Chapter 9, Communication and Interpersonal Skills

Lesson 2: Developing Interpersonal Skills
A. Define, Describe, or Identify:

1. Delegation 

2. Conflict 

3. Traditional view of conflict 

4. Human relations view of conflict 

5. Interactionist view of conflict 

6. Functional conflict 

7. Dysfunctional conflict 

8. Devil’s advocate 

9. Negotiation 

10. Distributive bargaining 

11. Integrative bargaining 

12. Performance evaluation 
B. Multiple Choice:

Circle the letter that provides the best answer.

1. Which is the best way to manage conflict when merging ideas from different people?

a. Collaboration.

b. Avoidance.

c. Accommodation.

d. Compromise.

2. Which is the appropriate approach when the potential for disruption outweighs the benefit of resolving the conflict?

a. Collaboration.

b. Avoidance.

c. Accommodation.

d. Compromise.

3. Which is the logical choice when the issues are more important to others than to you?

a. Collaboration.

b. Avoidance.

c. Accommodation.

d. Compromise.

4. The best approach for finding temporary solutions to complex issues when there isn’t much time and when the two parties are about equal in power is:

a. Collaboration.

b. Avoidance.

c. Accommodation.

d. Compromise.

5. Which of these is not a sign of stagnation within an organization?

a. Decision makers who focus so much on compromise that they lose sight of values and long-term objectives.

b. Managers who believe in maintaining “peace at any price.”
c. Managers who worry too much about hurting people’s feelings.

d. A group of employees who meet informally during lunchtime to discuss ongoing training they feel they need.

6. Which is not a sign of a good negotiator?

a. Listening carefully.

b. Asking lots of questions.

c. Focusing arguments on the issues at hand.

d. Using phrases that will put his or her counterparts on edge.

C. True/False:

Put a T in the blank if the sentence is true and an F if it is false.

__ _  _1. The easiest part of active listening is the actual listening. After all, you can listen six times as fast as the other person talks. So while the other party is talking, you can be figuring out what you’re going to say when it’s your turn. 

__   __2. Feedback is meant to help both the employee and the manager; it’s a way for the boss to blow off steam, too. 

__   __3. Feedback is generally most helpful when it comes quickly after the incident that triggers the feedback.

__   __4. Feedback is pointless unless it helps someone do better. Praise for its own sake is valueless. 

__   __5. Managers trying to control conflict need to pay attention to whether the differences between parties are real or merely perceived, since “perceived” conflict doesn’t really count, according to modern research.

__   __6. It’s a good idea to give employees a voice in setting the task you will delegate to them. At the same time, you must remember that employees are almost always more competent, and able to handle bigger tasks, than their managers realize. Limiting employee participation works against effective delegation. 

__   __7. A harmonious, peaceful, tranquil organization is all too likely to become static, apathetic, and stuck in a rut. 

__   __8. Often what appear to be “communication differences” are really disagreements over different role requirements, conflict between unit goals, personalities, and value systems. 

__   __9. You should always try for win-win negotiating rather than zero-sum bargaining, even if you don’t have a good relationship of trust and openness with the other party. 

__   __10. If a performance review is overwhelmingly positive, it’s a good idea to share the good news at once. If the review is less positive, it may be good to save the overall rating for the end, after you have built a case for the assessment. 

D. Crossword Puzzle:

Across
5.
The zone between the target and the point of resistance.

8.
The kind of conflict that keeps an organization from achieving its goals.

9.
The kind of negotiating that is about “win-win.”
12.
The kind of negotiating that is about “splitting the difference.”
13.
The process by which two parties in conflict of some sort reach an agreement.

14.
Someone who may serve as a messenger or interpreter in helping two parties come to terms.

15.
Floating a trial _______ is a time-honored way of testing a new idea.
Down
1.
The view that some conflict is necessary for an organization to function effectively.

2.
A written review of an employee’s work.

3.
The kind of conflict that supports an organization’s goals.

4.
Taking responsibility for this is the final element in active listening.

6.
One who helps two sides reach agreement.

7.
Empowerment is another word for this.

10.
One empowered to impose a settlement on two parties.

11.
The devil’s ________ purposely presents arguments that run counter to the current majority view.
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E. Fill in the Blanks:

1. More managers are fired for lack of ____________________ _____________ than for lack of technical ability—lack of ability to “do the job,” in other words. 
2. In active listening, you must strive for ______________, which involves putting yourself into the other person’s shoes and listening for what they are trying to tell you and not for what you want to hear.
3. Positive feedback tends to fit with people’s ___________-_____________. Negative feedback tends not to. 
4. In today’s global economy, decisions often involve complex technical issues and have to be made quickly. The person best equipped to answer the questions involved is more likely to be on the shop floor or at some other operating level, rather than in the executive suite. This pushes decision making down the ________________ _____________, and that’s one reason __________________ is such an important issue in today’s organizations. 
5. After waves of corporate downsizing, today’s managers tend to have broader _____________ ______ ______________ than their predecessors did. 
6. When a manager or a leader fails to use his or her power and authority, that’s sometimes referred to as an _________________ of _____________________.

7. To delegate without setting up some controls is asking for ______________; too much control undercuts employee initiative and can defeat the purpose of __________________. 
8. Labor-management negotiations are a typical example of ___________________ bargaining. 

9. Find out as much as you can about the person who will be sitting across the table from you in a __________________ such as what are his or her ________________. 

10. If you get stuck in a negotiation and find yourself unable to reach a deal, you might want to call in a neutral _______________ _____________ to help.
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