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The Effective Health Care Supervisor,
6th Edition
Errata Index

A
Absenteeism, 234-237
Abuse of sick time, 236-237
Accounting concepts in budgeting, 335-336
Administration, responsibilities of, in budgeting
process, 346
Administrative simplification, HIPAA, 462
Advance directives, 266
Affirmative Action, 452-458
Rehabilitation Act of 1973 and, 456
Vietnam Era Veterans Readjustment Assistance
Act of 1974, 456
Age, avoiding questions about in interview, 132-
133
Age Discrimination in Employment Act (ADEA)
of 1967, 452-453
and performance appraisal, 200-201
Americans with Disabilities Act (ADA), 453-454
essential job functions, 133
and interviewing, 133
Appraisal, performance, 186-208. See also
Performance Appraisal
Argument, avoidance of, with troubled employee,
238
Arrest record, avoiding questions about, in inter-
view, 135
Attentiveness in listening, 151
Attitude of manager, organizational communica-
tion and, 481
Authority, delegation of, 85
Autocracy
benevolent, 160
exploitative, 160

B
Balanced Budget Act of 1997, 10-11
cuts affecting Medicare under, 10
perceived hardship resulting from, 10-11
Bargaining election in unionization process, 500-
501
Bargaining units, fragmentation by National
Labor Relations Board, 445-446
Behavior, cause and results of, failure to differen-
tiate in appraisal, 195-197
Benefit, welfare, 236
sick time as, 236
Benefits administration, as human resource func-
tion, 250

Benevolent autocracy, 160
Board of directors, responsibilities of, in budget-
ing process, 346
Board of trustees, health care management
responsibilities of, 42
Boss(es)
encouraging communication with, 485-486
multiple, increasingly common, 486
time-wasting pressures from, response to, 102
Bottom line, as priority, 5-6
Budget
adoption of, 348
capital, 338-339
cash, 339
expense, 337
fiscal year, 335
fixed versus flexible, 336
illustration of, 339-344. See also X-ray depart-
ment expense budget
introducing, 334-336
operating, 336-337
revenue, 337
statistical, 336-337
total, 336-339
Budget calendar, 347-348
Budget committee, responsibilities of, in budget-
ing process, 347
Budget coordination meeting, 3347
Budget report, sample, 349-352
Budgeting, 332-354
accounting concepts in, 335-336
budget coordination meeting in, 347
control in, 353
as ongoing process, 348
participative, 334-335
process of, 346-348
responsibilities for, 346-347
review and coordination in, 348
Budget calendar, 347-348
Bureaucracy, 161
Business ethics in the health care organization,
258-273
admission and care of patients in, 272-273
conflict of interest in, 269-270
employee relationships in, 273
organizational assets and information, use in,
270-271
political activity in, 272

.
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privacy and confidentiality in, 272
referral practices in, 271
regulatory compliance in, 268

C
Call forwarding, 99
Calls, telephone
returning, 99
screened, 98
voice mail, 99-100
Candidates, interviewing of, 127-143
Capital budget, 338-339
Cash budget, 339
Center for Medicare and Medicaid Services, 463
Central tendency in appraisal, 195
Change
effective guidelines for, 301-302
management of, 293-303
nature of, 294-295
paradigm shifts and, 424-425
present environment and, overview, 4-5
reasons for resistance to, 298-299
resistance to, 295-296, 302
supervisor’s approach to, 300-302
Checklists for appraisal, 191-192
Civil Rights Act of 1964
Title VI of, 453
Title VII of, 452
Civil Rights Act of 1991, 454
Cloning, 266
Clustering in appraisal, 195
Coaching, 223-224
Command, unity of, in organizing, 56-57
Commitment, management, to total quality man-
agement, 358-359
Commitment to continuing education, 429-430
Committee, management by, 321-322
“Committee paralysis,” avoiding, 377-378
Committees or teams, shortcomings of, 378
Communication
breakdowns, and organizational levels, 15
organizational, 4479-490. See also
Organizational communication
Communication in the one-to-one relationship,
144-158
barriers to, 148-150
guidelines for, 155-156
listening in, 151-152
open door attitude and, 156
as two-way street, 147-148
Communication, written, 304-317
changing old habits of, 305-309
guidelines for, 305-309
practice in, 316
sample letter in, 311-313
sources of help for, 305
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Community, responsibilities of health care man-
agement to, 42
Compensation, as human resource function, 250
Compensation, overtime, wage and hour laws
and, 446-451
Competence assessment, 199-200
Competition, health care, 24
Compliance, HIPAA, 467
Concept programs in continuing education, 431
Confidence in employees, limited, as barrier to
delegation, 73-74
Confidentiality, patient, 272
Conjunctions in writing letters and memos, 310
Constraints in decision-making process, 284-288
Constructive appraisal, 203-205
Consult with dead-end employee, 233
Consultative leadership, 161
Continuing education, 427-441
approaches to, 427-441
commitment to, 429-430
concept programs in, 431
determining employee needs in, 433-434
for employees, 431-436
informational programs in, 430
personal commitment to, 429-430
points to remember in, 435-436
process of, 435
purpose of, 428-419
skill programs in, 430
starting, 432
for supervisor, 439-440
supervisor as teacher in, 434-435
Continuous quality improvement (CQI), 357-358.
See also Total quality management
TQM)
Continuous rating scales for appraisal, 189, 190
Contractions in writing letters and memos, 309-
310
Control
reasonable, maintenance of, in delegation, 82-
84
span of, in organizing, 57
in time management and stress management,
101-102
Controlling
definition of, 54
as management function, 52, 54, 58-59
“Cookie cutter management,” 166-167
Cooperative Motivation System
health care organization, tendency toward, 30
Likert’s, 26
management system and, 28-29
real world and, 27
Coordinating
definition, 54
as management function, 52, 54, 58
Counseling in progressive discipline, 215

.



Credit information, avoiding questions about, in
interview, 134
Criminal record, avoiding questions about, in
interview, 135
Criteria for appraisal
appropriateness of, 198
employee knowledge of, 198
Critical incident method for appraisal, 191-194
Criticism, 210-213
giving, 212-213
guts and, 224-225
justice and, 224-225
tact and, 224-225
taking, 211-212
Cross training
of employees, 383, 428, 431-432, 438-439
for work force flexibility, 439
Cultural differences, 154
Cultural diversity, 152-153

D
Day of decision, nonpunitive discipline, 223
Dead-end employee, 233-234
Deadlines and follow-up, reasonable, in delega-
tion, 82-84
Decision, day of, in nonpunitive discipline, 223
Decentralization, 381
Decision(s), 279-292
as fact of life, 280
making, 279-292. See also Decision-making
process
range of, 289-290
Decision-making process
analyzing information in, 282-283
arranging information into alternatives in, 282-
283
basic, 280-284
choosing alternative in, 283-284
constraints in, 284-288
follow-up in, 284
gathering information in, 282-283
identifying problem in, 281
implementing chosen alternative in, 284
judgment in, 288-289
leadership in, 290
no-decision option in, 289
no magic formula for, 291-292
responsibility in, 290
risk in, 288-289
uncertainty in, 288-289
Default management, 169
Delay in flow process chart, 401
Delegation, 67-88, 383
assumptions about, 68-69
of authority, 85
consequences of failure, 74-76
deadlines, reasonable, and follow-up in, 78-79
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for employees, 72-73
failure of, and consequences, 73-76
freedom to fail and, 85-86
generation of solutions in, 77-78
habit of, building, 86
instructing of person in, 82
maintenance of reasonable control in, 82-84
motivation of person in, 82
nature of, 69-70
pattern of, 79-84
proper, as empowerment, 18—19
reasons for failure, 71-73
relationship with boss, ideal and real, 76-77
responsibility and, 85
selection of appropriate person in, 81
selection of task in, 79-80
for self, 171-172
of special assignments to dead-end employees,
233
as time waster, 92
upward and downward aspects of, 76-79
Department
characteristics of supervisory style and, 29-30
heads of, responsibilities of, in budgeting
process, 346-347
Department of Health and Human Services, 463
Differences, cultural, 154
Directed discussion meeting, 322
Directing
definition of, 54
as management function, 52, 54, 57-58
Disability, avoiding questions about, in interview,
133
Discharge in progressive discipline, 217-219
Discharge-dismissal notice, 219
Discharge versus dismissal, 220-221
Discipline, 214-222
conduct problems and traditional progressive,
215-219
conduct versus performance in, 214-215
counseling in, 215
documentation of, 222
guidelines for effective, 221-222
guts and, 224-225
justice and, 224-225
nonpunitive, 222-223
progressive nature of, 214-215
suspension in, 219-219
tact and, 224-225
warnings, oral and written in, 215-216
Discrete rating scales for appraisal, 189-190
Discretion with troubled employee, 238
Discussion meetings, 322
Diversity
concern for, 152-153
in one-to-one relationship, 152-155

.
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Documentation of disciplinary action, 222
Downsizing, 6, 414

E
Editing of written communication, 308-309
Education
continuing, 427-441. See also Continuing edu-
cation
management, in appraisal system, 199
in methods improvement, 408
supervisory and management, after re-
engineering or reduction in force, 436—
438
Education Amendments Act of 1972, title IX,
4456
Educational background, questions about, in
interview, 135
Election, bargaining, in unionization process,
500-501
Electromation Decision, 375-377
E-mail, 314-315
Emotion as barrier to communication, 149-150
Emotional sore spots, awareness in listening, 149-
150
Employee(s)
appropriate, selection of, in delegation, 81
behavior, emerging patterns of, 240-242
confidence in, limited, as barrier to delegation,
73-76
continuing education for, 431-436. See also
Continuing education for
employees
cross-training of, 383, 428, 431-432, 438-439
dead-end, 233-234
demands of, on organization, motivation and,
175
exempt, 446-447
instruction of, in delegation, 82
knowledge of criteria by, in appraisal system,
198
mobility of, supervisory style and, 30
motivation of, in delegation, 82
motivation, other perspectives, 178-179
nonexempt, 447
performance objectives for, in constructive
appraisal, 203-204
performance problems, 219-221
privacy, 272
problem, 227-243. See also Problem employee
problems of organizational communication
involving, 481-482
problems, stopping before they start, 223-224
purpose of delegation for, 72-73
real problems of, 242
responsibilities of health care management to,
42
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time-wasting pressures from, response to, 102-
103
treatment, manager’s rule for, 182-183
troubled, 237-238
view of leadership of, 167-168
Employee assistance programs (EAP), 238-239
Employee comparison methods, 191
Employee relations, as human resource function,
250
Employment
application, 131
as human resource function, 250
references, in interview process, 137-138
Empowerment
definition of, 70
and delegation, 70-71
as proper delegation, 18
in total quality management (TQM), 70
Environment
changing, supervisor’s evolving role in, 3-20
management style and, 28-29
paradigms, new and shifting, 4-5
versus process, 22—25. See also Process versus
environment
Environmental factors in motivation, 177-178
Equal employment opportunity
Age Discrimination in Employment Act of
1967 and, 452-453
Equal Pay Act of 1963, 452
National Labor Relations Act and, 456
state and local laws on, 455
supervisor and, 452-457
Title VI of Civil Rights Act of 1964, 453
Title VII of Civil Rights Act of 1964, 452
Title IX, Education amendments Act of 1972,
456
Equal Pay Act of 1963, 452
Esteem needs as motivators, 176
Ethical issues
addressing, 275
in business of health care, 268-273
Ethical standards, model, 273
Ethics, 2263-278
and the health care manager, 265. See also
Business ethics and the health care
organization
business, and the health care organization,
268-273
committee, 275
employee role, 277
manager’s responsibility, 275-277
medical, 2275-267
Evaluation of criticism, 212
Evidence for discipline, 221-222
Excellence, and total quality management, 356
Expense budget, 337

.



Exploitative autocracy, 160
Exploratory discussion meeting, 322-323

F
Face-to-face contacts as time waster, 93
Failure
fear of, as barrier to personal supervisory
effectiveness, 108
in performance of delegated task, freedom for,
85-86
Family and Medical Leave Act (FMLA), 455
Favoritism, avoidance of, in effective discipline,
221
Feedback, enhanced, on performance, 383
Field review for appraisal, 194
Finance director, responsibilities of, in budgeting
process, 346
Fixed versus flexible budgeting, 336
Flattened organization, 15-16
Flattening, organizational, 287, 480
Flexibility, and job security, 295
Flow diagram in methods improvement, 403
Flow process chart
in methods improvement, 400-403
multiple activity, in methods improvement,
404
Follow-up in interview process, 140-141
Forced choice method for appraisal, 192
Forced distribution method of employee compari-
son, 191
“Formula management,” 167
Free-form essay for appraisal, 194
Full-time equivalent (FTE), 344, 345
examples of, 345
Functional specialist, supervisor as, 38-39

G

Gang process chart in methods improvement, 404

Gaps, in candidate’s employment history, 136

Generalist, management, supervisor as, 38-39

Genetic manipulation, 265

Genetic testing, 265-266

Goal setting, individual, and planning, 110-111

“Grapevine” in organizational communication,
487-488

Group appraisal method, 194-195

H
Habit(s)
as barriers to delegation, 73-74
of delegation, building, 86
personal, as time waster, 94
“Halo effect” in appraisal, 195
Harassment, sexual, 457-458
Health care
marketing, 12-13
marketing and competition in, 24
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relationships in, 13
settings, 27-29
unions in, 493-494
Health care environment
identifying real differences in, 25-27
industry compared to, 21-35
implications of, for supervision, 29-30
process versus environment in, 22-27. See
also Process versus environment
Health care management, responsibilities of, 42-
43
Health care organization
external pressure on, 32-33
nature of, 23
regulatory intrusion, growing, 32-33
Health Insurance Portability and Accountability
Act (HIPAA), 460-478
Administrative Simplification, Title II, 462
description of, 461
effects on organization, 466-468
intent of, 462-463
origins of, 461-462
patient privacy rights under, 465-466
penalties for noncompliance with, 468-469
physical plant considerations in, 468
privacy notice, sample, 473-478
privacy officer, 468
Privacy Rule, 462, 463, 464-469
protection of personal medical information,
467
Security Rule, 462, 463-464
the supervisor and, 469-470
Titles I, I1L, IV, and V, 461
Title II, 461, 462, 463-464
Transactions and Codes Sets Rule, 463
Health maintenance organization, 463
Human resource department, 244-259
functions of, 250-251
information to provide to, 255
learning about, 248-252
service emphasis, 246
as staff function, 248-249, 251-252
the supervisor and, 244-259
utilizing services, 252-254
value of services, 246-248

I

Improvement, methods, 393-412. See also
Methods improvement

Inflationary spiral, 366

Inflexibility, resistance to change or, 295-296

Information meetings, 322

Informational programs in continuing education,
430

Initiative in self-management, 107

Inspection in flow process chart, 400, 401

.
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Interpersonal communication, 144-158. See also
Communication in one-to-one rela-
tionship

Interruptions, avoiding, in listening, 152

Interview

appraisal, 199, 205

employment application, in preparation, 131

job description, in preparation, 130-131

manager and, 128-129

manager’s preparation for, 130-132

other considerations in, 131-132
Interviewing, 127-143

asking one question at a time, 139

avoiding leading or “loaded” questions in, 139

avoiding short-answer in, 138-139

candidates for, 129-130

employment references in, 137-138

follow-up in, 140-141

indicating follow-up in, 1140

keeping writing to minimum in, 139

more listening than talking in, 140

putting applicant at ease in, 138

questioning in, guidelines for, 132-138

questions to ask in, 135-136

questions to avoid in, 132-135

resolving gaps in employment history, 136

using appropriate language in, 140
Involvement in management of change, 301

J
Japanese management, 178
Job description, 130-131
analysis in constructive appraisal, 203
Job enhancement, 38351
Job market, 5
Job organization system
Likert’s, 26-27
management system and, 26
real world and, 27
Job security, 4
increased importance, 180
supervisor’s, 10-11
Joint Commission on Accreditation of Healthcare
Organizations and competence assess-
ment, 200
Judgment in decision-making process, 288-289
Justice in criticism and discipline, 224-225

L
Labels
organizational, 50-51
title as more than, 52
Language in writing letters and memos, 281-282
Law(s)
additional, need for, 458
local, on employment discrimination, 455
pertaining to employment, proliferation of, 247
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related to National Labor Relations Act, 456
state, on employment discrimination, 455
supervisor and, 441-459
wage and hour, 446-451. See also Wage and
hour laws
Layout, physical, HIPAA effects on, 468
Leadership, 149-161
assumptions about people in, 162-163
autocratic, 160
bureaucratic, 161
characteristic of, primary, 164—165
consultative, 161
employee’s view of, 167-168
in decision-making process, 290
introducing, 160
outmoded views of, 164
participative, 161
patterns of, 160-162
style and circumstances of, 163-164
true, 169
versus “management,” 165-166
visible supervisor and, 168
Leading “by the book,” 166—167
Legal guides for supervisory behavior, 442-443
Legal traps, potential, in performance appraisal,
200-201
Letter(s)
guidelines for better, 305-309
sample, 311-313
Likert’s scale of organizations, 25-27
departmental characteristics and, 29-30
implications for supervision, 29-30
Line functions, organizational labels for, 49-50
Line of authority, 51
Listening
in communication, 151-152
guidelines for, in interpersonal communication,
155-156
to troubled employee, 238
when criticized, 211
Local Laws on employment discrimination, 455
Love needs as motivators, 176

M
Magnetic resonance imaging (MRI), 295
Manage, definition of, 48-49
Managed care
“gatekeeper” in, 8
Medicare and, 8-9
move toward, 364
potential limit of, 9-10
restricted access in, 7-8
Management, 48-52
by objectives (MBO), 166-167
“cookie cutter,” 166-167
of change, 293-303. See also Change, manage-
ment of

.



definition of, 48—49

errors of, in union organizing assessment, 492-

493
“formula,” 167
functions of, basic, 52-60
Japanese, 178
middle, and effects of organizational flatten-
ing, 14-16
practical definition of, 49-50
process versus people in, 60
shared, 297-298
style, 163-164
of time, 89-104. See also Time, management
of
titles in significance of, 52
upper and middle, organizational labels for,
50-51
versus leadership, 165-166
Management education in appraisal system, 199
Management generalist, supervisor as, 38—-39
Management style, environment and, 28-29
Manager
definition of, 48-49
organizational labels for, 48-50
supervisor versus, 49
Marital status, avoiding questions about in inter-
view, 134
Market, job, 5
Marketing health care, 12-13, 24
Master of hospital administration (MHA), 14
Meaning, transfer of, in one-to-one relationship,
145-147
Medical ethics, 265-267
issues, 265-266
Medical information, personal, control of, 464-
469
Medicare
and managed care, 8-9
cuts under the Balanced Budget Act of 1997,
10
Meeting(s), 318-331
agenda for, preparing, 325
assignments at, 326
cost of, 321
defining problem for, 323
discussion, 322
facilities for, arranging for, 325
goals of, determining, 323
information, 322
information on, advance, distributing, 324
leading, 325-328
need for, confirming, 323
participants, notifying and reminding, 324
participants, selecting, 324
preparation for, 323-325
staff, 323
as time waster, 94, 100
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type of, selecting, 324
types of, 322-323
use or abuse of, 330
Memos, better, guidelines for, 305-309
Message, getting whole, in listening, 152
Methods improvement, 393-412
in action, 410
application of, 409-410
approach to, 396-400
challenge everything in, 398
developing improved method in, 398-399
education in, 408
example of, for information request, 404-408
flow diagram in, 403
flow process chart in, 400-403
follow-up in, 399-400
gang process chart in, 404
gathering facts in, 397
implementation in, 399-400
methods minded attitude in, 410-411
multiple activity flow process chart in, 404
need for, 394-396
operation process chart in, 404
organized, 408-410
philosophy of, 408
reducing problem to subproblems in, 397-398
room for, 394-396
select task, isolate problem in, 396-397
tools and techniques of, 400-404
as total quality management in action, 410
and total quality management, 396
Methods-minded attitude toward methods
improvement, 410-411
Military service, questions about, in interview,
134
Mobility of employees, supervisory style and, 30
Money
as constraint in decision-making process, 286
as motivator, 180-181
Morale, absenteeism and, 236
Motivating forces, 175-179
Motivation, 173-185
absenteeism and, 236
demands on organization and, 175
employees, other perspectives, 178-179
of employee in delegation, 82
first-line supervisor and, 183-184
forces in, basic needs as, 175-177
key principles of, 182
money in, 180-181
morale factors and, 179-180
satisfaction in work and, 174-175
similarities between supervisors and employ-
ees, 181-183
strengthened through team building, 383-384
what makes them perform, 179-180

.
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Multiple activity chart in methods improvement, organizational concerns and, 480-481
404 physical distance and, 480
Multiple activity flow process chart in methods problems involving employees and, 481-482
improvement, 404 problems involving managers and, 481
supervisor’s orientation in, 489
N supervisor’s role in, 482-487
National Labor Relations Act, 375, 443-446 upward and downward, 479-480
1975 amendments to, 444-445 Organizational labels, 50-52
congressional intent of, 445 Organizing
fragmentation of bargaining units and, 445-446 definition of, 54
National Labor Relations Board (NLRB), 375- excessive, as time waster, 92-93
377 as management function, 52, 54, 56-57
and fragmentation of bargaining units, 445-446 Output, quality vs., 369
Need(s) Overtime compensation
basic, as motivators, 175-179 8 and 80 provision and, 449-450
matter of, organizations and, 25 regular rate in, 450-451
Negligent hiring, 138 time and one-half in, 449-450
Nonpunitive discipline, 222-223 wage and hour laws and, 450-451
Norris-LaGuardia Act, 443 work week, 448
Notice of discharge or dismissal, 219
Notice, suspension, 218 P
Paid-time-off (PTO) plans, 237
[0) Paperwork as time waster, 100
Omnibus Budget Reconciliation Act (OBRA), Paradigms(s)

266 health care, and effects, 11-12
One-to-one relationship, 144-158 strongest force for breaking out of, 12
communication in, barriers to, 148- Participation, employee, increased, 383
150139-141 Participative budgeting, 334-335

listening in, 151-152 Participative leadership, 161
open-door attitude in, 156 Patience with troubled employee, 238
as two-way street, 147-148 Patient
Open-door attitude in one-to-one relationship, confidentiality, 272
156 privacy in public settings, 469
Open-door policy, and supervisor, 16—17 responsibilities of health care management to,
Operating budget, 336-337 42
Operation in flow process chart, 400, 401 self-determination, 266
Operation process chart in methods improvement, Pay, equal, wage and hours laws and, 452
404 People versus process in management functions,
Opportunity, in motivation, 171-178 60
Oral warning Perfection, search for, as barrier to personal
in progressive discipline, 215 supervisory effectiveness, 108
record of, form, 216 Performance appraisal, 186-208
Orders in management of change, 300 checklist methods, 191-192
Organization(s) constructive, 203-205
demands of employees on, motivation and, critical elements, 188—189
175 critical incident method, 193-194
flattened, 14-16 effective system, requirements of, 198-199
Likert’s scale of, 25-27 employee comparison methods of, 191
need and, 25 existing system, living with, 205-206
in personal supervisory effectiveness, 108-110 failure of, reasons for, 195-197
in self-management, 108-110 field review method, 194
“typing” of, 25 free-form essay method, 194
Organizational communication, 479-490 group appraisal method, 194-195
complexity of problem and, 479-480 interview in, 199, 205
grapevine in, 487-488 language of, changing, 199-200
number of levels in organization structure and, legally defensible, 200-201
480 manager’s discomfort with, 187-188

.



methods of, traditional, 189-195
objectives of, 188-189, 206
problems of, 195
purpose of, 188-189
rating scale methods, 189-190
standard-based, 201-203
supervisor’s attitude toward, 187-188
Performance standards in appraisal system, 198
Personal medical information, protection of, 467
use and disclosure rules, 473-478
Personal supervisory effectiveness, 105-123. See
also Supervisory effectiveness, personal
Personality(ies)
as constraint in decision-making process, 286-
287
judgments as cause of failure of appraisals,
196
Personnel, 245. See also Human resource depart-
ment
Persuasion in management of change, 300-301
Peter Principle revisited, 39-40
Physiological needs as motivators, 176
Planning
definition of, 54
excessive, as time waster, 92-93
failure of, as time waster, 92
as imperfect process, 55
individual, and goal-setting, 103—-104
as management function, 52, 54, 56
value of, 55-56
Plans as time savers, 94-97
Politics as constraint in decision-making process,
287
Positive status, HIV, 266
Prepositions in writing letters and memos, 310
Prestige assignments for dead-end employees,
233
Priorities, failure to establish, as time wasters, 92
Privacy
employee, 272
for giving criticism, 213
the individual and, 465-466
respect for, in effective discipline, 221
under HIPAA, 464-469
Privacy Notice, HIPAA, 473-478
Privacy Rule, HIPAA, 464-465
Problem employee, 227-243
absenteeism and, 234-237
dead-end employee as, 233-234
dealing with, 230-232
existence of, 228-230
Problems, employee, stopping before they start,
223-224
Problem-solving discussion meeting, 322
Process versus environment, 22-25
controversy on, 22-23
dividing lines in, 24
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nature of health care organizations and, 23
Process versus people in management functions,
60
Productivity and quality, relationship between,
355-371. See also Quality and productiv-
ity
Productivity
factors influencing, 368
reasons for concern for, 366-367
as relationship between input and output, 336
Professionalism, degree of, and supervisory style,
30
Pronouns in writing letters and memos, 309
Protection of personal medical information,
responsibility for, 467

Q
Qualification tests, precautions for, 134-135
Quality
assurance, 357
checks of, organization characteristics and, 32
circles, 167, 373
as constraint in decision-making process, 286
control, 357
management, total, 355-371. See also Total
quality management and productivity
National Commission on Productivity and
Work Quality, 363-365
vs. output, 369

R
Ranking method of employee comparison, 191
Rating scales for appraisal, 189-191
Rational criticism, 213
Reasonable accommodation, 133
Reasonableness in effective discipline, 221
Reassurance of troubled employee, 238
Recommendation, avoiding questions about, in
interview, 133
Record of oral warning, form, 216
Recorder, at meeting, 326
Reduction in force, 416-425
aftermath, 416-425
changes in supervisory role, 421-422
communication with survivors, 419-421
education and training after, 422-423
efforts preceding, 416-419
employee motivation after, 420-421
necessity of, 417-419
reactions to, 417, 419-420
remaining employees, 419-420
Reengineering, 414-416
consultants, for, 416
defined, 414
dimensions affecting supervisors, 7
obstacles to, 415
perception, intent, reality, 414

.



10  Index

synonyms, 6
true, 6-7, 12
Reference, employment, in interview process,
137-138
Rehabilitation Act of 1973, 456
Relationship, one-to-one, 144-158. See also One-
to-one relationship
Relatives, avoiding questions about, in interview,
133
Reports, writing, 313-314
Reproductive freedom, 266
Resistance
to change, 295-296
and paradigm shifts, 424-425
of manager, organizational communication
and, 481
reasons for, 298-299
Responding, wait before, in listening, 152
Responsibility(ies)
for budgeting process, 346-347
in decision-making process, 290
delegation and, 85
extra, for dead-end employee, 233
of supervision, 42
Revenue budget, 337
Rewriting of written communication, 308-309
Risk in decision-making process, 288-289
Role, health care supervisor, evolving, 6-20
Role, supervisor’s evolving, in changing environ-
ment, 3-20
Rules
following of, in effective discipline, 221
need for, 210

S
Safety needs as motivators, 176
Scales, rating, for appraisal, 189-191
Scribe, at meeting, 327
Scheduling
defined, 344
staffing and, 344-345
Security, changing nature of, 295
Security, job, 4
Self
purpose of delegation for, 71-72
time-wasting pressures, response to, 103
Self-actualization as motivator, 176
Self-contained record in appraisal system, 199
Self-management, 105-123
barriers to effectiveness in, 108
initiative in, 107
organization in, 108-110
self-improvement in, 106-107
stress and, 112-115
time utilization in, 115
Semantics as barrier to communication, 148-149
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Sentences, short, in writing letters and memos,
310
Settings, health care, 27-28
Sexual harassment, 457-458
Shared management, 297-298
Sick time, abuse of, 236-237
and paid-time-off (PTO) plans, 237
Skill programs in continuing education, 430
Social Security benefits, avoiding questions
about, in interview, 135
Span of control, increased, 297
Specialist, functional, supervisor as, 38-39
Staff functions, organizational labels for, 51-52
Staffing
defined, 344
and scheduling, 344-347
standards, 3345-346
Staff meeting, 323
Standard-based appraisal, 201-203
Standards
ethical, model, 273
of performance in appraisal system, 198
staffing, 345-346
State laws on employment discrimination, 455-
456
Statistical budget, 336-337
Storage in flow process chart, 401
Stress, supervisory, 112-115
coping with, 114-115
management, and time management, as insepa-
rable activities, 101-102
sources of, 112-116
Style, management, 163-164
Substandard performer, newly identified, guide-
lines for dealing with, 220
Supervision,
dichotomy in, 38-39
implications for, 29-30
nature of, 43-44
Peter Principle revisited in, 39-40
responsibilities of, in health care management,
42-43
talent for, 37
working trap in, 40-41
Supervisor(s)
approach to change, 300-302
attitude of, toward performance appraisal, 187-
188
behavior of, legal guides for, 442-443
as coach or counselor, 16
continuing education for, 439-440
and effects of organizational flattening, 14-16
employees’ view of, 421
first-line, motivation and, 183-184
as functional specialist, 38-39
health care, evolving role, 6-20
HIPAA and the, 469-470

.



and the human resource department, 244-259
See also Human resource
department
interview and, 128-129
law and, 442-459. See also Law(s)
as management generalist, 38-39
manager versus, 49
National Labor Relations Act and, 443-446
and open-door policy, 16-17
organizational labels for, 50-51
organizational orientation, 16
position of, unionization potential and, 494-
495
problems of organizational communication
involving, 481
responsibilities of, in budgeting process, 346-
347
role, changes following reduction in force,
421-422
role of, in organizational communication, 482-
487
self-motivation and, 17-18
stress and, 112-115. See also Stress, superviso-
ry
as teacher in continuing education, 434-435
unionization campaign and, 497-500
visibility and availability, 16, 168
wage and hour laws and, 446-451 See also
Wage and hour laws
Supervisory approach, personal, 33
Supervisory effectiveness, personal, 104-123
barriers to, 108
initiative in, 107
organization in, 108-11-
self-improvement in, 106-107
stress and, 112-115
time utilization and, 115
Supervisory role
performance orientation in, 116, 118-121
personal orientation in, 116-118
suitability for, 121-122
Suspension in progressive discipline, 216-219
notice, 218
System, time-wasting pressures from, response to,
102
System administration in appraisal system, 199

T
Tact in criticism and discipline, 224-225
Taft-Hartley Act, 377, 443-446. See also National
Labor Relations Act
Talking, guidelines for, in interpersonal commu-
nication, 155
Task(s)
definability of, supervisory style and, 30
organization of, in delegation, 79-80
selection of, in delegation, 79-80
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Teacher
in continuing education, supervisor as, 434-
435
use of dead-end employee as, 333
Team(s), 372-392
ad hoc, 373
or committees, shortcomings of, 378
departmental, 374, 381
Electromation Decision affecting, 375-377
employee, 373, 374-375
legal implications of, 374-378
obstacles to avoid, 379
the power of, 386-387
project, 373, 374-375
project or employee, 374-381
rules for establishing effective, 379-380
types of, 373-374
Team building, 372-392
attitude supportive of, 389
defined, 381-382
disequilibrium in, 384-385
employee potential in, 382
formation in, 382
guidance for, 387-388
and leadership style, 387
maintenance in, 385-386
maturity in, 385
purposes, 381-382
role definition in, 385
stages of, 384-386
strengthened motivation through, 383-384
synergistic effect in, 381-382
Team-oriented problem solving, 373
Teamwork, 372-392
Technology, change due to, 294-295
Telephone
as time saver, 98-100
as time waster, 93, 98-100
Temper
as barrier to personal supervisory effective-
ness, 108
controlling, when criticized, 211
Theory X, 178, 382
Theory Y, 178, 382
Theory Z, 178
Time
available to manager, organizational communi-
cation and, 481
as constraint in decision-making process, 285-
286
consciousness, improved, benefits of, 91
effective use of, 115
lack of, as barrier to delegation, 73-76
Time management, §9-104
savers of time in, 94-100. See also Time,
savers of

.
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time-wasting pressures in, supervisor’s
response to, 102-103
utilizing time in, 90
wasters of time in, 92-94. See also Time,
wasters of
Time, savers of, 94-100
face-to-face contacts as, 97-98
meetings as, 100
paperwork as, 100
plans as, 94-98
priorities as, 94-98
telephone as, 98-100
as unrenewable resource, 103
Time, wasters of, 92-94
face-to-face contacts as, 93
failure to delegate as, 92
failure to plan and establish priorities as, 92
meetings as, 94
overorganizing as, 92-93
overplanning as, 92-93
paperwork as, 94
personal habits as, 94
telephone as, 93
Timekeeper, at meeting, 327
Timing of criticism, 213
Title, significance of, 52
Title VI of Civil Rights Act of 1964, 453
Title VII of Civil Rights Act of 1964, 452, 457
Title IX, Education Amendments Act of 1972,
456
Total quality management, (TQM)
empowerment in, 70-71
as “flavor of the month,” 166
leadership, shades of meaning in, 165-166
management commitment to, 358-359
and methods improvement, 396
and quality circles, relationship to, 357-358
team activity in, 375
Transportation in flow process chart, 400, 401
Troubled employee, 237-239
Trustees, board of, responsibilities of health care
management to, 42-43
Tuition assistance benefits, 438

U
Uncertainty in decision-making process, 288-289
Unions, 491-502
activities of, avoiding questions about, in inter-
view, 135
advantages of, over employer in organizing
process, 496-497
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avoidance of, feasibility of, 492-493
bargaining election for, 500-501
bargaining units, fragmentation, 445-446
health care and, 493-494
organizing campaign of, 495-496
supervisor’s role during organizing, 497-499
success of, living with, 501
supervisor’s position and, 494-495

Unity of command in organizing, 56-57

A\

Variability of work, supervisory style and, 29-30

View of supervisor, employees’, 421

Vietnam Era Veterans Readjustment Assistance
Act of 1974, 456

W
Wage and hour laws, 446-451
equal pay in, 452
exempt employees in, 445-447
nonexempt employees in, 447
overtime compensation in, 448-451. See also
Overtime compensation
Wagner Act (National Labor Relations Act of
1935), 443
Weighted checklists for appraisal, 191-192
Welfare benefit, sick time as, 236
Work
satisfaction in, motivation and, 174-175
variability of, supervisory style and, 29-30
Working tool, appraisal as, 199
Working trap in supervision, 40-41
Written communication, 305
Written warning in progressive discipline, 216
form, 217
Wrongful discharge complaint, and performance
appraisal, 200-201

X
X-ray department expense budget, 339-344
film, supplies, and equipment repairs in, 340-
341, 342
fixed expense in, 3342
personnel portion of, 341
projections for, 340-342
staff education in, 342-343
statistics in, 340-342




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /CMYK
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


