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i. 
1. Communicating an organization’s mission and values to its customers and employees.
2. Clearly defining the work expectations and communicating to everyone for ensuring success in the achievement of business goals and facilitating an overall performance improvement. 
3. Keeping the employees informed about their progress towards the achievement of goals and suggesting corrective actions for non-achievement of performance.
4. Establishing a shared belief amongst the employees regarding the importance of continuous improvement in performance.





ii. 
Motivation and personal effectiveness are closely related concepts, if there is an accountability buddy. Not only does having accountability buddy help you stay on track to achieve the results you want, they are also a great source of motivation and help you maintain your personal effectiveness too. 
Below are some of the powerful factors which are related with positive impact on motivation and personal effectiveness.
a) Surround yourself with positive, constructive, solution focused people who fuel your fire
· It will give a tremendous boost to your energy levels which has a fairly hefty knock on effect to your motivation and effectiveness.
b) Create a powerful vision for your life, work and relationships
· Keep focused on it and visualize achieving it each and every day. It will help you keep motivation going when you experience setbacks, obstacles or when the brown stuff hits the fan.
c) Create a structure to work within each day, week and month
· It will keep focused, on track and effective.
d) Commit to learning and improve your mindset and personal development
· The reason being, because what and how you think drives your feelings, your feeling drives your motivation and effectiveness and this drives the results.
e) Celebrate your successes-regularly-no matter how big or small
· It will remind you that you are making progress and that will boost your motivation.







iii. 
Developing effective management to deal with specific challenges and problems of each organization is the urgent needs of many businesses and organizations in the global competitive environment, rapid changing of technology and environment. The new tendency of training and development of successful organizations over the world today is developing effective skills in dealing with specific challenge of their own organization to reach their own mission and objectives in the new organization that is characterized by networked, flat, flexible, diverse, global organization.
The quality of manager and effective management skills can determine the culture of the organization, the productivity of its staff, and ultimately, success or failure. A manager should have the ability to direct, supervise, encourage, inspire and coordinate, and in doing so facilitate and guide change.
An effective manager should have the following skills:
a) Problem solving skills
· Describing and analyzing a problem.
· Identifying causes of a problem.
· Developing creative options and choosing the best course of action.
· Implementing and evaluating effective and efficiency of the decision.
b) Communication skills
· Listening skills.
· Presentation skills.
· Feedback skills.
· Report writing skills.
c) Conflict Management Skills
· Identifying sources of conflict – functional and dysfunctional conflicts.
· Understanding personal style of conflict resolution.
· Choosing the best strategy for dealing with a conflict.
· Developing skills in promoting constructive conflicts in organization and term.


d) Negotiation Skills
· Distinguishing distributive and integrative negotiations, position and principle negotiation.
· Identifying common mistakes in negotiation and avoid them.
· Developing rational thinking in negotiation.
· Developing effective skills in negotiation that benefits all parties involved.
e) Self-Awareness and improvement
· Understanding the concept of self-management.
· Evaluate the effectiveness of self-management.
· Developing creative and holistic thinking.
· Understand the importance of emotions in works as well in self-development.
· Understand of self-motivation.
· Effectively managing self-learning and change.

Steps for effective problem solving
1. Define the situation
· Establish what has gone wrong or is about to go wrong.
2. Specify objectives
· Define what is to be achieved now or in the future to deal with an actual or potential problem or change in circumstances.
3. Develop hypotheses
· Develop hypotheses about what has caused the problem.
4. Get the facts
· Find out what has actually happened and contrast this with an assessment of what ought to have happened. Try to understand the attitudes and motivation of those concerned. Remember that people will see what has happened in terms of their own position and feelings (their framework of reference). Obtain information about internal or external constraints that affect the situation.


5. Analyze the facts
· Determine what is relevant and what is irrelevant. Diagnose the likely cause or causes of the problem. Do not be tempted to focus on symptoms rather than root cause. Test any assumptions. Dig into what lies behind the problem.
6. Identify possible courses of action
· Spell out what each involves
7. Evaluate alternative courses of action
· Assess the extent to which they are likely to achieve the objectives, the cost of implementation, any practical difficulties that might emerge and the possible reactions of stakeholders.
8. Weigh and decide
· Determine which alterative is likely to result in most practical and acceptable solution to the problem. This is often a balanced judgment.
9. Plan implementation
· Timetable project management resources required.
10. Implementation 
· Monitor progress and evaluate success.

Conflict is unavoidable because people differ from one another and have different views and opinions. Managers often find themselves in situations of conflict. Therefore the ability to manage conflict constructively is one of the most important skills a manager needs to possess. This means that managers should have the skills to find a harmonious balance between conflict and cooperation. The task of a manager is not to suppress conflict, but to manage it effectively so that its constructive nature can be used optimally to the benefit of the organization.








 The following can be regarded as key points in managing and solving conflict: 
a. Take responsibility
· It is important to decide to take the responsibility to deal with conflict. 
b. Uncover, define and discuss the real problem  
· Allow expression of opinions to defuse emotions. In most cases, bringing together the people involved is the best way to bring the real problem into the open to determine its cause.
· Apply ground rules to reduce confrontation. Encourage that everyone will be open and honest; everyone will have a say and heard; everyone will listen to one another without arguments or negative reactions; everyone will have a positive, caring attitude and opinions; and feelings must be supported by facts or specific behavior.
c. Ask and listen
· Ask probing questions to explore all sides of the conflict and listen openly and objectively. If responses become accusatory or emotional, the ground rules should be re-stated to force the participants to focus on the real issue. If the employees are angry, do not become defensive or argue with them. Listen to them without interruption and recognize their right to feel angry. Ask them for ideas on how the problem should be solved.
d. Offer feedback to ensure understanding of the real problem.
e. Set goals and develop an action plan
· Once agreement has been reached on what the problem is, participants can set goals for improving the situation. A brainstorming session is a good way to arrive at a plan of action on which everyone can agree. 
f. Follow up
· It is important that one check on progress in implementing the action plan and provides the necessary positive reinforcement. 




iv.
a. A cleaner
· good wage
· praise for a good work
· good working environment
b. A sales person
· vouchers
· public praise
· prizes
· perks
· annual bonuses
c. A nurse
· years of service award
· flexi-time
· recognition
· pension
· career opportunity
d. A shop assistant
· commission
· competition
· recognition
· leadership
· verbal praise









v.
Financial incentives
· good wage
· bonus payments
· extra payments for overtime
· fringe benefits
· commissions varied and interesting work
            Non-financial incentives 
·       Good working environment
·       Responsibility to make decisions
·       Promotion opportunity
·      Being praised for good work
·       Long term contract





















CASE STUDY
SELECTED OBJECTIVES
i.  a growing absence problem among the store’s staff
ii. Sales have been falling since a rival have opened a store on the same site.
iii. The company has a formal appraisal process for all staff but the previous manager is known to have neglected this area.
PERFORMANCE OBJECTIVE FOR NEW MANAGER
i. To solve the problem of absenteeism among the store’s staff
ii. To improve competition among rival store.
iii. Revive formal appraisal process for staff.
MEASURES AND TIMESCALE
	
Measures
	
Time scale

	i. Implementation of registry book or  machine
	
weekly

	ii. (a)  Price benchmarking 
(b) The time it takes to fulfil an order
(c) Sales data- what your customer choose to buy (or not to buy)provides  the clearest indication of their preferences
(d) mystery shopping
	Every month
A week



Monthly
Quarterly

	iii. (a) Through formal meetings and appraisals
	Staff meetings – regularly
Employee appraisal - Quarterly
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