work out a solution that

helps both to the greatest extent,

 Collaboration: involves both parties working together to find a solution acceptable for

both,

 Avoidance: involves shrinking away from one conflict.

The difference between conflict resolution and conflict management is that conflict

resolution refers to resolving the dispute to the approval of one or both parties whereas
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conflict management concerns an ongoing process that may never have a resolution. A team

leader should use communication by following communication guidelines which are:

 The initial attitude of those involved can predetermine the outcome,

 Conflict guidelines should be in place before attempting to resolve an issue,

 Assigning blame should not be allowed,

 More of the "same" solutions should not be allowed,

 Trust should be maintained by keeping promises.

Many team leaders may become faced with angry employees. In this situation they should

not:

 Become angry and respond in kind,

 Walking away or hanging up the telephone,

 Pointing out that the employer is being rude.

The best way to calm an angry employee is to:

 Not interrupt or disagree with the angry employee,

 Paraphrase what the employee says and repeat it back,

 Acknowledge the anger,

Encourage the angry employee to work with you and finally arrive at a specific solution.

2. Common Causes Of Workplace Conflict

 Limited resources: not uncommon for teams to have fewer resources (funds, supplies,

personnel, time, and equipment) than are needed to complete the job.

 Incompatible goals: such as conflicts between personal needs and the needs of the team

are inevitable in the workplace.

 Role ambiguity: can result in blurred turf lines. Who is responsible or who has

authority.

 Different values: such as job security and risk taking, create the potential for conflict.

 Different perspectives: of situations, based on peoples differing backgrounds.
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 Communication problems: because communication in never perfect, communication-

based conflict should be expected.

In Section 4 of this course you will cover these topics:
Establish A Well-Defined Decision-Making Process And Empower Team Members

Establish Positive Team Behaviors

You may take as much time as you want to complete the topic coverd in section 4.
There is no time limit to finish any Section, However you must finish All Sections before

semester end date.

If you want to c ontinue remaining courses later, you may save the course and leave.
You can continue later as per your convenience and this course will be avalible in your

area to save and continue later.

: Establish A Well-Defined Decision-Making Process And Empower Team Members

Topic Objective:

At the completion of this topic the student should be able to:

 Define decision making.

 Explain how problems are associated with decision making.

 Outline the decision-making process for teams.

 Describe the two categories of decision-making models for teams.

 Explain the concept of empowering team members in decision making.

 Explain the role of information in decision making.

 Discuss the importance of creativity in decision making.
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Definition/Overview:

Decision Making: Decision making and problem solving are both very important

responsibilities of the team leader. Every team has a process they should follow which is to:

 Identify/anticipate the problem,

 Consider the alternatives,

 Then choose the best alternative, implement, monitor and adjust.

Key Points:

1. Decision Making Models

There are many decision-making models which fall into either an objective approach or a

subjective approach. Objective approach is logical and orderly and proceeds in a step-by-step

manner. It assumes that team leaders have time to systematically pursue all steps. As well it

assumes that complete and accurate information is available and that team leaders are free to

select what they feel is the best alternative. Subjective approach is based on intuition,

experience and incomplete information. It assumes that the decision makers are under

pressure, short on time and operating with limited information.

There are both advantages and disadvantages of empowering employees in decision making.

The advantages are:

 It can result in a more accurate picture of the problem,

 It can help better evaluate alternatives,

 Employees are more likely to understand and accept decisions,

 Employees feel they have a personal stake in ensuring success of the selected alternative.

The disadvantages are:

 It requires a lot of time,

 Takes employees away from their jobs,

 Can lead to democratic compromises.
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There are several techniques that can help increase effectiveness of group involvement. One

is the nominal-group technique which is a sophisticated form of brainstorming. There are 5

steps in this technique which are:

 The problem is stated,

 Team members silently record ideas,

 The ideas of each member are reported publicly,

 The ideas are clarified,

 The ideas are silently voted on.

There are two potential problems with group decision making. Groupthink and group shift

can occur. Groupthink occurs when people in a group focus more on reaching a decision than

on making the right decision. Factors that can contribute to group think are:

 Overly prescriptive group leadership,

 Peer pressure for conformity,

 Group isolation,

 Unskilled application of group decision-making techniques.

To overcome groupthink:

 Encourage criticism,

 Encourage development of alternatives,

 Assign one or members to play the role of devil's advocate,

 Include people who are not familiar with the issue,

 Hold a 'last-chance meeting'.

Group shift occurs when team members exaggerate their initial position, hoping that the

eventual decision will be what they want it to be. To minimize effects: discourage

reinforcement of initial points of view and assign members to serve as devil's advocates.

2. Decision Making Process

decision making. is the process of choosing one alternative from among two or more

alternatives. In most cases there is no one right choice. If there were, decision making would
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be easy. Typically there are several alternatives, each with advantages and disadvantages.

The first is to examine the results. The result of a decision should advance a team toward

accomplishing its goals, and to the extent that it does, the decision is usually considered

good. It is also wise to evaluate the process used in making a decision. A problem is the

condition in which there is a discrepancy or a potential discrepancy between what is desired

and what actually exists. Crisis problems require immediate attention, forcing decision

makers to react. Team leaders should apply the three-step approach to minimizing crisis

problems: (1) plan, (2) organize, and (3) learn. The decision-making process is a logically

sequenced series of activities through which decisions are made. The objective approach is

logical and orderly. It proceeds in a step-by-step manner and assumes that team leaders have

the time to systematically pursue all the steps in the decision-making process. It also

assumes that complete and accurate information is available and that team leaders are free to

select what they feel is the best alternative.

The subjective approach is based on intuition, experience, and incomplete information. This

approach assumes decision makers are under pressure, short on time, and operating with

limited information. The goal of subjective decision making is to arrive at the best possible

decision under the circumstances.

Involving and empowering employees in decision making can result in a more accurate

picture of the problem and a more comprehensive list of alternatives. It can help team

leaders better evaluate alternatives and select the best one to implement. Employees who

participate in the decision-making process are more likely to understand and accept the

decision, and they have a personal stake in ensuring the success of the selected alternative.

Involving and empowering employees in decision making can take time, and team leaders do

not always have the requisite time. Empowerment in decision making takes employees away

from their jobs and can result in conflict among team members. It can lead to democratic

compromises that do not necessarily represent the best decision. Brainstorming the team

leader serves as a catalyst in drawing our group members to share any idea that comes to

mind. All ideas are considered valid. Team members are not allowed to make judgmental

comments or to evaluate any suggestion that is made.
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Nominal-group technique is a sophisticated form of brainstorming. It has five steps: the

problem is stated, team members silently record ideas, the ideas of each member are reported

publicly, the ideas are clarified, and the ideas are silently voted on. Quality circles is where a

group of employees convened to solve problems relating to their jobs. The underlying

principle of the quality circle is that the people who do the work know the most about the

work and should therefore be involved in solving work-related problems. Members are

volunteers who convene themselves without being directed to do so by the team leader. They

dont wait for a problem

Groupthink occurs when people in a group focus more on reaching a decision than on

making the right decision. Groupshift occurs when team members exaggerate their initial

position, hoping that the eventual decision will be what they really wanted in the first place.

Information is data, converted into a usable format, that are relevant to the decision-making

process. Data for one person may be information for another. The difference lies in the

needs of the individual. A team leaders needs are dictated by the types of decisions he is

required to make. Not only can managers have too much information, they frequently do.

This is known as information overload, the condition that exists when people receive more

information than they can process in a timely manner.

: Establish Positive Team Behaviors

Topic Objective:

At the completion of this topic the student should be able to explain the concepts of:

 Honesty and integrity in teamwork.

 Dependability in teamwork.

 Enthusiasm in teamwork.

 Responsibility in teamwork.

 Cooperativeness in teamwork.

 Taking initiative in teamwork.
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 Patience in teamwork.

 Resourcefulness in teamwork.

 Punctuality in teamwork.

 Tolerance and sensitivity in teamwork.

 perseverance in teamwork

Definition/Overview:

Selflessness: Selflessness is very important in team work it helps to build up trust and mutual

respect amongst team members. Some things you can do to show selflessness would be showing

generosity, don't gossip and try to avoid being territorial. Teamwork is most effective when

everyone in the team trusts one another. The only way to build trust is to be honest with your

teammates and to show integrity.

Key Points:

1. Dependability

Dependability is something all team members need to be. Your team is expecting you to do

what is needed of you when it is needed. Enthusiasm is something that improves work a great

deal. People who are enthusiastic generally do the job better. Try to be as enthusiastic as

possible when completing a project. Responsibility needs to be shown by every team member

to maintain trust. The most effective are very responsible, completing any tasks assigned to

them on time. If they do not complete what was asked of them they expect to be punished for

there lack of responsibility.

2. Co-operation

Co-operation is key to any team getting along and completing tasks. Initiative helps a great

deal in a team environment. When something needs to be done it is a great deal of help to the

team if one of the team members shows initiative and completes that task without bothering
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the team. Patience is important in a team environment, teams need time to grow and people

in teams need time to grow out of there individual shells and adapt to the team environment.

Resourcefulness is a great attribute to have as a team member. This helps the team deal with

situations in ways that may not seem obvious to the normal person. It helps to cut down on

work and cost as well. Punctuality is not something that is expected it is required of every

team member. Absenteeism and lateness only brings team productivity down and can cost a

lot more to complete the project in the long run. Diversity is extremely common in today's

workplace and needs to be used appropriately to achieve maximum results. Diversity can

help bring creative ideas and different perspectives on any situation. Perseverance can help a

team achieve that final task. Having a team member who perseveres can help encourage

other team members to keep trying and not to give up when the going gets tough.

Four behaviors that can convert the concept of selflessness into action

 Give to other team members few things build unity in a team faster or better than

generosity.

 Refuse to gossip gossip has a doubly negative effect in that it hurts both the targeted

individual and the team as a whole.

 Avoid territorial behavior territorial behavior comes naturally to human beings; it does

not have to be learned.

 Be loyal to teammates they can be counted on to protect the best interest of the team.

Five ways that territorial behavior can manifest itself in the workplace

 Information manipulation to feel powerful, people withhold information, bias information

to suit their individual agendas.

 Intimidation - a tactic used to frighten others away from certain turf.

 Alliances territorial game the idea is to communicate without actually having to speak the

words.

 Invisible walls the goal of putting up invisible walls is to ensure that a decision cannot be

implemented.
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 Strategic noncompliance agreeing to a decision up front, but having no intention of

carrying it out.

 Discrediting if you cannot discredit the recommendation, discredit the person making it.

 Shunning excluding an individual. Shunning creates peer pressure against the excluded

individual.

 Camouflage─throwing up a smoke screen─involves confusing the issue by raising other,

distracting controversies.

 Filibustering talking a recommended action to death.

Teamwork is built on trust, and trust is built on honesty and integrity. Honesty and integrity

are the foundation of trust, and trust is the foundation of teamwork. Dependability means

more than just doing ones best. It means dong what is necessary to get the job done within

the bounds of ethical behavior. Enthusiasm is contagious. Its difficult to remain neutral or

indifferent in the presence of a positive thinker. The challenge inherent in teamwork is to be

enthusiastic about the work even when you dont feel like doing it. Avoidance of

responsibility is a common characteristic of members of ineffective teams. When things go

wrong in such teams, members typically blame each other or look to find a convenient

scapegoat. The need for cooperation among team members exists in every kind of team.

Each team member must cooperate by doing his job in such a way as to endure that the next

player can do his. Initiative means recognizing what needs to be done and doing it without

waiting to be told. It is a must in teamwork. It takes time to mold a group of individuals into

an effective team, and it takes patience to give the transition process the time it needs to

work. Resourceful people find a way to get a job done in spite of an apparent lack of

resources. They make wise use of time, ideas, materials, tools, talent information, funds, and

other resourced that others might overlook or even discard. Team members who are tardy,

absent, or behind schedule in their work impede the performance of their team. Effectiveness

of the team declines. Diversity can strengthen a team. Different outlooks, opinions, and

perspectives can be very valuable to a team. To benefit from diversity, team members must

be sensitive to and tolerant of individual differences. General George Washington persevered

year after year through defeat after defeat before he finally emerged victorious over the

British during the War for Independence.
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In Section 5 of this course you will cover these topics:
Recognize And Reward Team Performance

Make Teamwork Part Of The Culture

You may take as much time as you want to complete the topic coverd in section 5.
There is no time limit to finish any Section, However you must finish All Sections before

semester end date.

If you want to c ontinue remaining courses later, you may save the course and leave.
You can continue later as per your convenience and this course will be avalible in your

area to save and continue later.

: Recognize And Reward Team Performance

Topic Objective:

At the completion of this topic the student should be able to:

 List and explain the various types of teams.

 Explain the required elements of a comprehensive reward system.

 Give a rationale for a comprehensive reward system.

 Explain the issues in developing a comprehensive reward system.

 Explain how to establish a comprehensive reward system.

Definition/Overview:

Team: Teams can be split up into three different categories: work teams, improvement teams

and standing committees. Work teams exist all the time and can be found doing the everyday

task of there firm. Improvement teams sometimes short term and are usually developed to

improve one aspect of the business. Standing committees carry out specific tasks everyday to

help with things like safety or discipline.
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Key Points:

1. Reward System

Reward systems for teams can be broken down into four different categories: individual

compensation, individual recognition, team compensation and team recognition. Reward

systems are something that is required for all effective teams. Without the implementation of

some sort of reward system and team efforts usually fail. The development of a

comprehensive reward system for teams can be complicated and you may want to answer the

following questions when proceeding.

 How much of an employee's pay would you be willing to risk?

 Is there opportunity for employee gain on the pay side and how much?

 Will team incentives be divided amongst team members and how?

 Will support personnel be participating in the team rewards?

There are generally thirteen steps in applying comprehensive reward systems according to

the American Management Association. They area as follow: project planning,

environmental assessment, readiness diagnostic, human resources strategy, design concept,

design components, testing, transition, union participation, administration, education and

communications, organizational integration, and ongoing monitoring.

2. Types of Teams

There are three types of teams:

 Work teams do the normal, everyday work of technology companies.

 Improvement teams typically cross-functional teams chartered to improve a given

process.

 Standing committees teams responsible for carrying out ongoing assignments related to

specific functions or disciplines.
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3. Elements Of A Comprehensive Reward System

 Individual compensation

 Individual recognition

 Team compensation

 Team recognition

The rationale for adopting a comprehensive reward system for teams is that without it,

teamwork will not work. Without the comprehensive reward system that blends all the

elements set forth in the previous section, technology companies are not likely to realize the

benefits of teamwork. The issues are posed in the form of questions to be answered. The

systems that seem to work best put between 10 and 20 percent of the technical employees

income at risk. It is important that the gain side of the reward equation be at least equal to the

risk side. The team-incentive component of a comprehensive reward system will satisfy the

following criteria:

Acknowledge financially the relative importance of team members to the teams mission and

reward excellent performance appropriately without inadvertently reinforcing mediocre or

poor performance on the part of individual team members.

: Make Teamwork Part Of The Culture

Topic Objective:

At the completion of this topic the student should be able to:

 Demonstrate how to plan for a teamwork culture.

 Explain why it is important to model positive teamwork behavior.

 Demonstrate how to expect positive teamwork behavior.

 Describe ways to monitor/evaluate teamwork behavior.

 Explain how to reinforce/reward teamwork behavior.
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Definition/Overview:

Company Culture: Company culture is best described as how the employees act when the boss

is not present. There are certain strategies you need to incorporate into a company's culture.

These strategies are: plan for it, model it, expect it, monitor it, and reinforce or reward it.

Key Points:

1. Team Work

Team work should be well displayed in a company's culture and should be found in things

like the company's mission statement or guiding principles. If you want company culture to

remain intact it is vital that managers and supervisors be role models. Create a statement for

expectation of behaviours so that all team members know what is expected of them in the

company's culture. Monitoring teamwork behaviour should be considered a daily activity and

you should also complete evaluations periodically make sure the culture remains stable.

2. Culture

The culture of a company is the sum of what employees really believe about doing their jobs

on a daily basis. The sum of the beliefs that guide the behaviors and practices that are

reinforced by internal peer pressure. A companys culture determines what is accepted as the

normal way of doing business in that company. Sample guiding principles that might be part

of the strategic plan of any technology company:

 XYZ Company will uphold the highest ethical standards in all of its operations.

 At XYZ Company, customer satisfaction is the highest priority.

 XYZ Company will make every effort to deliver the highest-quality products and services

in the business.

 At XYZ Company, all stakeholders (customers, suppliers, and employees) will be treated

as partners.

 At XYZ Company, employee input will be actively sought, carefully considered, and

strategically used.
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 At XYZ Company, continual improvement of products, processes, and people will be the

norm.

 XYZ Company will provide employees with a safe and healthy work environment that is

conducive to consistent peak performance.

 XYZ Company will be a good corporate neighbor in all communities where its facilities

are located.

 XYZ Company will take all appropriate steps to protect the environment.

In a teamwork setting, it is important that managers and supervisors set a positive example of

the behaviors they expect of employees. To be positive role models, they must practice these

behaviors consistently. If they want employees to be effective team members, managers and

supervisors must be effective team leaders. Developing the commitment statement. A

companys teamwork-commitment statement should be the product of the input of all

stakeholders. This means that the team that develops the statement should include

representatives from all departments in the company, managers, supervisors, employees from

all departments in the company. Each stakeholder representative should solicit input from

his constituency and use it in developing the commitment statement. The companys top

executive should approve the final document. The final approved commitment statement

should be widely disseminated among all stakeholders.

A written teamwork-commitment statement has several potential uses including the

following:

 reminds employees of the companys expectations;

 helps create peer pressure among employees in support of customer service;

 holds the company accountable with employees;

 gives employers permission to expect teamwork behaviors from management and vice

versa
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By implementing an appropriate compensation system; i.e., if you want teamwork to work,

make it pay. The most successful compensation systems combine both individual and team

pay. The most successful compensation systems include four components:

 individual compensation,

 individual recognition,

 team compensation , and

 team recognition
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