
“Principles of Management Skills”.

: Personal Skills

Topic Objective:

At the end of this topic student would be able to:

 Learn about the self-awareness

 Learn about the interpersonal skills

 Learn about the stress management

 Learn about the Transactional model

Definition/Overview:

Self-awareness: is the concept that one exists as an individual, separate from other people, with

private thoughts. It may also include the understanding that other people are similarly self-aware.

Self-awareness is a self-conscious state in which attention focuses on oneself. It makes people

more sensitive to their own attitudes and dispositions.

Key Points:

1. Interpersonal skills

An interpersonal skill refers to mental and communicative algorithms applied during social

communications and interactions in order to reach certain effects or results. The term

"interpersonal skills" is used often in business contexts to refer to the measure of a person's

ability to operate within business organizations through social communication and interactions.

Interpersonal skills are how people relate to one another. As an illustration, it is generally

understood that communicating respect for other people or professionals within the workplace

will enable one to reduce conflict and increase participation or assistance in obtaining

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

1
www.onlineeducation.bharatsevaksamaj.net        www.bssskillmission.in

WWW.BSSVE.IN



information or completing tasks. For instance, in order to interrupt someone who is currently

preoccupied with a task in order to obtain information needed immediately, it is recommended

that a professional utilize a deferential approach with language such as, "Excuse me, are you

busy? I have an urgent matter to discuss with you if you have the time at the moment". This

allows the receiving professional to make their own judgment regarding the importance of their

current task versus entering into a discussion with their colleague. While it is generally

understood that interrupting someone with an "urgent" request will often take priority, allowing

the receiver of the message to independently judge the request and agree to further interaction

will likely result in a higher quality interaction. Following these kinds of heuristics to achieve

better professional results generally results in a professional being ranked as one with 'good

interpersonal skills'. Often these evaluations occur in formal and informal settings. Having

positive interpersonal skills increases the productivity in the organization since the number of

conflicts is reduced. In informal situations, it allows communication to be easy and comfortable.

People with good interpersonal skills can generally control the feelings that emerge in difficult

situations and respond appropriately, instead of being overwhelmed by emotion

1.1 Stress management

Stress management encompasses techniques intended to equip a person with effective

coping mechanisms for dealing with psychological stress, with stress defined as a

person's physiological response to an internal or external stimulus that triggers the fight-

or-flight response. Stress management is effective when a person utilizes strategies to

cope with or alter stressful situations. Models of stress management

1.2 Transactional model

Richard Lazarus and Susan Folkman suggested in 1984 that stress can be thought of as

resulting from an imbalance between demands and resources or as occurring when

pressure exceeds one's perceived ability to cope. Stress management was developed and

premised on the idea that stress is not a direct response to a stressor but rather one's
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resources and ability to cope mediate the stress response and are amenable to change,

thus allowing stress to be controllable.

In order to develop an effective stress management programme it is first necessary to

identify the factors that are central to a person controlling his/her stress, and to identify

the intervention methods which effectively target these factors. Lazarus and Folkman's

interpretation of stress focuses on the transaction between people and their external

environment (known as the Transactional Model). The model conceptualizes stress as a

result of how a stressor is appraised and how a person appraises his/her resources to cope

with the stressor. The model breaks the stressor-stress link by proposing that if stressors

are perceived as positive or challenging rather than a threat, and if the stressed person is

confident that he/she possesses adequate rather than deficient coping strategies, stress

may not necessarily follow the presence of a potential stressor. The model proposes that

stress can be reduced by helping stressed people change their perceptions of stressors,

providing them with strategies to help them cope and improving their confidence in their

ability to do so

: Solving Problems Analytically And Creatively

Topic Objective:

At the end of this topic student would be able to:

 Learn about the Problem solving forms part of thinking

 Learn about the nature of human problem solving method

Definition/Overview:

Problem solving forms part of thinking: Considered the most complex of all intellectual

functions, problem solving has been defined as higher-order cognitive process that requires the
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modulation and control of more routine or fundamental skills. It occurs if an organism or an

artificial intelligence system does not know how to proceed from a given state to a desired goal

state. It is part of the larger problem process that includes problem finding and problem shaping.

Key Points:

1. Human Problem Solving

The nature of human problem solving methods has been studied by psychologists over the past

hundred years. There are several methods of studying problem solving, including; introspection,

behaviorism, simulation and computer modeling, and experiment. Beginning with the early

experimental work of the Gestaltists in Germany and continuing through the 1960s and early

1970s, research on problem solving typically conducted relatively simple, laboratory tasks.

Various reasons account for the choice of simple novel tasks: they had clearly defined optimal

solutions, they were solvable within a relatively short time frame, and researchers could trace

participants' problem-solving steps, and so on. The researchers made the underlying assumption,

of course, that simple tasks such as the Tower of Hanoi captured the main properties of "real

world" problems, and that the cognitive processes underlying participants' attempts to solve

simple problems were representative of the processes engaged in when solving "real world"

problems. Thus researchers used simple problems for reasons of convenience, and thought

generalizations to more complex problems would become possible. Perhaps the best-known and

most impressive example of this line of research remains the work.

The two approaches have in common an emphasis on relatively complex, semantically rich,

computerized laboratory tasks, constructed to resemble real-life problems. The approaches differ

somewhat in their theoretical goals and methodology, however. The tradition initiated by

Broadbent emphasizes the distinction between cognitive problem-solving processes that operate

under awareness versus outside of awareness, and typically employs mathematically well-

defined computerized systems. The tradition initiated by Drner, on the other hand, has an interest

in the interplay of the cognitive, motivational, and social components of problem solving, and
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utilizes very complex computerized scenarios that contain up to 2,000 highly interconnected

variables

To sum up, researchers' realization that problem-solving processes differ across knowledge

domains and across levels of expertise and that, consequently, findings obtained in the laboratory

cannot necessarily generalize to problem-solving situations outside the laboratory, has during the

past two decades led to an emphasis on real-world problem solving. This emphasis has been

expressed quite differently in North America and Europe, however. Whereas North American

research has typically concentrated on studying problem solving in separate, natural knowledge

domains, much of the European research has focused on novel, complex problems, and has been

performed with computerized scenarios

In Section 2 of this course you will cover these topics:
Building Relationships By Communicating Supportively

Gaining Power And Influence

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 continue 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.

: Building Relationships By Communicating Supportively

Topic Objective:

At the end of this topic student would be able to:
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 Learn about the Successful businesses

 Learn about the Retention

 Learn about the Interpersonal skills

 Learn about the Satisfaction

Definition/Overview:

Successful businesses: Don't just communicate with prospects and customers for special sales.

Today, making your company indispensable is a vital key to marketing success. It's a terrific way

to add value, enhance your brand and position against your competition. Here are seven

relationship-building strategies that will help you transform your company into a valuable

resource:

 Communicate frequently.

 Offer customer rewards

 Hold special events

 Build two-way communication

 Enhance your customer service

 Launch multicultural programs

 Visit the trenches

: Building Relationships By Communicating Supportively

Topic Objective:

At the end of this topic student would be able to:

 Learn about the Successful businesses

 Learn about the Retention

 Learn about the Interpersonal skills
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 Learn about the Satisfaction

Definition/Overview:

Successful businesses: Don't just communicate with prospects and customers for special sales.

Today, making your company indispensable is a vital key to marketing success. It's a terrific way

to add value, enhance your brand and position against your competition. Here are seven

relationship-building strategies that will help you transform your company into a valuable

resource:

 Communicate frequently.

 Offer customer rewards

 Hold special events

 Build two-way communication

 Enhance your customer service

 Launch multicultural programs

 Visit the trenches

In Section 3 of this course you will cover these topics:
Motivating Others

Managing Conflict

You may take as much time as you want to complete the topic coverd in section 3.
There is no time limit to finish any Section, However you must finish All Sections before

semester end date.

If you want to continue 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.
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: Motivating Others

Topic Objective:

At the end of this topic student would be able to:

 Learn about the motivation

 Learn about the motivational concepts

 Learn about the Intrinsic and extrinsic motivation

Definition/Overview:

Motivation: is the set of reasons that determines one to engage in a particular behavior. The

term is generally used for human motivation but, theoretically, it can be used to describe the

causes for animal behavior as well. This article refers to human motivation. According to various

theories, motivation may be rooted in the basic need to minimize physical pain and maximize

pleasure, or it may include specific needs such as eating and resting, or a desired object, hobby,

goal, state of being, ideal, or it may be attributed to less-apparent reasons such as altruism,

morality, or avoiding mortality.

Key Points:

1. Motivational concepts

A reward, tangible or intangible, is presented after the occurrence of an action (i.e. behavior)

with the intent to cause the behavior to occur again. This is done by associating positive meaning

to the behavior. Studies show that if the person receives the reward immediately, the effect

would be greater, and decreases as duration lengthens. Repetitive action-reward combination can

cause the action to become habit. Motivation comes from two things: you, and other people.
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There is extrinsic motivation, which comes from others, and intrinsic motivation, which comes

from within you.

Rewards can also be organized as extrinsic or intrinsic. Extrinsic rewards are external to the

person; for example, praise or money. Intrinsic rewards are internal to the person; for example,

satisfaction or a feeling of accomplishment.

Some authors distinguish between two forms of intrinsic motivation: one based on enjoyment,

the other on obligation. In this context, obligation refers to motivation based on what an

individual thinks ought to be done. For instance, a feeling of responsibility for a mission may

lead to helping others beyond what is easily observable, rewarded, or fun.

A reinforcer is different from reward, in that reinforcement is intended to create a measured

increase in the rate of a desirable behavior following the addition of something to the

environment.

1.1 Intrinsic and extrinsic motivation

Intrinsic motivation occurs when people engage in an activity, such as a hobby, without obvious

external incentives. This form of motivation has been studied by social and educational

psychologists since the early 1970s. Research has found that it is usually associated with high

educational achievement and enjoyment by students. Intrinsic motivation has been explained by

Fritz Heider's attribution theory, Bandura's work on self-efficacy, and Ryan and Deci's cognitive

evaluation theory. Students are likely to be intrinsically motivated if they:

 attribute their educational results to internal factors that they can control (e.g. the

amount of effort they put in),

 believe they can be effective agents in reaching desired goals (i.e. the results are

not determined by luck),

 Are interested in mastering a topic, rather than just rote-learning to achieve good

grades.
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Topic Objective:

At the end of this topic student would be able to:

 Learn about the Conflict management

 Learn about Counseling

Definition/Overview:

Conflict management: refers to the long-term management of intractable conflicts. It is the

label for the variety of ways by which people handle grievances standing up for what they

consider to be right and against what they consider to be wrong. Those ways include such

diverse phenomena as gossip, ridicule, lynching, terrorism, warfare, feuding, genocide, law,

mediation, and avoidance. Which forms of conflict management will be used in any given

situation can be somewhat predicted and explained by the social structure or social geometry of

the case.

Conflict management is often considered to be distinct from conflict resolution. The latter refers

to resolving the dispute to the approval of one or both parties, whereas the former concerns an

ongoing process that may never have a resolution. Neither is it considered the same as conflict

transformation, which seeks to reframe the positions of the conflict parties.

Key Points:

1. Counseling

When personal conflict leads to frustration and loss of efficiency, counseling may prove to be a

helpful antidote. Although few organizations can afford the luxury of having professional
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counselors on the staff, given some training, managers may be able to perform this function.

Nondirective counseling, or "listening with understanding", is little more than being a good

listener something every manager should be.

Sometimes the simple process of being able to vent one's feelings that is, to express them to a

concerned and understanding listener, is enough to relieve frustration and make it possible for

the frustrated individual to advance to a problem-solving frame of mind, better able to cope with

a personal difficulty that is affecting his work adversely. The nondirective approach is one

effective way for managers to deal with frustrated subordinates and co-workers.

There is other more direct and more diagnostic ways that might be used in appropriate

circumstances. The great strength of the nondirective approach (nondirective counseling is based

on the client-centered therapy of Carl Rogers), however, lies in its simplicity, its effectiveness,

and the fact that it deliberately avoids the manager-counselor's diagnosing and interpreting

emotional problems, which would call for special psychological training. No one has ever been

harmed by being listened to sympathetically and understandingly. On the contrary, this approach

has helped many people to cope with problems that were interfering with their effectiveness on

the job.

In Section 4 of this course you will cover these topics:
Empowering And Delegating

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 continue 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.
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: Empowering And Delegating

Topic Objective:

At the end of this topic student would be able to:

 Learn about the group development

 Learn about the types of skills required

 Learn about the Poole's multiple-sequences model

Definition/Overview:

Group development: The goal of most research on group development is to learn why and how

small groups change over time. To do this, researchers examine patterns of change and

continuity in groups over time. Aspects of a group that might be studied include the quality of

the output produced by a group, the type and frequency of its activities, its cohesiveness, the

existence of conflict, etc.

A number of theoretical models have been developed to explain how certain groups change over

time. Listed below are some of the most common models. In some cases, the type of group being

considered influenced the model of group development proposed as in the case of therapy

groups. In general, some of these models view group change as regular movement through a

series of "stages," while others view them as "phases" that groups may or may not go through

and which might occur at different points of a group's history. Attention to group development

over time has been one of the differentiating factors between the study of ad hoc groups and the

study of teams such as those commonly used in the workplace, the military, sports and many

other contexts.

Team management refers to techniques, processes and tools for organizing and coordinating a

group of individuals working towards a common goali.e. a team.
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Several well-known approaches to team management have come out of academic work.

Examples include the Belbin Team Inventory by Meredith Belbin, a method to identify the

different types of personalities within teams, and Ken Blanchard's description of "High

Performing Teams".

The 'Team Development Model', identified by Bruce Tuckman, offers a foundational definition

of the stages teams go through during their lifecycle. Those stages are labeled Forming,

Storming, Norming and Performing.

Key Points:

1. Types of skills required

Working effectively in small groups is not easy. Much has been written about the difficulties of

small group work. Difficulties which include keeping focused on the task, coping with inter-

personal conflicts, making decisions, etc. It is possible, however, to summarize many of the

things which need to happen in order for small groups to be successful, and to give guidelines on

how to approach or handle each of these.

Small group success depends on three types of functions being performed - task, maintenance,

and personal functions -

 Task functions help to keep the group focused and directed towards achieving its

goals

 Maintenance functions help group members to stay involved, and ensure that

everyone is able to contribute to their maximum potential

 personal functions address the personal needs of group members to ensure that the

group functions in the best possible way - these activities include the ways in

which conflicts and disruptive behaviors are handled
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 These functions are complementary, which means they must all be performed if a

group is to work well.

 Responsible for seeing that these functions are performed rests, on the whole,

with the group leader, but each group member also has a responsibility to support

the leader, to improve their personal group-work skills, and to help the group

achieve the best results possible.

The illustration below lists activities which make up the task, maintenance and personal

functions of group work. Group leaders and members need to be familiar with all these activities,

and to apply them whenever appropriate during group meetings. Guidelines for each activity are

given under the illustration

1.1 Poole's multiple-sequences model

Marshall Scott Pooles model suggests that different groups employ different sequences in

making decisions. In contrast to unitary sequence models, the multiple sequences model

addresses decision making as a function of several contingency variables: task structure, group

composition, and conflict management strategies. Poole developed a descriptive system for

studying multiple sequences, beyond the abstract action descriptions of previous studies. From

Bales Interaction Process Analysis System and Fishers Decision Proposal Coding System, Poole

proposes 36 clusters of group activities for coding group interactions and 4 cluster-sets: proposal

development, socio-emotional concerns, conflict, and expressions of ambiguity. However, in his

latter work, Poole rejected phasic models of group development and proposed a model of

continuously developing threads of activity. In essence, discussions are not characterized by

blocks of phases, one after another, but by intertwining tracks of activity and interaction.

Poole suggests three activity tracks: task progress, relational, and topical focus. Interspersed with

these are breakpoints, marking changes in the development of strands and links between them.

Normal breakpoints pace the discussion with topic shifts and adjournments. Delays, another

breakpoint, are holding patterns of recycling through information. Finally, disruptions break the

discussion threads with conflict or task failure.
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In Section 5 of this course you will cover these topics:
Building Effective Teams And Teamwork

Leading Positive Change

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 continue 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.

Topic Objective:

At the end of this topic student would be able to:

 Learn about the teamwork

 Learn about the teamwork to succeed

Definition/Overview:

Teamwork: "a joint action by 3 people or more or a group of people, in which each person

subordinates his or her individual interests and opinions to the unity and efficiency of the group."

This does not mean that the individual is no longer important; however, it does mean that

effective and efficient teamwork goes beyond individual accomplishments. The most effective

teamwork is produced when all the individuals involved harmonize their contributions and work

towards a common goal.

In order for teamwork to succeed one must be a team-player. A team-player is one who

subordinates personal aspirations and works in a coordinated effort with other members of a

group, or team, in striving for a common goal. Businesses and other organizations often go to the
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effort of coordinating team building events in an attempt to get people to work as a team rather

than as individuals.

Key Points:

1. Teamwork

Aside from any required technical proficiency, a wide variety of social GOALS are desirable for

successful teamwork, including:

 Listening - it is important to listen to other people's opinions. When people are

allowed to freely express their ideas, these initial ideas will produce other ideas.

 Discussing It is important to discuss your ideas with your teammates until you

agree.

 Questioning - it is important to ask questions, interact, and discuss the objectives

of the team.

 Persuading - individuals are encouraged to exchange, defend, and then to

ultimately rethink their ideas.

 Respecting - it is important to treat others with respect and to support their ideas.

 Helping - it is crucial to help one's coworkers, which is the general theme of

teamwork.

 Sharing - it is important to share with the team to create an environment of

teamwork.

 Participating - all members of the team are encouraged to participate in the team.

(which usually consists of three or more people)

 Communicating - For a team to work effectively it is essential for team members

to acquire communication skills and to use effective communication channels

between one another e.g. using email, viral communication, group meetings and

so on. This will enable team members of the group to work together and achieve

the team's purpose and goals.
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The forming-storming-norming-performing model takes the team through four stages of team

development and maps quite well on to many project management life cycle models, such as

initiation - definition - planning - realization.

As teams grow larger, the skills and methods that people require grow as more ideas are

expressed freely. Managers must use these to create or maintain a spirit of teamwork change.

The intimacy of a small group is lost, and the opportunity for misinformation and disruptive

rumors grows. Managers find that communication methods that once worked well are

impractical with so many people to lead. Specifically, leaders might encounter difficulties based

on Daglow's Law of Team Dynamics: "Small teams are informed. Big teams infer."

Communicating - For a team to work effectively it is essential for team members to acquire

communication skills and to use effective communication channels between one another e.g.

using email, viral communication, group meetings and so on. This will enable team members of

the group to work together and achieve the team's purpose and goals.

: Leading Positive Change

Topic Objective:

At the end of this topic student would be able to:

 Learn about the Change management

 Learn about the Individual change management

 Learn about the Unfreeze-Change-Refreeze

Definition/Overview:

Change management is a structured approach to transitioning individuals, teams, and

organizations from a current state to a desired future state. The current definition of Change
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Management includes both organizational change management processes and individual change

management models, which together are used to manage the people side of change.

Key Points:

1. Individual change management

A number of models are available for understanding the transitioning of individuals through the

phases of change management and strengthening organizational development initiative in both

government and corporate sectors.

1.1 Unfreeze-Change-Refreeze

An early model of change developed by Kurt Lewin described change as a three-stage process.

The first stage he called "unfreezing". It involved overcoming inertia and dismantling the

existing "mindset". Defense mechanisms have to be bypassed. In the second stage the change

occurs. This is typically a period of confusion and transition. We are aware that the old ways are

being challenged but we do not have a clear picture to replace them with yet. The third and final

stage he called "freezing" (often called "refreezing" by others). The new mindset is crystallizing

and one's comfort level is returning to previous levels. Rosch (2002) argues that this often quoted

three-stage version of Lewins approach is an oversimplification and that his theory was actually

more complex and owed more to physics than behavioural science. Later theorists have however

remained resolute in their interpretation of the force field model.

Some change theories are based on derivatives of the Kbler-Ross model from Elizabeth Kubler-

Ross's book, "On Death and Dying." The stages of Kubler-Ross's model describe the personal

and emotional states that a person typically encounters when dealing with loss of a loved one.

Derivatives of her model applied in other settings such as the workplace show that similar

emotional states are encountered as individuals are confronted with change.
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