 SUBTASKS

. ~ Examine jobs and assess time required

- Sort and give jobs to éppfopn‘ate
employees : :

Talk fo exhpioyees a%_c;}ut their
- progress on jobs =~

Examine specific job products

- _ giu;ing'praducﬁon: tdens_ureq_ﬁ_alitjr

' - Provide feedbéck %0 e
~ performance :

nployees _a{:;bu-t -

SPECIFIC DUTY: BE SURE WORK 5

COMPLETED AND SENT TO
CUSTOMER on TIME

Knowledge of types of jobs :we_'ge -
Knowledge of times required for j
be c{jmpleiegl. .

Organization and pﬁo_;*iﬁzl:n' Skiﬂ

- Knowledge of employees’ cap,

Knowledge of proper feedba
Effective feedback skills
Helping attitude

Knowledge of quality stand
b ali tya ssessmen{' skills

Knowledge of effective listenin,

= .hKnowledge"ijf:mﬂﬂiét-é ty]
- Canﬁjct'resoiqfion skills

Knowledge of proper feedba

Effective feedback Shilly = oL ..
Positive atiftude for treating emplos ees
 withrespect i

- lintroduce yourself 1o a new

too specific. What w

typical Monday, ¥

. thing you do when you arrive 5

~ A: Check the answering machine,

Q: Thatis alittle top specific, Why do v
~ the answering machine? : o
S Al need 4o Teturn any important callg from

do on the job. So [ am going 10
provide me with a list of the
the job—
mple of
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The task, then, is organizing and prioritizing
the new jobs you received. What next?
: Meet with each subordinate, see how they
~ are doing, and distribute the new work.
): Tell me what “see how they are doing” means.
A: I make sure that they are on schedule with
~ their work. I check their progress on the jobs
. theyare Workmg on.
~ Q: OK, so check on progress of subordinates is
 the task. What next?
- A: After all the work is distributed, I check to
' see what orders are due to be completed and
~ sent out today.
(K bl guess that assumes everyone is on
schedule. What do you do if someone is be-
- hind in their job?
A Depends how far behind the job is. If it is seri-
- ous, I may simply take the job away and give
it to someone I think can do the job faster.
- A: 1donot do that. I find out what the problem
- is and help the person get back on track.
‘Q: So you spend some time training that person?
\: Well, sort of. It is not formal training, but I
- will see why the person is having problems
and give some of my “tricks of the trade” to
- speed things up. :
: Anybody deal with this issue dlfferenﬂy”
: I do not usually have the time to do any
e tram:mg I will give it to someone who can do
- it, or in some cases, just do the job myself.
 Sometimes that is faster. After all, we have all
~ this useless paperwork that we have to do.
[ want to come back to the paperwork, but
first, are you saying that no standard exists
for dealing with employees who are havmg
- problems with particular jobs?
 A: Sure there is. The boss expects us to train
hem, but with the pressure for production,
- we often do not have time to do that.
: Well, Iagree with that. Even though I do stop
~ and spend time helping, I often feel the pres-
~ sure to rush and probably do not do a good
- job of it. I do try and tell them what they
née*d to do to improve in the parhc&lar area.

f?:-f';.i',@i &

> morning and continues through a typical

lthough the ﬁamwt used in the session starts first

day, clues often emerge as to other tasks that are done.
The mentioning of “tell them what they need to do to
improve” causes the consultant to focus on that task and
what other tasks are related fo it, because the owner did
indicate that providing feedback was an zmportanf task.

Q: OK, let’s look at the issue of telling them how
to improve. We could think of that as giving
feedback to employees. What other tasks te-
quire you to discuss things with subordinates?

: We are supposed to deai with their concerns.

: Yeah, that's right, and also we are supposed to
meet one-on-one with them and discuss their
performance. Trouble is, these new empioyees
are know-it-alls and not willing to listen. -

A: You're right about that. On more than one oc-
casion, many of us resort to ye]lmg at t‘hese
guys to get them to respond.

: Boy, is that ever true. ~ °

: What about the paperwork?

: Well, it is stupid. A clerk could do it, but we
are expected to do it. If we do not, then
billing and other problems come up, S0 we
have to do it or else. .

A: Yeah, it takes away from us bemg out here

where we are needed.

And so forth. .

=

C>1OD>

Other questions that might be asked _
What is the next thing you would do in the
afternoon? .
The next? -
What is the last thmg you do in th day?

durmg the rest of the week?

Is there anything that you do only QILCE or
‘twice a week that we mlf:seds-.'

Now think about the beginning of the mDrtth
What do you dG at the be i ef the

How about t‘he end of the month?

(cantmued)
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