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Supervisor’s Guide
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Agenda
Day 1

Introductions and Housekeeping

Values
Management and Organizational Theories
Power

Transitioning from Peer and Worker to Supervisor

Personal Reflection
Day 2
Transitioning From Peer and Worker to Supervisor
Supervisor as Advocate

Supervisor as Change Agent

Supervisor as Data Analyst

Personal Reflection

Day 3

Supervisor as Recruiter

Supervisor as Performance Monitor
Supervising a Multigenerational Workforce
Personal Reflection, Wrap-Up, and Evaluation
Training Competencies & Learning Objectives
Competency 1:
Communicates agency mission, vision, and philosophy.

a. Articulates the agency vision.

b. Describes how the agency vision manifests at the unit level.

Competency 2:
Develops awareness of one’s own attitudes, needs, and behavior and their effect on relationships within the agency. They may be similar or different than the organization’s.

a. Recognizes personal strengths and challenges. 

b. Recognizes personal motivation.

c. Identifies personal, unit, and organizational values.


d. Understands how values impact administrative responsibilities.

Competency 3:

Applies organizational and management approaches and philosophies to self and the agency for maximum management effectiveness.

a. Defines common themes in management and organizational theories.

b. Articulates a personal understanding of management theory. 

c. Understands sources of and own use of power. 
d. Identifies the linkages between power and social motives.

Competency 4:

Understands how to successfully transition from peer and worker to supervisor.

Competency 5:
Creatively and effectively advocates for clients and staff within and outside the agency.
a. Describes the scope of relationships within and outside the agency.

b. Analyzes the quality of relationships within and outside the agency.

Competency 6:
Has an awareness of and utilizes strategies that can facilitate introduction and management of changes in the workplace.
a. Identifies the dynamics of change.

b. Describes the change process in terms of a recent change within the agency.

c. Describes strategies for improving change management within the agency.

Competencies 7 & 8:
Applies a system for ensuring accountability to stakeholders for agency performance.

Appropriately uses data for decision-making and planning to ensure the proper focus on outcomes.
a. Explains the purpose of an outcomes approach to practice.

b. Defines common terms used in outcome measurement.

c. Reviews reports containing GA SHINES and OFI data.

d. Interprets significance of data from reports to practice.

Competency 9:

Participates in the recruitment, selection, and transition process.
a. Explains the rationale for effective recruitment and retention.

b. Identifies entry-level competencies for case managers.

c. Describes common pitfalls in the interview process.

d. Explains a “good” interview process.

e. Distinguishes appropriate interview questions.

f. Selects strategies for issues related to recruitment and retention.

Competency 10:

Able to assess employee performance issues and recommend appropriate intervention.
a. Identifies employee performance problems.

b. Applies principles of progressive discipline.
Competency 10:

Able to assess generational factors that affect workforce dynamics
a. Identifies own generational identity

b. Identifies characteristics, assets and liabilities 

c. Develops supervision strategies 
Scavenger Hunt Unit 1

Directions: 
Walk around the room and obtain a signature from other training participants for as many of the descriptions below as possible.
	Have been a case manager in a different area than the one supervising

_____________
	Office has a staff less than 10

____________
	Have an MSW

____________
	Office has a staff more than 20
___________

	Have been a foster parent

_____________
	Have supervised outside of DFCS

_____________
	Did child welfare work in another state

____________
	Have worked in Child Protective Services
___________

	Supervise CPS
_____________
	Supervise Foster Care
_____________
	Supervise adoption 
_____________
	Have worked for DFCS more than 5 years
_____________

	Worked  at the state office
_____________
	Have a BSW

_____________
	Drove more than 100 miles to be here

____________
	Have 5 years experience in the program area I will be supervising
____________

	Live in this town

_____________
	Have been with the agency more than 10 years

_____________
	Have been with the agency less than two years
_____________
	Have been a supervisor for more than 2 years
____________


[image: image1.wmf]NEW SUPERVISOR CERTIFICATION PROCESS CHECKLIST

Supervisor Name:  ___________________________   County:  _____________________

Program Area(s) of Responsibility:

__________
CPS (includes Family Preservation and Assessments)

__________
Foster Care

__________
Adoption

__________
Resource Development

Completion of the following indicators is consideration for making the certification decision.  Please document the date of each or if appropriate, that a waiver was approved and the date.

___________
Program certification in all program areas of supervisory responsibility

___________
OCP 616 Results Oriented Management On-line satisfactorily completed

___________    PE 527 Family Centered Practice Model Classroom course complete

___________
OCP 419 Putting the Pieces Together Classroom course satisfactorily completed

___________
Putting the Pieces Together knowledge test passed (score of 90% or higher)

___________
Trainer feedback form received and reviewed (classroom feedback)

___________
OCP 420 Skill Building Activities satisfactorily completed



 FORMCHECKBOX 
 Part One – Welcome



 FORMCHECKBOX 
 Part Two – Administrative



 FORMCHECKBOX 
 Part Three – Educational



 FORMCHECKBOX 
 Part Four - Supportive

___________
OCP 334  Day to Day Supervising with GA SHINES satisfactorily completed

___________    Supervisor Certification Field Observations satisfactorily completed demonstrating Administrative, Educational, and Supportive roles in each:
 FORMCHECKBOX 
 Field Observation Unit Meeting satisfactorily completed

 FORMCHECKBOX 
 Field Observation Individual Conference satisfactorily completed

 FORMCHECKBOX 
 Record Review satisfactorily completed

___________     FORMCHECKBOX 
 OHRMD Skills for Successful Supervision completed

___________
Interim Performance Review completed
CERTIFICATION GRANTED: (circle one)       Yes       No

County Director making decision ______________________________Date _________________

Comments:

Documentation of Certification Decisions:
1. Complete this form and place in the employee’s personnel file.  The county director making the certification decision must sign this form.
2. To ensure that the certification decision is entered into the Transcript System, e-mail this form to asmoore@dhr.state.ga.us    
 Agency Mission and Vision

Mission-What Our Goal Is Everyday
To be a valued resource for improving individual and family well-being
Vision-What We Hope For
Stronger families for a stronger Georgia
Core Functions-How We Achieve Mission and Vision
· Protect vulnerable Georgians from harm

· Promote self-sufficiency and independence for families and individuals

· Deliver services and manage business operations effectively and efficiently

Values(
	___
	Achievement
	___
	Freedom
	___
	Physical Challenge

	___
	Advancement & promotion
	___
	Friendships
	___
	Pleasure

	
	
	___
	Growth
	___
	Privacy

	___
	Affection (love & caring)
	___
	Helping other people
	___
	Public service

	
	
	___
	Helping society
	___
	Purity

	___
	Arts
	___
	Honesty
	___
	Quality of what I take part in

	___
	Challenging problems
	___
	Independence
	
	

	___
	Change & variety
	___
	Influencing others
	___
	Quality relationships

	___
	Close relationships
	___
	Inner harmony
	___
	Recognition (respect from others, status)

	___
	Community
	___
	Integrity
	
	

	___
	Competence
	___
	Intellectual status
	___
	Religion

	___
	Competition
	___
	Involvement
	___
	Reputation

	___
	Cooperation
	___
	Job tranquility
	___
	Responsibility & accountability

	___
	Country
	___
	Knowledge
	
	

	___
	Creativity
	___
	Leadership
	___
	Security

	___
	Decisiveness
	___
	Location
	___
	Self-respect

	___
	Democracy
	___
	Loyalty
	___
	Serenity

	___
	Ecological awareness
	___
	Market position
	___
	Sophistication

	___
	Economic Security
	___
	Meaningful work
	___
	Stability

	___
	Effectiveness
	___
	Merit
	___
	Status

	___
	Efficiency
	___
	Money
	___
	Supervising others

	___
	Ethical practice
	___
	Nature
	___
	Time freedom

	___
	Excellence
	___
	Openness (Being around people who are open and honest)
	___
	Truth

	___
	Excitement
	
	
	___
	Wealth

	___
	Expertise
	
	
	___
	Wisdom

	___
	Fame
	___
	Order (tranquility, stability, conformity)
	___
	Work under pressure

	___
	Fast Living
	
	
	___
	Work with others

	___
	Fast-paced work
	___
	Personal development (living up to the fullest use of my potential)
	___
	Working alone

	___
	Financial gain
	
	
	
	

	
	
	
	
	
	


Values in Action
	Value
	Definition
	What it looks like in action

	
	
	


 Management & Leadership Theories
1. Each job has one right way of performing it and workers who are carefully selected, trained, and supported will perform the most optimally.
a) Agree

b) Disagree

2. Managers following general principles of management will achieve productivity.

a) Agree

b) Disagree

3. Managers who attend to employees’ personal needs will increase productivity.

a) Agree

b) Disagree

4. In order to achieve productivity, management must motivate employees to get beyond their natural dislike for work and lack of ambition and responsibility.

a) Agree

b) Disagree

5. Employees are motivated when they are able to participate and have responsibility for their work.

a) Agree

b) Disagree

6. Management problems can be analyzed through scientific modeling to achieve optimum solutions.

a) Agree

b) Disagree

7. When people cooperate in an organization through communication and interaction with one another, a common purpose is achieved that is far greater than the individual parts.

a) Agree

b) Disagree

8. Management approaches should respond to the unique problems and opportunities posed by different situations.

a) Agree

b) Disagree

9. Successful leadership depends upon a match between the style of the leader and the current situation.

a) Agree

b) Disagree

10. The leadership approach depends on the problem and its corresponding characteristics, which can be solved by different decision methods.

a) Agree

b) Disagree

11. Effective management is achieved by combining the best of workers and technology, while satisfying the needs of workers.

a) Agree

b) Disagree

12. Continuous learning through new knowledge and insights results in a work environment that most supports the organization and individuals’ goals.

a) Agree

b) Disagree

 Summary of Management Theories

Classical Approaches

Assume that people are rational and motivated by economic concerns.

Scientific Management Theory

Founder: Frederick W. Taylor, The Principles of Scientific Management, 1911

Major Theorists: Frank and Lillian Gilbreth, Henry Gantt

Description: Scientific Management Theory holds that there is a best and most efficient way to do each task. Productivity and prosperity for both worker and manager will be optimized if that way is scientifically identified (through time and motion studies), and workers are carefully selected and trained to do their job the best way possible. Above all, scientific management champions standardization, in the motions used to perform each task, in tools and machines, in working conditions, in relationships between workers, managers, and machines, and in workers’ economic rewards.
Motivation: A system of monetary incentives should be in place in order to motivate a worker to do his or her best; for example, a worker should receive a bonus for completing a task quickly.
How People Work Effectively Together: After standardization is in place, the proper relationship of worker to manager is one of unquestioning obedience, since the manager has determined what’s best through scientific methods.
Administrative-Principles Approach

Founder: Henri Fayol, Administration Industrielle et Generale, 1916

Major Theorist: Mary Parker Follett

Description: This approach holds that there are general principles of management that should be followed in order to achieve maximum productivity. According to Fayol, managers should work with foresight, organization, command, coordination, and control. More specifically, managers should use the principles of division of labor, unity of command and direction, equity, esprit de corps, and fair remuneration, among others, to ensure that the organization runs smoothly and efficiently.
Motivation: Workers are motivated by economic concerns and rewarded with a fair wage.

How People Work Effectively Together: Employees should be treated respectfully, and the interests of worker and management should be integrated; but, as in Scientific Management Theory, the manager ought to be totally obeyed because he or she best understands the purpose of the organization and the way to best achieve productivity and success.
Behavioral Approaches

The movement towards behavioral approaches shifted attention from the technical approach to work to the social and human factors of management. These approaches assume that people are social and self-actualizing, and are motivated by satisfying social relationships, group pressures, and personal fulfillment.

Hierarchy of Needs

Founder: Abraham Maslow, Motivation and Personality, 1954

Description: Maslow identified a hierarchy of five different levels of human needs: physiological, safety, social, esteem, and self-actualization. 

Motivation: According to Maslow, people are motivated by unmet needs, not by satisfied ones. For example, if someone has all her physiological needs—food, clothing, shelter—met, she will be motivated to do things that she thinks will fulfill her safety needs and protect her from danger and loss. Someone who has satisfied her esteem needs, and thus has self-confidence, will be motivated to perform tasks that increase self-actualization, the use of talents, creativity, and full potential.
How People Work Effectively Together: A manager should thus know his or her employees well enough to determine what their unsatisfied needs are, and use those needs to motivate the employee to meet their needs in ways that support the organization’s goals. By aligning personal need satisfaction with organizational need satisfaction, productivity will be increased.

Theory X and Theory Y

Founder: Douglas McGregor, The Human Side of Enterprise, 1960

Description: McGregor held that there are two perspectives from which managers can view human nature. They can ascribe to Theory X, which holds that workers naturally dislike work, lack ambition, and dislike responsibility. Managers who believe Theory X control their workers constantly, even oppressively, and use a system of rewards and punishment (or threats) to motivate their workers. Or, managers can ascribe to Theory Y, which holds that work is as natural as rest or play, and that workers are willing to work, eager to accept responsibility, and capable of self-direction, self-control, and creative thinking.
How People Work Effectively Together: According to McGregor, managers should try to shift their perception of their workers towards Theory Y, and allow workers more participation, freedom, and responsibility in their work.
Motivation: If workers are allowed these things, they will naturally work towards the organization’s goals, and in so doing, will have opportunities for self-actualization.

Quantitative Approaches

Quantitative approaches assume that mathematical techniques can be applied to help solve management problems.
Operational Research Approach

Description: The Operational Research Approach, the natural extension of Scientific Management, holds that management problems can be analyzed through scientific modeling to achieve optimum solutions. This approach focuses on decision-making, based on economic criteria, and uses formal mathematical models and computers. Techniques used in this approach include forecasting (using calculations to make projections into the future) and linear programming (calculating how best to allocate resources among competing uses). According to the Operational Research Approach, the way to achieve maximum productivity is through application of these mathematical analyses and solutions.
Modern Approaches

Modern approaches assume that people are complex and are motivated by multiple and variable needs.

Systems Theory

Founder: Chester Barnard, The Functions of the Executive, 1968

Description/How People Work Effectively Together: Under this theory, a successful organization will be one in which workers, through communication and interaction, cooperate to create a system. This system is a whole that is much more than the sum of its parts; and through cooperation in this system, workers achieve much more than they would be able to as individuals. In order maximize productivity, managers should work to facilitate cooperation and ensure the vitality of the system.

Sociotechnical Theory (Total Quality Management)

Founder: W. Edwards Deming

Description: Deming believed that in order to cut costs, increase sales, and maximize productivity, managers should focus on encouraging workers to take personal responsibility in the quality of their products.
Motivation: In order to motivate them to do so, managers should show them respect by providing job security and a fair compensation system. Management should also seek to meet the personal needs of the worker; as Deming wrote, “All of the management structure should be directed toward one aim—allowing the individual to perform his or her job to the utmost while experiencing his or her work in a manner consistent with the aims of the organization.” Thus, under this theory, workers are motivated by economic, social, and personal considerations to achieve maximum productivity and quality.
How People Work Effectively Together: As in the Systems Theory, managers should encourage cooperation between all workers, managers, and customers, and eliminate any competition in the workplace.

Learning Organization Theory
Founder: Peter Senge, The Fifth Discipline, 1990

Description: According to Senge, continuous learning through new knowledge and insights results in a work environment that most supports the organization and the individual’s goals. Learning should not be merely adaptive, but should be generative as well. This means that an organization as a whole should not just learn from its mistakes, but should also learn in a way that is productive, a way that creates new organizational strategies and goals.
How People Work Effectively Together: Leaders should work towards building learning organizations, by acting as designers, stewards, and teachers. They should not direct all the action in the organization, but rather enable all individuals within the organization to be responsible for their own generative learning and the organization’s generative learning as well.
Motivation: People will be most motivated when they are part of a team that learns together.
Contingency Theories

Major Theorists: Ralph Stogdill, Fred Fiedler

Description: According to Contingency Theories, managers should respond to problems with solutions matched to specific situations. There is no one best way to approach all problems of a certain type; rather, managers must analyze and understand the unique situation in order to come up with an appropriate response. Leadership characteristics and behaviors may be right for one situation and not for another; thus, an effective manager will be flexible, sensitive to the needs of different situations, and skilled at making decisions based on those needs.
Situational Leadership

Founders: Ken Blanchard and Paul Hersey, Leadership and the One Minute Manager, 1999

Description: Situational Leadership is a contingency theory that holds that successful leadership depends upon a match between the style of the leader and the current situation. Blanchard and Hersey characterized leadership styles in terms of the amount of direction and support that the leader gives to his workers, and identified four levels of leadership style: Directing (S1), Coaching (S2), Supporting (S3), and Delegating (S4). They also identified four levels of worker development, D1-D4, based on worker competence and commitment. 

How People Work Effectively Together: For a given situation, an effective leader should identify the development level of the worker and match her leadership style to it. For example, a worker who is D1 in a given situation, with low competence and low commitment to the task at hand, will be most motivated and most effective when directed in precisely what needs to be done. However, if the same worker is D4 in a different situation, the leader should simply delegate the task to her and trust that it will be done well.
Motivation: People are thus motivated by being treated appropriate to their development level, which amounts to being treated in the way that allows them to confidently be most effective in their work.
Leadership-Participation Theory

Founders: Victor Vroom and Philip Jetton, Leadership and Decision-Making, 1976; Victor Vroom and A. Jago, The New Leadership: Managing Participation in Organizations, 1988

Description: Leadership Participation Theory is a contingency theory that provides a decision-making tree in order to help a manager determine how a certain decision should be made. Leaders ask themselves questions such as, “How important is the technical quality of the decision?” and “Is conflict among subordinates over preferred solutions likely?” in order to move along the tree and determine whether the decision should be made by them alone, in consultation with individual group members, or by the group as a whole.
How People Work Effectively Together: This theory recognizes that different modes of manager and employee interaction may be most effective in different situations.

Bibliography
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Schermerhorn, John R. Management for Productivity. New York: John Wiley & Sons, 1989.
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My Management Theory

1) What motivates staff?

· In your experience, what motivates staff in the workplace?
· What are ways that managers can motivate or provide rewards to staff for work?
· Can the goals of your organization generally co-exist with individual staff goals?
2) How does the manager ensure a high level of productivity?
· What are my beliefs about supervision?
· What is my comfort level with autonomy?
· What is my comfort level with authority?
· How comfortable am I with delegating tasks and authority to others?
3) How do people work effectively together?
· What kind of cohesiveness do I want to create in my unit?
· What is my attitude about conflict?
· What kind of environment do I want in my work place?
My management theory’s name:



My management theory’s symbol is: (May chose to draw this on the back of paper)



Sources of Power
For the Power Base of Information, where did you score?

a) 75-100 percentile

b) 50-74-percentile

c) 25-49 percentile

d) 0-24 percentile

For the Power Base of Expertise, where did you score?

a) 75-100 percentile

b) 50-74-percentile

c) 25-49 percentile

d) 0-24 percentile

For the Power Base of Goodwill, where did you score?

a) 75-100 percentile

b) 50-74-percentile

c) 25-49 percentile

d) 0-24 percentile

For the Power Base of Authority, where did you score?

a) 75-100 percentile

b) 50-74-percentile

c) 25-49 percentile

d) 0-24 percentile

For the Power Base of Reward, where did you score?

a) 75-100 percentile

b) 50-74-percentile

c) 25-49 percentile

d) 0-24 percentile

For the Power Base of Discipline, where did you score?

a) 75-100 percentile

b) 50-74-percentile

c) 25-49 percentile

d) 0-24 percentile

Power Bases
	Source of Power
	[image: image13.png]


Power Base 
	Influence Effect

	Position

(from the organization)
	Authority

Reward

Discipline
	Compliance

Compliance

Resistance

	Personal

(developed by the leader)
	Information

Expertise

Goodwill
	Commitment

Commitment

Commitment


Authority

· Based upon a leader’s formal rights to lead the team. 

· Team members obey the leader because they must, not because they particularly want to.

Reward

· Based upon the leader’s ability to control something the team members may want (e.g., recognition, flex day).

· Team members perform because of their desire for this reward.

Discipline

· Based upon the leader’s ability to inflict consequences such as reprimands, or even employment termination.

· Team members obey the leader to avoid the consequence.

Information

· Based upon facts and reasoning.

· Rationale is explained to team members who see for themselves the best course of action.

Expertise

· Based upon a leader’s superior judgment or knowledge. 

· Leader acts as a consultant because of advanced knowledge and skill.

· Not taught to team members.

Goodwill

· Based upon the team members’ feelings of respect and support.

· Inspires cooperation and support because of positive feelings.

SKILLS ASSESSMENT
Directions:  Using the scale of 1-5, circle the number for each statement that indicates your current level of knowledge, skill, or ability in that area:
1 = limited: very little, if any knowledge, skill or ability

2 = little: have a little bit of knowledge, skill or ability

3 = moderate: have some knowledge, skill or ability and practice it in my work occasionally

4 = good: have a good bit of knowledge, skill and ability and practice it in my work daily

5 = excellent: have superior knowledge, skill and ability and can teach it to someone else

1. My ability to understand what staff members need from me and to provide that in an efficient and effective manner is

1 


2 


3 


4 


5

Limited 









Excellent

2. My understanding of and ability to model a strengths-based approach in coaching staff members is

1 


2 


3 


4 


5

Limited 









Excellent

3. My ability to create a positive climate where staff feel that their needs are being met is

1 


2 


3 


4 


5

Limited 









Excellent

4. My knowledge of skills and strategies for minimizing defensiveness and maximizing openness to feedback in staff members in my unit is

1 


2 


3 


4 


5

Limited 









Excellent

5. My understanding of how to promote transfer of learning for staff from their training experiences is

1 


2 


3 


4 


5

Limited 









Excellent

6. My ability to coach staff to improve client interaction, assessments, case plans and productivity is

1 


2 


3 


4 


5

Limited









Excellent

7. My knowledge of, and skills for, evaluating and addressing the quality of my staff’s interactions and relationships with clients related to the standards of strengths/needs based practice model 
1 


2 


3 


4 


5

Limited 









Excellent

8. My ability to effectively deal with resistance in those I supervise is
1 


2 


3 


4 


5

Limited 









Excellent

9. My ability to effectively initiate corrective action when necessary is
1 


2 


3 


4 


5

Limited 









Excellent

10.  My knowledge of, and skills for, evaluating and addressing the quality of my staff’s assessments, case plans, and decisions is
1


2 


3


4 


5

Limited 








   Excellent

11.  My confidence in my ability to supervise people from a range of cultures is
1 


2 


3 


4 


5

Limited









Excellent

12. My ability to help my staff deliver culturally responsive services to families and children is
1 


2 


3 


4 


5

Limited 









Excellent
13.  My ability to listen to a range of opinions without expressing judgment is
1 


2 


3 


4 


5

Limited 









Excellent
	Strengths
	Improvement

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	


Transitions to Supervision
Scenario 1:
Crystal and Renee were colleagues in a family preservation unit for more than five years. Their supervisor left to move with her husband to another state. Crystal and Renee both applied for the supervisor position, and Crystal was promoted to supervisor in the unit. Renee sees it as a clear case of cronyism as Crystal was much closer to the old supervisor. Renee also believes that Crystal purposely befriended management team members. Renee is hurt and angry about the promotion. She believes that she had stronger credentials to become a supervisor. She makes her anger subtly and, sometimes, not so subtly known. During the most recent unit meeting, Crystal overheard Renee criticizing her skills as a supervisor and saying Crystal was “way in over her head.”
Strategies to make Crystal’s transition go more smoothly:

Scenario 2:

Having been a case manager for eight years, Monica was fairly burned out with her ongoing caseload. Over the past two years, she’s dealt with several high-profile cases, including a child death where the department had been involved with the family. While on a home visit about six months ago, she had her car stolen from the apartment parking lot. It was later recovered, but had substantial damage. She had always been a great case manager and was well liked by her clients and peers. When she got the opportunity to apply for an open supervisor position, she took it, mostly because she saw it as an opportunity to increase her salary, which had stagnated due to wage freezes over the past couple of years. But she was also looking forward to the break from direct practice and thought it would be much less stressful as a supervisor. Monica has always been a strong advocate for her peers and clients and finds herself in an awkward position now that she represents management’s voice. Gung-ho about being a supervisor at first, her enthusiasm has waned, and she now expresses quite a bit of ambivalence about being a supervisor and even staying with the agency. 
Strategies to make Monica’s transition go more smoothly:
Scenario 3:
Adolpho recently moved to the city from another state. He immigrated to the United States with his family more than 20 years ago and is fluent in his second language, English. Adolpho had worked as a supervisor for a child placement agency for a number of years and worked closely with child welfare agency staff. However, he’s never worked for a state agency or completed a CPS investigation. Adolpho supervises an Investigation/Assessment unit with an all-female staff. He struggles with the policies, the politics, and fitting in.

Strategies to make Adolpho’s transition go more smoothly:
What I Expected vs.

What I’m Experiencing...

1. The part I LOVE about being a supervisor is:

2. The part I DISLIKE MOST about being a supervisor is:

3. When I first considered being a supervisor, I never thought I’d:

4. Since becoming a supervisor, the biggest change I’ve seen on the job is:

5. My greatest strength as a supervisor is:

6. What I believe I need to work on most is:

A Change I Recently Led(
Please take a few minutes to answer the following questions.
You will be asked by the trainer to share your answers to these questions with the group.

1. As a supervisor, I have led a change, be it introducing a new policy, reforming practice, or supervising employees. The change I’m thinking about now is:
2. How did you decide to lead this change? What did you experience in your own reaction? (Include feelings and behaviors.)
3. What reactions did you get from those impacted by the change? (Include feelings and behaviors.) Did the reactions change over time?

[image: image2]

Model of Personal Change

Transition Curve

Anxiety

The awareness that events lie outside one's range of understanding or control. 

happiness

The awareness that one's viewpoint is recognized and shared by others. 

fear

The awareness of an imminent incidental change in one's core behavioral system. 

threat 

The awareness of an imminent comprehensive change in one's core behavioral structures. 

guilt 

Awareness of dislodgement of self from one's core self perception. 

depression 

This phase is characterized by a general lack of motivation and confusion. 

disillusionment 

The awareness that your values, beliefs and goals are incompatible with those of the organization. 
hostility 

Continued effort to validate social predictions that have already proved to be a failure. 

denial

This stage is defined by a lack of acceptance of any change and denies that there will be any impact on the individual. 

John M Fisher 2000 updated 2003 (disillusionment stage added).

References: The Person In Society: Challenges To A Constructivist Theory, Geissen, Psychosozial-Verlag, and George Kelly's Personal Construct Psychology Theories.

Characteristics of Commitment(
Commitment to major change is evident when people:

· Invest resources (time, energy, money, etc.) to ensure a desired outcome.
· Consistently pursue their goal, even when under stress and with the passage of time.

· Reject ideas or action plans that offer short-term benefits but are inconsistent with the overall strategy for ultimate goal achievement.

· Stand fast in the face of adversity, remaining determined and persistent in their quest for the desired goal.

· Apply creativity, ingenuity, and resourcefulness to resolving problems or issues that would otherwise block their achievement of the goal.

Commitment is the glue that bonds people and their change goals. It is the key source of energy that propels resilient people and organizations through the transition process at the fastest, most effective pace possible—the optimum speed of change.
Source: Conner, D. R. (1993). Managing at the speed of change. New York: Villard Books.
Change Commitment: Where Are We?(
Using the Change Commitment Model as a guide, please complete the following.
Change #1
1. The change I am addressing is:

2. With regard to this change, I am in the phase of:

a) Preparation

b) Acceptance

c) Commitment

3. To move out of that phase, I need:

Change #2

1. The change I am addressing is:

2. With regard to this change, I am in the phase of:

a) Preparation

b) Acceptance

c) Commitment

3. To move out of that phase, I need:


Test Your Personal Flexibility Skills
Are You Ready for Change?
The focus of this particular tool is on development. Each of the questions represent different types of actions you must take in your career and/or job, and relates to the business situation you might use. Within each section (A, B, C, and D), read the questions and choose the one response which most closely describes your behavior. To receive results, you must respond to every section (a total of four sections). Your feedback results will be more accurate and helpful if you are as truthful as possible. If you rate yourself at or beyond the midpoint, "a 3, 4 or 5", on any section, you should be able to describe and document an example of how and when you performed the activity. 

SECTION A: Willingness and Ability to Change your Position on Issues
    Points 

( 1  I am usually willing to change my mind when the majority of the group disagrees with me.
( 2  I modify my stance on issues when doing so would benefit others with whom I am associated.
( 3  I stay informed of various positions and scenarios and make changes as they are needed.

( 4  I quickly modify my stance when there is new and valid information.

( 5  I maintain or alter my position by considering how information and resources apply to situations

SECTION B: Willingness and Ability to Initiate Action 

     Points 

( 1  In most situations I seek additional information before choosing a course of action.

( 2  I insist on finishing all currently scheduled tasks before initiating action on additional work.
( 3  In unfamiliar situations, I readily seek assistance before taking action.

( 4  In most situations, I initiate action with just the immediately available information and resources.

( 5  I willingly consider and examine different methods to accomplish objectives.
SECTION C: Willingness and Ability to Make Decisions

Points 

( 1  In unfamiliar situations I reach conclusions only after thoroughly studying the available information and resources.

( 2  I reanalyze all available information when presented with new, valid perspectives.

( 3  In new situations, I act only after considering possible outcomes and preparing to deal with contingencies.

( 4  I readily seek alternatives to ensure that I can make valid decisions.

( 5  I maintain or alter decisions by considering how information and resources apply to situations.
SECTION D: Willingness and Ability to Work with Others

   Points 

( 1  In difficult situations I almost always find that it is best to take the path of least resistance. 

( 2  I consider others’ views once they can provide me with all possible information and resources.

( 3  I seek others’ input to support my decisions or suggested changes.

( 4  I actively seek opportunities to neutralize or turnaround difficult challenges.

( 5  I frequently offer effective ideas to others despite possible resistance or risks.
By totaling your points using the form below you can determine your overall Personal Flexibility and "readiness for change." Being ready for change is a CRITICAL SUCCESS FACTOR and is recognized as important for success in today's challenging and re-engineered work environment.
POINTS:

Section A  (   Willingness and Ability to Change your Position on Issues

Section B  (   Willingness and Ability to Initiate Action

Section C  (   Willingness and Ability to Make Decisions

Section D  (   Willingness and Ability to Work with Others
TOTAL POINTS ( = Your Readiness for Change Score


Based on your responses, your current readiness for change appears to be:
17-20: Congratulations! You are ready now to deal with all expected and most unexpected changes.  This score places you at the Expert Level meaning that you are extremely effective at managing change and leading individual, team, and organization change processes. At this level you are quite capable of helping individuals and teams effectively respond to change. Although you have few development needs, you will benefit from efforts to find additional opportunities to extend your Personal Flexibility strengths. We hope that you will continue your self-guiding and learning process.
12-16: Solid Performance. You are ready now to deal with routine, expected changes. This score places you at the Experienced Level meaning that you are good at managing change and working effectively with individuals and teams to incorporate new processes within your area of responsibility or expertise. At this level you work confidently with others to adjust to new situations and to improve individual and team performance. You have some development needs but, with a persistent and focused developmental effort, you will see marked improvement and you will be ready to advance to the next level when the opportunity arises.
4-11: Significant Development Needs. You are ready now to learn more about dealing with expected and unexpected changes. This score places you at the Entry Level meaning that you have a ways to go before you are considered effective at managing change and working effectively with individuals, teams, and organizations in new programs and situations. At this level you work hard and focus on ensuring current work procedures are followed. However, you are more reactive than proactive in dealing with your work environment and market changes. Although you have many development needs, you will benefit from pinpointing one or two areas for development which will help you focus and achieve better results faster.
Note: If you scored yourself particularly high or low in any one of the four sections, you may want to validate this finding by asking your coworkers or staff to evaluate and document your performance using this same assessment tool. For example, if you scored yourself low in "Working with Others", ask your staff or team whether or not they perceive you as slow or unwilling to seek and consider their input when experiencing change. If they do not validate your self-evaluation, ask them to explain their evaluation or to give you more information.

Home 
Bottom of Form
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	A Simple Model for Managing Complex Change

	Vision

(a formal statement that expresses the aspirations and goals of a company or organization)
	Skills

(the ability to do something well, usually gained through training or experience)
	Incentives

(something that encourages or motivates somebody to do something)
	Resources 

(somebody or something that is a source of help or information)
	Plan

(a method of doing something that is worked out in advance)
	= Change 

(to become different, or make something or somebody different)

	
	Skills
	Incentives
	Resources
	Plan
	= Confusion

	Vision
	
	Incentives
	Resources
	Plan
	= Anxiety

	Vision
	Skills
	
	Resources
	Plan
	= Gradual Change

	Vision
	Skills
	Incentives
	
	Plan
	= Frustration

	Vision
	Skills
	Incentives
	Resources
	
	= False Starts


Top 10 Reasons New Supervisors Fail

· The inability to foster effective working relationships isolates managers from the network of knowledge and resources that are necessary to cope with change.

· Changing roles and job descriptions put supervisors in challenging positions they are ill equipped to fulfill. This results in poor performance for the supervisors and those who depend on their performance to get results.

· Failing to provide a clear sense of direction and to clarify performance expectations hurts planning, motivation, resource allocation, and ultimately, the ability to navigate through uncertainty.

· Ineffective delegation and empowerment practices contribute to confusion and immobilize staff and resources.

· Failing to adapt and/or break old habits perpetuates behaviors and actions that are no longer value-added to the organization.

· Without teamwork and cooperation, conflict and agendas of self-preservation will destroy collective performance.

· A lack of integrity and trust negatively affects the managerial credibility that is essential for employees to buy-in to the change and move forward in the face of uncertainty.

· Failing to gain the commitment of employees leads to an attitude of minimal performance at a time when change requires extra effort.

· Poor planning practices and reactionary behavior create disruptive crises that damage confidence, performance, and morale.
Why Manage for Outcomes?
• Improving Services for Children and Families

• Federal Requirements and Expectations

• State Requirements and Expectations

• Creating a Common Vision

• Explaining that Vision to stakeholders

• If You Have To Do It, You Might as Well Make It Work

• Setting Goals and Priorities

• Making Plans

• Preventing Duplication and Conflicting Activities

• Allocating and Maximizing Existing Resources

• Evaluating Results

• Making Day to Day Decisions 

Performance Measurement Glossary

	
	Goal
	Outcome
	Indicator

	Definition
	Expression of direction or priority
	Consequence or result of actions or set of actions
	Evidence of achievement or non-achievement of any outcome

	Characteristics
	Indicates a direction and/or vision

Broad statements

Abstract
	Can be measurable

Tends to be more concrete and tangible than goals
	Extent

Degree

Quality

Quantity

	Examples
	Keep children safe

Keep adolescents out of care
	Reduced abuse/neglect of children know to the child welfare system

Reduced number of adolescents placed in a secured facility
	5% decrease in abuse/neglect during a specified period when compared to a previous period

10% increase in placements in community programs during a specified period when compared to a previous period


CFSR Outcomes  and Measures Matrix

	Goal
	Review Performance Outcomes
	Review Performance Indicators
	CFSR Aggregate Outcome Measure

	Safety
	S1 Children are first

and foremost protected from abuse and neglect.
	Item 1: Timeliness of

initiating investigations of reports of maltreatment

Item 2: Repeat maltreatment
	Recurrence of maltreatment (percent victims with recurrence within 6 months)

Child maltreatment in foster care (percent maltreated in foster care in previous 9 months)

	
	S2 Children are safely maintained in their homes whenever possible and appropriate.
	Item 3:  Services to family to protect children in home and prevent removal

Item 4:  Risk of harm to children
	

	Permanency
	P1: Children have permanency and stability in their living situation.


	Item 5: Foster care reentries

Item 6: Stability of foster

care placement

Item 7: Permanency goal for child

Item 8: Reunification,

guardianship or  permanent placement with relatives

Item 9: Adoption

Item 10: Permanency goal of other planned permanent living arrangement
	Foster care re-entry (percent children re-enter within 12 months)

Stability of placement

(percent children in care less than 12 months with 2 or fewer placement settings)

Length of time to achieve

reunification (percent reunified in less then 12 months)

Length of time to achieve

adoption (percent exiting to

finalized adoption in less than 24 months)



	
	P2: The continuity of

family relationships and connections is preserved for children
	Item 11: Proximity of foster care placement

Item 12: Placement with

siblings

Item 13: Visiting with parents and siblings in foster care

Item 14: Preserving

connections

Item 15: Relative placement

Item 16: Relationship of child in care with parents.
	

	Well-Being
	WB1: Families have

enhanced capacity to

provide for their

children’s needs
	Item 17: Needs and services of child, parents, foster parents

Item 18: Child and family involvement in case planning

Item 19: Worker visits with child

Item 20: Worker visits with

parents
	None

	
	WB2: Children receive

appropriate services to meet their educational needs.
	Item 21: Educational needs of the child
	

	
	WB3: Children receive adequate services to meet their physical and mental health needs.
	Item 22: Physical health of the child

Item 23 Mental health of the child
	


Systemic Factors and Indicators

1. Information System Capacity

1.1 The state is operating a statewide information system that, at a minimum, can readily identify the status, demographic characteristics, location and goals for the placement of every child who is (or within the immediately preceding 12 months, has been) in foster care.

2. Case Review System

2.1 Provides a process that assures that each child has a written case plan to be developed jointly with the child parent(s) that includes the required provisions

2.2 Provides a process for the periodic review of the status of each child no less frequently than once every six months by either a court or administrative review

2.3 Provides a process that assures that each child in foster care under the supervision of the state has a permanency hearing in a qualified court or administrative body no later than 12 months from the date that the child entered foster care and no less frequently than every 12 months thereafter

2.4 Provides a process for termination of parental rights proceedings in accordance with ASFA

2.5 Provides a process for foster parents, pre-adoptive parents and relative caregivers with notice of and an opportunity to be heard in any review or hearing held with respect to the child

3. Quality Assurance

3.1 The state has developed and implemented standards to ensure that children in foster care placements are provided quality services that protect the safety and health of the children

3.2 The state is operating an identifiable quality assurance system that is in place in the jurisdictions where the services included in the CFSP are provided, identifies strengths and needs of the service delivery system, provides relevant reports and evaluates program improvement measures implemented.

4. Staff and Provider Training

4.1 The state is operating a staff development and training program that supports the goals and objectives of the CFSP, addresses services provided under IV-B and IV-E and provided initial training for staff who deliver these services.

4.2 The state provides ongoing training for staff that addresses the skills and knowledge base needed to carry out their duties with regard to the services included in the CFSP.

4.3 The state provides short-term training for current or prospective foster parents, adoptive parents, and staff of state licensed or approved facilities that care for children receiving foster care or adoption assistance under title IV-E that addresses the skills and knowledge base needed to carry out their duties with regard to foster and adopted children.

5. Service Array

5.1 The state has in place an array of services that assess the strengths and needs of children and families and determine other service needs, address the needs of families in addition to individual children in order to create a safe home environment, enable children to remain safely with their parents when reasonable, and help children in foster and adoptive placements achieve permanency.

5.2 Such services are accessible to families and children in all political jurisdictions covered in the state’s CFSP.

5.3 Such services can be individualized to meet the unique needs of children and families.

Systemic Factors and Indicators

6. Agency Responsiveness to the Community

6.1 In implementing the provisions of the CFSP, the state engages in ongoing consultation with tribal representatives, consumers, service providers, foster care providers, the juvenile court and other public and private child and family serving agencies, and includes the major concerns of these representatives in the goals and objectives of the CFSP.

6.2 The agency develops, in consultation with these representatives, annual reports of progress and services delivered pursuant to the CFSP.

6.3 The state’s services under the CFSP are coordinated with services or benefits of other federal or federally assisted programs serving the same population.

7. Foster and Adoptive Parent Licensing, Recruitment and Retention

7.1 The state has implemented standards for foster family homes and childcare institutions, which are reasonably in accord with recommended national standards.

7.2 The standards are applied to all licensed or approved foster family home or childcare institution receiving title IV-E or IV-B funds.

7.3 The state complies with federal requirements for criminal background clearances as relating to or approving foster care and adoptive placements, and has in place a case planning process that includes provisions for addressing the safety of foster care and adoptive placements for children.

7.4 The state has in place a process for effective use of cross-jurisdictional resources to facilitate timely adoptive or permanent placements for waiting children. 

Federal Register/Vol. 65, No. 16/Tuesday, January 25, 2000, Rules and Regulations

TREND REPORT 

1. What two groups conduct a Quality Case Review? 

2.  One page contains information on PIP goals.  What page is it?

What Items are part of the PIP? 

Why is it important to be aware of these items? 

How might your knowledge of these items impact your work as a supervisor?
3. What two pages show the results of the SHINES Data Review for Placement?

Why is it important to know where to find these results? 
How might this information affect the work you and your staff do?
TREND REPORT (Continued)
4. Which placement “Core Questions” indicate a need of 80 or higher?

What does this information mean to your work as a supervisor?  

For your case managers?
5. What two pages show the results of the SHINES Data Review for CPS?

What implications does this information have for your work?
6. Which CPS “Core Questions” indicate a need of 80 or higher?

What does this information mean to your work as a supervisor?  
For your case managers?

TREND REPORT (Continued)
7. On what pages is there a general summary of review findings?

Chose 2 strengths and discuss how your county/region is doing in this area.  If you are doing well do you know why?  If you are doing poorly, what improvements can be made?

8. What page indicate performance ratings for the 7 CFSR outcomes?

What does this information tell you?

9. On what one page can you find whether the trend for each of the 23 items is improving, worsening or is unchanged?

Why is it important to look at trends?
Where else do you see this information shared? 

How could you use this information with your case managers to strengthen your county outcomes?
Reports needed for outcome measures in GA SHINES

Intake (Outcomes for Safety 1)
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Permanency and Well-Being
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Reports needed for outcome measures in GA SHINES

FTM Information

Permanency and Well Being
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Safety, Permanency and Well-Being
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Safety, Permanency and Well-being
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My Unit’s Performance on Outcomes
1. List two to three strengths that contribute to the positive outcomes on the CFSR.
Strength 1:

Strength 2:

Strength 3:

2. List two to three areas needing improvement that contribute to the CFSR results.
Area 1:

Area 2:

Area 3:

3. What reasons can you speculate for your unit/office performance in these areas?
Exercise: The Importance of Selecting and Retaining the Right People

1. The average cost per vacancy of CPS turnover in an undisclosed state was:
a) $5,000
b) $10,000
c) $15,000

d) $20,000

2. It is expected that between 2006 and 2016, the demand for social workers will increase by:
a) 6%

b) 18%

c) 22%
d) Decrease of 5%

3. The percentage of college seniors majoring in liberal arts or social work participating in a 2002 survey who would seriously consider employment in a human services agency.
a) 40%

b) 35%

c) 21%
d) 12%

4. The proportion of child welfare workers nationwide whose caseloads exceed the levels recommended by the Child Welfare League of America:
a) 1 in 5

b) 2 in 5

c) 3 in 5

d) 4 in 5
5. Research has shown that mentoring programs provide positive benefits to:

a) Mentors.

b) Those who are mentored.

c) No confirmed findings.

d) A and B.
6. High staff turnover results in:
a) Uncovered caseloads.

b) Discontinuity of services to families.

c) Increased administrative costs.

d) All of the above.
7. National annual turnover rates for child welfare workers are estimated at:

a) 15 – 20%

b) 20 – 30%

c) 30 – 40%
d) 40 – 50%

8. The average duration of employment for child welfare case managers is:

a) Less than a year.
b) 1 – 2 years.
c) 2 – 3 years.
d) 3 – 4 years.
9. Other issues related to turnover are:
a) Increased stress for those who must cover the departing staffer’s work.
b) Errors made by new or temporary employees. 

c) Impact on clients who lost a trusted contact 

d) All of the above.
10. In terms of social work education:
a) About half of employees have a social work education.

b) More than half of employees have a social work education.

c) Less than a third have a social work education.
d) Less than a quarter have a social work education.

11. Which of the following statements is FALSE?
a) Employees with higher-level degrees perform at the same level as employees with less education.
b) Agencies that require social work degrees experience lower rates of staff turnover.

c) Supportive supervision and job flexibility are positively associated with performance and retention. 

d) Lower workload is positively associated with staff retention.
12. Workers who worry more about their caseloads:
a) Are less satisfied.

b) Are more satisfied.
c) Are more likely to leave the child welfare field. 

d) Are less likely to leave the child welfare field.

13. The most effective method for recruiting new workers who stay is:
a) Job fairs.

b) Newspaper or trade journals.

c) Employee referrals.

d) College placement offices.

14. Selecting the best candidate for the job starts with:
a) Conducting a thorough job analysis of the position.

b) Choosing the right questions.

c) Selecting a strong interviewing team.

d) All of the above.

15. Providing a “realistic” picture of what a position in child welfare entails:
a) Is likely to scare people away.

b) Gives candidates information to make an informed decision.

c) Discourages candidates who are on the fence about whether to apply for or accept a position.

d) All of the above.

Child Welfare Case Manager Entry Level Competencies(
The screening process focuses on ten competencies:

1. Interpersonal Relations: Awareness of others’ feelings, needs, perceptions, and concerns:
· Shows respect and tolerance for each person

· Relates well to others

· Demonstrates trust, sensitivity, and mutual respect

· Recognizes the contributions diversity brings to job performance and creativity

· Demonstrates altruistic empathy—caring for others

2. Self Awareness/Confidence: Knowing one’s internal states, preferences, resources, and limitations:
· Accurate self-assessment—knowing ones’ strengths and limits

· Self-confidence—strong sense of self worth and capabilities (self-efficacy)

· Emotional awareness—recognizing one’s emotions and their effects

3. Analytic Thinking: Using data to understand patterns and develop concepts:
· Information gathering skills

· Use of range of sources

· Hypothesis formation

· Conceptual frameworks

· Looking beyond superficial explanations

· Decision making

4. Adaptability: Flexibility in handling change:
· Handles day-to-day challenges confidently

· Is willing to adjust to multiple demands, shift priorities, ambiguity, and rapid change

· Shows resilience in the face of constraints, frustrations, or adversity

· Ability to adapt styles and shift gears

· Shows evidence of coping skills

· Innovation—comfortable with new ideas, open to new information
5. Observation Skills: Ability to describe events factually:
· Ability to observe and identify key elements

· Recognition of inconsistencies

· Factual descriptions

· Accurate observations

6. Sense of Mission: Commitment to the welfare of others:
· Evidence of child welfare knowledge and/or experience

· Clear values/beliefs about protecting children and preserving families consistent with Bureau’s reform goals

· Desire to make things better for others

7. Communication Skills: Open, clear communication:
· Speaks clearly and expresses self well

· Demonstrates attentive listening

· Conveys information clearly and effectively through written documents

8. Motivation: Emotional tendencies that guide or facilitate reaching goals:
· Commitment—aligning with the goals of the agency or group

· Achievement—strives to improve; drives for results and success

· Sets high standards of performance

· Displays a high level of effort and commitment to perseverance performing the work

· Optimism—persistence in pursuing goals

9. Planning and Organizing Work: Ordering activities to achieve goals:
· Ability to assess/reprioritize

· Use of time management tools

· Defines and arranges activities in a logical and efficient manner

10. Teamwork: Creating group synergy in pursuing collective goals:
· Contributes to organizational goals

· Fosters collaboration among team members and among teams
Common Pitfalls in Employment Interviews(
1. Inconsistent Interview Administration
In order to be fair to all candidates (and to conduct a legally defensible interview), the interview should be followed consistently for all candidates.
2. Contrasting Applicants
This is when an interviewer compares one applicant to another, rather than to objective criteria that should have been defined before the interview began. 
3. Stereotyping
Sometimes interviewers use stereotypes when evaluating applicants. This can result in: 1) matching people to jobs based on traditional race or gender roles; and 2) hiring people who are similar to the interviewer in background instead of on their ability to do the job.
4. Closure
If an interviewer does not have enough information about someone, they are likely to form a complete picture by adding information until a final judgment is possible. 
5. Halo and Pitchfork Effect
This means allowing a general impression or one particular characteristic of a candidate to affect all evaluations of the individual. 
6. Responsibility Error
When assessing performance, we often view failure or success as a result of personal factors rather than a result of factors outside the control of the individual. 
7. Leniency Error
Leniency Error is when interviewers are reluctant to give someone a poor rating. 
8. Central Tendency Error
This refers to the tendency of interveiwers to score a candidate using the middle points of a scale, avoiding the positive and negative extremes. 
Exercise: Common Pitfalls
1. I am not exactly sure if Bill covered all the important points in his response. His answers were excellent in the previous section. He probably had the right idea. I’ll give him full marks.

a) Leniency Error

b) Central Tendency Error

c) Halo Effect

d) Closure
2. According to Ruth’s résumé, she has worked for over eight years in her job and never been promoted. She couldn’t possibly be a good employee if she is still in the same job after all those years.

a) Stereotyping

b) Responsibility Error
c) Pitchfork Effect

d) Contrasting Applicants

3. Jim and Sue are both excellent candidates for the job, but I think I will hire Sue because she is a Colorado State University graduate. I went to CSU, and I know she’ll fit into our office.

a) Contrasting Applicants

b) Stereotyping
c) Leniency Error

d) Responsibility Error

4. Sophie’s answer wasn’t perfect, but I think I will give it a high rating. In comparison to all the other applicants, she was the first one to come close to giving a plausible answer.

a) Central Tendency Error

b) Leniency Error

c) Halo Effect

d) Contrasting Applicants
5. Even before we start asking questions, I can tell that Jim would be a great employee. I am really impressed with how he greeted the panel and the way he is dressed. I know he will be perfect for the job.

a) Halo Effect
b) Stereotyping

c) Inconsistent Interview Administration

d) Responsibility Error

Interviewer-Applicant Rapport(
1. Warmly greet and introduce yourself to the applicant; ask the applicant what name he or she prefers you use. (e.g., Dave or David; Jan or Janice)
2. Begin the interview with small talk, but remember that not everyone enjoys discussing sports or the high school he or she attended. Also, be aware that some seemingly innocuous topics for small talk may be inappropriate. (e.g., “Where are you from?” “Do you have kids in school?”). The idea is to “break the ice” with easy conversation. (e.g., “Did you have a hard time finding parking?”)
3. Share the interview purpose with the applicant and indicate the mutual benefit to both of you. (e.g., “This is a very structured process and we have a list of standard questions that we need to ask. Later we can give you time to ask questions about the job or the Department, so that we can both make a good decision.”)
4. Maintain occasional eye contact with the applicant and a pleasant facial expression. Be polite; avoid interrupting the applicant unless absolutely necessary.

5. End the interview on a pleasant note, such as by saying, “I enjoyed talking with you.”

Sample Interview Outline*
I. Greeting Applicant

a. Explain the format/process.
b. Explain note taking.
c. Ask for résumé, transcripts, writing samples, license.
II. Description of Agency, Work Unit & Case manager Position
a. Salary, benefits, and organizational structure. 

b. Office units, geographical areas, etc.
c. High intake volume.
III. Background Questions
a. Can you meet the travel requirements of field casework?

b. Do you have a driver’s license?
c. Do you have reliable transportation?
d. Are you a U.S. citizen?
e. Are you able to work the required hours, 8:00- 5:00 and some overtime, as well as possible extra hours?
f. Do you have a telephone?
g. Have you ever been convicted of a crime?
h. Are you now, or have you ever been a client of Child Protective Services?
i. How quickly can you begin this job?

IV. Review of the Resume and College Transcripts

a. Any time gaps in résumé and/or education?
b. Any career changes?
c. If necessary, what are the specifics of “experience”?
d. Particular job responsibilities.

V. Job Interview Questions Introduction

a. What is your understanding of the job for which you are applying?

b. What made you want to apply for this position?

VI. Work History

a. Describe, in general, your work habits.

b. What special aspects of your work and/or life experiences have prepared you for this job?

c. How do you manage work stress or pressure? Can you give examples of how you cope?

VII. Job Performance
a. What kind of supervision have you received in the past?

b. What kind of supervision would you expect in this job?

c. How are you with meeting paperwork requirements? On a scale of 1 to 10, where would you fall in regards to paperwork completion? Does it cause stress?

VIII. Knowledge of Social Work Practice

a. What, in your opinion, causes people to abuse their children?

b. Some of the children with whom we work exhibit sexualized behaviors. What are some of the techniques you would use with a child who has this vulnerability and acts out with you?

c. Describe a family situation where there is serious neglect.

d. What are your views on reasonable discipline of children? What is the purpose of discipline?

IX. Career Goals

a. How will this job help you achieve your career goals?

b. Where do you see yourself, career wise, in three to five years?

c. What is your concept of the ideal work environment?

Sample Interview Questions(
Value-Based Sample Interview Questions

Here are some possible questions that can help to elicit values and how they may have changed with time and experience.

· What values did you bring into your work/profession from your own background? What had you learned/been taught about parenting, children, personal rights and responsibilities, gender, race, class, etc?
· In what ways have your assumptions been shaped by being male/female, black/white, middle/working class, etc.?
· How far do you think you endorsed or challenged the values that your parents/teachers/community gave you?

· When was the first time you recall really challenging those family values?
· What impact did your training have on values? Who in your career has been a model for you around values and integrity? What was it about how they acted?
· Can you think of experiences that have made you question your beliefs or assumptions?

· Can you think about where you draw the line about issues such as neglect or emotional abuse? What do you think is okay/not okay? Can you think of a time where you strongly disagreed with another practitioner or manager over this?

· Can you think of a case/situation when you faced a real dilemma about what was right?

· Can you think of a work experience that really called your values or assumptions into question?

· In what ways has your work or other experiences served to confirm, change, or modify the values you started out with?

Child Protective Services Sample Interview Questions

· Write on one page or less, “Why I want to be a Child Protective worker.”
· What is your understanding of Child Protective Services?

· What do you see yourself doing in the next five years?

· What appeals to you about this type of job?

· What, if anything, do you find intimidating?

· Please tell us about those aspects of your education, training, and work experience that you believe make you well qualified for this position.

· Tell us about your personal traits that you believe enable you to be a successful case manager.

· What aspects of this job do you believe will be personally challenging?

· How do you react to:

a. Sudden changes in your schedule?
b. Working on another case manager’s caseload?

c. Being on-call at nighttime?

d. Not having a choice of which clients you’ll work with?

· Do you feel there are any differences to providing services for rural clients as opposed to urban? What are they?

· How would you motivate a resistive client to accept services?

· How would you deal with a hostile client?
· What’s your response to people who abuse children sexually, physically, and emotionally? How would you deal with those feelings when trying to maintain a working relationship with them?

· How comfortable would you be with talking about the details of sexual abuse with a small girl/boy or a teenager?

· Do you feel you would need more social work skills or investigative skills in CPS?

· Do you work best alone or as part of team?

· Which do you feel is more important: assessment/treatment of a case or documentation?
· How would you react if CPS came to your door and asked to talk with you about a complaint that you were abusing your child? How do you think case manager should approach this situation?

· Have you ever testified in court? How do you feel about defending your decisions? How would you do so? What if you lose?

· How would you organize receipt of referrals, gathering of information, record keeping, court dates, training, etc. for approximately 25 cases?

· How would you encourage a person who is motivated to change?

· What do you believe is the most important factor in determining whether someone is ready to make a change?

· Please describe a time when your values were in conflict with an organizational directive or policy decision. How did you handle that situation?

· Tell us briefly about the concepts of safety, permanency, and well-being of children and what they mean to you.
· What do you believe is the most important factor in determining whether someone is ready to make a change? 

· What are your views on the use of relatives as temporary or permanent placement options for children?
· In this job, you must ensure that important tasks and activities are successfully completed within strict time frames. Please tell us about your experiences that demonstrate your ability to ensure requirements are accomplished in a timely manner.

· Describe a time when you were part of a specific work team or group. What were your role and interactions with team members?

· How would you determine when it would be safe to have a child return to his/her birth family?
· What role do you believe that the child should have regarding where he/she lives? 

· Tell me about your experience in professional writing, both case record narrative and more formalized court reports. 

· What are your expectations of supervision?

· What would you need in order to feel supported by your supervisor?

· Have you been in a position where you disagreed with what your supervisor wanted you to do? How did you resolve it? 

· What experience do you have in confrontation?

· If you were a foster child, how do you think you would feel?
What would be the most difficult things for you? How could the adults in your life help you? 

· What do you think the role of the state should be in protecting children?
Exercise: Acceptable and Unacceptable Interviewing Questions(
1. What does your spouse do?

a) Appropriate

b) Not appropriate
c) Not sure

2. Where have you worked before?

a) Appropriate

b) Not appropriate
c) Not sure

3. How many children do you have?
a) Appropriate

b) Not appropriate
c) Not sure

4. What is your social security number?

a) Appropriate

b) Not appropriate
c) Not sure

5. If married, are you expecting to have children soon?
a) Appropriate

b) Not appropriate
c) Not sure

6. What are your short- and long-range career goals?

a) Appropriate

b) Not appropriate
c) Not sure

7. Have you ever been arrested?
a) Appropriate

b) Not appropriate
c) Not sure

8. What kinds of day care arrangements have you made for your children?
a) Appropriate

b) Not appropriate
c) Not sure

9. How old are you?
a) Appropriate

b) Not appropriate
c) Not sure

10. With whom do you live?
a) Appropriate

b) Not appropriate
c) Not sure

11. Who are the people prepared to write or give references for you?

a) Appropriate

b) Not appropriate
c) Not sure

12. What memberships do you hold in social, religious, and community groups?

a) Appropriate

b) Not appropriate
c) Not sure

Pre-Employment Inquiry Guide(
	Category
	Examples of Lawful Inquiries
	Inquiries That Are Unlawful

	Name
	· Applicant’s full name

· Whether or not applicant ever worked under a different name or was educated under a different name (allowable only when necessary to check applicant’s references)
	· Original name of an applicant whose name has legally changed

· Maiden name of a married woman

	Birthplace/
Residence/
Citizenship/
National Origin
	· Whether applicant is legally eligible to work in the US

· Requiring applicant to produce documents INS has set forth to satisfy IRCA of 1986, as amended (after conditional offer of hire is made)

· Languages applicant speaks fluently (if job related)
	· Birthplace of applicant or applicant’s spouse or parents

· Inquiry into applicant’s a) lineage; b) ancestry; c) national origin; d) descent; e) parentage or f) birthplace

· Nationality of applicant’s parents or spouse

· Applicant’s mother tongue

· Inquiry into how applicant acquired ability to read, write, or speak a foreign language

	Age
	· Applicant may be asked if he/she is over the minimum legal working age
	· Date of birth or age of applicant except to satisfy provisions of state or federal minimum age status (for purposes of retirement, pension, benefit plans, and/or driving record, inquiries into person’s age can be made after conditional offer of employment)

	Religion
	
	· Inquiry into an applicant’s religious affiliations, church, parish, pastor, or religious holidays observed

	Race
	
	· Inquiry into race, complexion, or color of skin or eyes

	Photographs
	
	· Photographs with application; photographs after interviews, but before hiring

	Sex/
Pregnancy
	· Inquiry into length of time applicant expects to work or if he/she anticipates any absences from job; if such inquiries are made, however, they must be made to both male and female applicants
	· Questions about marital status, pregnancy, future childbearing plans, and number/age of children are frequently used to discriminate against women and may be considered a violation of the law if used to deny or limit employment opportunities for female applicants, or if such questions are only asked of females

	Height/
Weight
	
	· Inquiries as to height and weight unless employer can show that these standards are essential to the safe performance of the job in question

	Disability Status
	· Whether applicant is able to perform the functions of the job
	· Any inquiry as to whether applicant will need a reasonable accommodation for the job

· Any general inquiry as to whether an applicant has any physical or mental disabilities

· Any inquiry or checklist into particular disabilities.

· Any inquiry about genetic testing

	Worker’s Compensation
	· See Disability Status, above
	· Whether applicant has ever received worker’s compensation

· Whether applicant has ever filed for worker’s compensation

· Whether applicant has ever been injured on the job

	Education
	· Inquiry into academic, vocational, or professional education of an applicant and the public/private schools attended
	· Inquiry into nationality, racial, or religious affiliation of the schools attended

· Inquiry into dates of graduation from educational institutions

	References
	· Names of persons willing to provide professional and/or character references for applicant

· Name and address of person to be notified in case of accident or emergency

· Inquiry into service, professional, union, or trade organizations
	· Request for name of religious leader as reference

· Request for list of memberships which would reveal sex, race, religion, national origin, age, ancestry, disability status of members


Developed by: Maine Human Rights Commission (Rev. March 2003).

Consent for Release of Employment Record(
Consent and Authorization

READ CAREFULLY AND COMPLETELY BEFORE SIGNING

I have applied for employment with the Department of Family Services and stated I was/am employed by you. My signature below authorizes you to release the contents of my employment record with your organization, whether negative or positive information. I further consent to allow the DFS to obtain any and all information concerning my former/current employment with you or your organization. This includes my job performance appraisals/evaluations, wage history, disciplinary action(s) if any, and all other matters pertaining to my employment with you or your organization required in connection with my application for employment with the DFS. This form may be photocopied or reproduced as a facsimile, and these copies will be as effective a release or consent as the original, which I sign.

Signature of applicant




Date

Witness






Date
Reference Checking Questionnaire(
Child Welfare Case manager
Candidate’s Name

Position being considered for

Date

Reference (person contacted)


Title

Organization




Telephone Number




 has been interviewed for the position of 



 and has given your name as a reference. This position involves… (give brief overview of the specific case manager position).
1. How long have you known the applicant? In what capacity (supervisor, friend, co-worker)?


2. Do you believe that the candidate has the ability to assume the position? Please comment.


3. What are the candidate’s major job strengths?


4. What are the challenges?


5. Would you rehire him/her?
Yes  FORMCHECKBOX 
 No  FORMCHECKBOX 

6. Who else should I talk to about the candidate’s job performance?


7. Do you have other information that you feel I should consider in evaluating this candidate? Any concerns or reservations?

Additional Reference Check Questions(
Questions to verify employment facts provided by the applicant (particularly useful when talking to personnel departments):
1. Please verify the dates of employment:


From:



To:



2. What type of work did he/she do? What was his/her title?

3. Did he/she hold other positions? What were the other titles?

4. What were his/her reasons for leaving the job?

5. Would you please provide a copy of the candidate’s performance appraisal information to us? (If you have an authorization form from candidate.)

6. Has disciplinary action ever been taken against the candidate? 


Yes  FORMCHECKBOX 
 No  FORMCHECKBOX 


Please explain:

7. Did the candidate abide by the attendance policy at your organization?


Yes  FORMCHECKBOX 
 No  FORMCHECKBOX 


Please explain:

Tips for Effective Reference-Checking Interviews(
· Plan and ask the same questions of each reference source.

· When contacting the reference, identify yourself, your position; give the name of the candidate, and the reason for your call. Explain to the reference your intent and how long the questions will take.

· If the candidate has signed a release, you can inform the reference and possibly encourage more answers from the reference.

· Start with general basic questions and transition into more specific performance based questions.

· Before asking questions, describe the job and the competencies you are seeking, and then make sure the questions are all job related. This will give the reference a chance to structure their thinking. Start with general basic questions and transition into more specific performance based questions.

· Develop behavioral questions based on job competencies that are included in the job description. A competency is the knowledge, skill, motivation, and behavior associated with success on a job.
Example: A competency for the job is providing quality service. You could ask what level of customer service the candidate has provided to difficult customers in the past.

· Ask the reference if they think the candidate will perform these behaviors successfully and seek specific examples from past performance. You could ask for examples of how the candidate has interacted with customers.

· Follow the questions you prepared to avoid getting sidetracked and to ensure consistency and reliability. Ask open-ended questions rather than yes/no questions to collect more information on the candidate. Use the following reference form, which includes follow-up, questions to yes/no inquiries to keep your questions focused.

· Use follow-up questions for clarity and thoroughness.

· In your interviews with reference contacts, strive to obtain job-related facts and relevant information based on past behavior and experiences, rather than opinions. Ask for examples of specific incidents.

· Stay on the alert for any signs of evasiveness, unusual pauses, or even overly enthusiastic responses.

· Know what laws protect candidates against discrimination. The Americans with Disabilities Act (ADA), Title VII of the Civil Rights Act, and other laws suggest certain questions you should avoid when reference checking, including some questions concerning age, race, sex, religion, or national origin. Typically, these are not job-related questions, so avoid them as appropriate.
· Ask if you can call back if you have additional questions.

· Ask for names of other reference sources.

Thank the reference for their time and cooperation.

Framework for Analyzing Performance Problems(
IDENTIFY UNSATISFACTORY PERFORMANCE/BEHAVIOR 

IS IT WORTH YOUR EFFORT? 

 
  No 


DON’T WASTE YOUR TIME ON IT





 Yes 

DOES THE WORKER KNOW 


  No 


 LET THE WORKER KNOW AND PERFORMANCE IS






 PROVIDE FEEDBACK
UNSATISFACTORY?




 Yes 

DOES THE WORKER KNOW 


  No 


 LET THE WORKER KNOW—WHAT IS SUPPOSED TO 





 WORK PLANNING
BE DONE AND WHEN? 




 Yes 

ARE THERE OBSTACLES 



 Yes 


 REMOVE THE OBSTACLES 
BEYOND THE WORKER’S 

CONTROL?


  No

DOES THE WORKER KNOW 


  No 


 TRAIN WORKER AND/OR 
HOW TO DO IT?







 PROVIDE PRACTICE


 Yes 

DOES A NEGATIVE 



 Yes 


 CHANGE CONSEQUENCES
CONSEQUENCE FOLLOW 





 
PERFORMANCE? 




No 

DOES POSITIVE CONSEQUENCE 

 Yes 


 CHANGE CONSEQUENCES 
FOLLOW NON-PERFORMANCE? 




No 

COULD THE WORKER DO IT 


 No 


 TRANSFER OR TERMINATE THE 
IF HE/SHE WANTED TO? 





 WORKER




Yes 

REDIRECT BEHAVIOR
FRAMEWORK STEP PROCESS

STEP 1:  Identify the unsatisfactory performance

If your goal is to get the case manager to stop doing what he/she should not be doing, and start doing what he/she should be doing, then you have to identify the behavior in very specific and positive terms.

STEP 2:  Is it worth you time?
When confronted with unsatisfactory performance ask yourselves, “is this an isolated incident?  Is the behavior of little importance to the job or the agency?  If we answer yes to these questions, then IT’S NOT IMPORTAND AND DON’T WASTE YOUR TIME ON IT!
STEP 3:  Do case managers know their performance is not what it should be?

Determine if feedback is a problem.  

STEP 4:  Do case managers know what is supposed to be done?  
Examine whether case managers know when something should be started, when something should be completed, and what it should look when it’s done. The problem is we have not communicated when something needs to be done and provided a model of what it should look like when it is completed. 

STEP 5: Are there obstacles beyond case manager’s control?

Your most direct source of information is the case manager. When talking with the case manager, you need to gather as much information as possible to determine if the obstacles are real or imagined. If they are real, you need to do what you can to remove them or circumvent their influence. 
Step 6: Do case managers know how to do it? 

One of the common problems in our field is that we assume that after case managers go through basic/pre-service and in-service training, they have developed the knowledge and skills they need to do the job.

Step 7: Do negative consequences follow performance?

Behavior modification theory states that behavior that is followed by a positive consequence will continue and increase in frequency, and a behavior that is followed by a negative consequence will decrease in frequency.

Step 8: Does positive consequence follow non-performance? 

It is evident that one of the reasons case managers do not do what they are supposed to do is because they receive more reward for not doing it.

Step 9: Could case managers do it if they wanted to? 

If you determine that the case manager knows that the performance is unsatisfactory, knows what is supposed to be done and when, there are no obstacles, knows how to do it, a negative consequence does not follow performance, and a positive consequence does not follow non-performance, then you are must decide if the case manager could do it if he/she wanted to. 
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DISCIPLINARY / DISMISSAL ACTIONS - CLASSIFIED EMPLOYEES

EFFECTIVE DATE: May 1, 2002                                RELEASE DATE: May 1, 2002

                                                                                                            Revised: July 1, 2009

REFERENCES: 
State Law (O.C.G.A. 47-2-2 and 47-2-123 - Involuntary Separation Retirement Law)

Rules of the State Personnel Board

The intent of this policy is to establish a disciplinary procedure for classified employees that is fair, prompt, and complies with the requirements of laws, Rules of the State Personnel Board and Department policies. This policy is directed toward correcting inappropriate behavior or performance deficiencies unless the offense committed is one for which dismissal is the appropriate penalty. It is further designed to establish guidelines and procedures for managing discipline that are clear and understandable to both classified employees and supervisors.

(Section A)

GENERAL 

1. Supervisors have a responsibility to inform employees about job

GUIDELINES 
    expectations and any relevant information (i.e., rules, policies,

standards, etc.) that will assist employees in carrying out job duties.  Employees have a responsibility to satisfactorily perform job duties and be familiar with the rules, policies and standards of the workplace. At a minimum, this should include an initial orientation and review of assignments at frequent intervals. It is especially important that changes in duties or standards be communicated as soon as practicable.

2. All rules, policies and standards should be consistently enforced.

Consistency in enforcement does not mean that the penalty for violation must be precisely the same in every instance. The penalty may vary because of the severity of the offense, presence or absence of intent, the previous work record of the employee or other relevant factors.  Similar situations should be handled in a similar manner.

3. Supervisors and employees should be aware that it is not necessary or required that every disciplinary action be followed in every situation (i.e., oral reprimand, written reprimand, adverse action). Over a period of time, it may be appropriate to use several approaches, including disciplinary action, to address an employee’s problem(s). Some situations, on the other hand, require immediate dismissal. The basic guideline in each situation should always be to use the form of discipline that is most appropriate for the inappropriate behavior or performance deficiency.
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________________________________________________________________________

4. Discipline should not be administered with the purpose of punishing the employee. The purpose of each action, with the exception of dismissal, should be to immediately correct the inappropriate behavior or performance deficiency.

5. Employees are responsible for reporting suspected criminal or administrative misconduct including fraud, waste and abuse relating to any State program or operation. Employees who make false allegations and/or disclose information with willful disregard for its truth may be disciplined.

6. Employees are required to cooperate fully and truthfully and provide assistance, when appropriate, with any type of investigation regarding alleged criminal or administrative misconduct. This includes activities such as cooperating in interviews, answering questions related to the performance of official duties, producing requested documents and polygraph or voice analysis examinations.

(Section B)

PRELIMINARY 
When a violation of a rule, policy or standard occurs, supervisors CONSIDERTATIONS
should:

1. Research the facts and circumstances before deciding on the appropriate disciplinary action.

1.1 In a minor case, a one-time observation may be a sufficient basis for determining the type of disciplinary action that should be taken.

1.2 In a serious case, an extensive investigation may be necessary to determine the full extent of the offense before deciding on the type of disciplinary action.

2. Determine the appropriate disciplinary action by considering several factors including but not limited to:

2.1 The seriousness of the offense;

2.2 Whether it was deliberate or unintentional;

2.3 The employee’s work record of behavior and performance; and,

2.4 Applicable rules, policies and standards.

DISCIPLINARY / DISMISSAL ACTIONS - CLASSIFIED EMPLOYEES
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3. Take appropriate action promptly, observing the correct procedural requirements.

(Section C)

CORRECTIVE 
In addition or prior to taking disciplinary action against an 

MEASURES

employee, other corrective measures such as Attendance Plans, 

Unauthorized Leaves Without Pay, Work Plans, Letters of Concern and Expectations, Written Warnings or Denials of Salary Increases may be appropriate to emphasize inappropriate behavior or performance deficiencies.

1. Attendance Plan - In cases where an employee does not meet attendance requirements (e.g., chronic tardiness, absenteeism or abuse of leave), a formal Attendance Plan may be implemented. An Attendance Plan outlines specific expectations required of the employee.  Medical or other supporting documentation may be required if an employee has demonstrated excessive or abusive use of accrued leave or leave without pay. If attendance standards are not met, disciplinary action may be taken.

2. Unauthorized Leave Without Pay - An employee who is absent without approval of the supervisor may be placed on Unauthorized Leave Without Pay for the period of absence, up to a maximum of fifteen (15) calendar days. This unauthorized absence may be used as a basis for disciplinary action.

3. Work Plan - A Work Plan (frequently called a “Corrective Action Plan”) is a written statement of specific work expectations. The plan is designed to give the employee the opportunity to raise performance to an acceptable level. If performance standards are not met, disciplinary action may be taken.

4. Letter of Concern and Expectations - A Letter of Concern and Expectations may be issued to an employee to outline concerns with the employee’s current behavior and/or performance. The letter should indicate the improvement(s) expected.

5. Written Warning - A Written Warning may be issued putting an employee on notice that the employee’s current behavior and/or performance is not acceptable. Expectations and timeframes should be outlined for improvement.

6. Denial of Salary Increase - An employee who receives an annual performance evaluation rating of “Did Not Meet Expectations” in
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either the Overall Rating for Job & Individual Responsibilities section or the Overall Rating for Terms & Conditions section of the Performance Management Form (PMF) will not receive a performance based salary increase. The employee is to be placed on an Attendance Plan or Work Plan, whichever is appropriate.

(Section D)

SUSPENSIONS 
While it is not a disciplinary action, a Suspension with Pay may WITH PAY


often precede or accompany a disciplinary action. If it is deemed 

in the best interest of the Department, an employee may be  Suspended with pay as follows:

1. During an investigation of alleged misconduct.

2. During the period of notice of separation while on working test, reduction in force, or proposed adverse action.

3. During the period between the arrest or indictment of the employee on a criminal charge and the disposition of the charge.

4. For alleged unfitness to perform assigned duties where the alleged unfitness creates the potential for harm to the employee, co-workers, or others. The following requirements pertain to alleged unfitness to perform assigned duties:

4.1 During a period of Suspension with Pay for alleged unfitness to perform assigned duties, the employee may be directed under limited circumstances to undergo a medical (physical and/or psychiatric) examination at the expense of the Department.

4.2 The supervisor or other authorized official must discuss the circumstances with the appropriate Division/Office Director, Hospital C.E.O., District Health Director, or County DFCS Director AND receive prior approval from the Office of Human Resource Management and Development (OHRMD). Authorized OHRMD officials are:

· OHRMD Director,

· OHRMD Deputy Director,

· Manager – Employee Relations Section,

· Manager – Administrative Services Section,

· OHRMD Hearing Representative.

4.3 The employee will be required to authorize the release of the results of the medical examination to an authorized official.  
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The results must be considered confidential and are to be shared with individuals only on a “need to know” basis.

4.4 Upon receipt of the results, a determination will be made regarding appropriate action.

4.5 This type of Suspension with Pay cannot exceed forty-five (45) calendar days.

(Section E)

WRITTEN 

1. A Written Reprimand may be issued to an employee due to 

REPRIMANDS 
    significant or continuing inappropriate behavior or performance 

deficiencies.  The Written Reprimand should contain similar information to the following:

1.1 The date, time and/or place of the inappropriate behavior or

performance deficiency;

1.2 Future expectations of the employee; and,

1.3 The consequences should the inappropriate behavior or performance deficiency continue.

2. A written document that contains similar information as listed above, may be considered a Written Reprimand regardless of the title of the document.

3. In appropriate cases, a reprimand may be accompanied by a Work Plan or Attendance Plan in an effort to clearly inform the employee of how further disciplinary action or adverse action may be avoided.

(Section F)

ADVERSE 
       
Adverse Actions are Suspension without Pay, Disciplinary Salary 

ACTIONS
      
 Reduction, Demotion and Dismissal.

1. The Rules of the State Personnel Board outline specific procedural requirements for Adverse Actions.

2. Except in cases that warrant immediate dismissal, the supervisor

should review the circumstances of the incident or offense, history of corrective measures and/or disciplinary actions previously taken against the employee PRIOR to proposing an Adverse Action.

3. The OHRMD – Employee Relations Section must be consulted in

advance to discuss and determine the appropriate Adverse Action.
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4. In accordance with the Rules of the State Personnel Board - Rule 15,

an Adverse Action may be taken against an employee for the following reasons:

4.1 Negligence or inefficiency in performing assigned duties;

4.2 Inability or unfitness to perform assigned duties;

4.3 Insubordination;

4.4 Misconduct;

4.5 Conduct reflecting discredit on the department;

4.6 Commission of a felony or other crime involving moral turpitude;

4.7 Chronic tardiness or absenteeism;

4.8 Failure to report for or remain at work without justifiable cause;

4.9 Failure to process performance appraisals in a timely manner; or

4.10 Political activity in violation of the Rules of the State Personnel

Board - Rule 3.

(Section G)

SUSPENSION 
1. Employees may be suspended without pay for disciplinary purposes

WITHOUT PAY 
    as referenced in Paragraph F.4., above. The timeframe for a 


Suspension without Pay for disciplinary purposes should be appropriate for the offense and cannot exceed thirty (30) calendar days.

2. Permanent or working test employees may be suspended without pay

for failure to secure or maintain a license or certificate required by

law, regulatory authority or the Department. Employees may be

maintained in Suspension without Pay status during a period of

notice of proposed forfeiture of position, provided that the total period

of suspension shall not exceed thirty (30) calendar days.

3. Employees may be suspended without pay pending criminal court action until disposition of the action.
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3.1 At the end of a Suspension without Pay for pending criminal

court action, the employee will be returned to duty or terminated

in accordance with the Rules of the State Personnel Board.

3.2 If the disposition of the criminal court action does not include

any penalty to the employee, the employee will be reinstated in

accordance with the Rules of the State Personnel Board - Rule

20.

4. For FLSA exempt employees, Suspensions without Pay must be administered in full FLSA work periods and cannot cover parts of two

(2) FLSA work periods.

(Example: A full-time FLSA exempt employee with a work period of Friday 5:00 p.m. to the following Friday 5:00 p.m., may be suspended without pay for 40 hours from Friday 5:00 p.m. to the following Friday 5:00 p.m. This employee cannot be suspended without pay for

less than 40 hours or for a 40-hour period other than the FLSA work

period.)

(Section H)

SALARY 

1. Salaries of FLSA non-exempt employees may be reduced for 

REDUCTION 
   disciplinary purposes.

NOTE: Disciplinary Salary Reductions cannot be taken

against FLSA exempt employees due to provisions of

the Fair Labor Standards Act.

2. Salary as a result of Disciplinary Salary Reduction should be reduced

by an amount equal to at least five percent (5%), and should normally

be reduced by an amount equal to increments of 5% (e.g., 5%, 10%,

15%, etc.)

3. A Disciplinary Salary Reduction may be permanent, indefinite or for a

specified period of time conditional upon the employee’s achievement of fully satisfactory performance and  appropriate/acceptable behavior.

4. Employees retain eligibility for the salary received prior to the Disciplinary Salary Reduction. Salary may be restored on the first day of any pay period following the Disciplinary Salary Reduction provided:

4.1 the employee’s behavior is fully satisfactory;
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4.2 the employee’s performance is fully satisfactory; and

4.3 the employee has remained in the same position.

(Section I)

DEMOTION 
1. Employees may be involuntarily demoted to a lower job for 


Disciplinary reasons.

2. The salary of a classified employee with permanent status who is involuntarily demoted is to be reduced by an amount equal to at least

five percent (5%). The salary cannot be less than the job minimum or

exceed the pay grade maximum for the job to which the employee is

demoted.


(Section J)

DISMISSAL 

1. Employees may be dismissed when all other courses of action have

been unsuccessful or when the situation is so serious that termination

is necessary.

2. Dismissal is required in certain situations, including but not limited to,

drug or alcohol testing violations, criminal history records, criminal

drug offenses, etc.

(Section K)

RECOMMEN- 
Circumstances surrounding dismissal should be reviewed to determine

DATION FOR           whether it is appropriate to enter a recommendation that employees not 

RE-EMPLOY- 
be re-employed by the Department in the future.

MENT

1. In some circumstances, employees who are dismissed from employment are not to be re-employed. (See DHS Human Resource/

Personnel Policies #504 - Criminal History Record Checks, #505 -

Criminal History Record Checks for Nursing Home Units, #1301 -

Drug-Free Work Place and #1302 - Alcohol and Drug Testing Programs for mandatory disqualifications from re-employment.)

2. Each circumstance, other than those requiring mandatory disqualification from re-employment, is to be reviewed on a case-by-case basis.

3. If it is determined appropriate to enter a recommendation that an   employee not be re-employed, “No Rehire” is to be selected on the

REQUEST FOR PERSONNEL/PAYROLL ACTION Form.
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4. Documentation of the reason(s) supporting the request for “No Rehire” must be available upon request.

NOTE: Questions regarding the reasons for entering a “No

Rehire” code should be discussed with the OHRMD –

Employee Relations Section.

(Section L)

INVOLUNTARY 
1. Employees, who first established membership in the Employees’

SEPARATION             Retirement System (ERS) prior to April 1, 1972, and who have a

BASED ON                   minimum of eighteen (18) years of service with the State, have

RETIREMENT            involuntary separation rights under the Retirement System Law.

LAW

2. Specific procedures provided in law must be followed in order to

separate an employee with involuntary separation rights.

3. Because of the legal requirements associated with separations under

this law, any time a long-term (18 years or more) employee is being

considered for separation, a thorough review should be conducted to

determine if the employee first established membership in ERS prior

to April 1, 1972.

4. When possible, prior to separating an employee under this law, the

employee should be warned, in writing, that further inappropriate behavior or performance deficiencies could result in separation and possible loss of retirement benefits.

5. In all cases, employees who meet or who may meet the qualifying requirements listed above must not be separated without prior consultation with the OHRMD Director or with the OHRMD – Employee Relations Section.

(Section M)

APPEALS 

The Rules of the State Personnel Board outline the basis on which an

employee may file an appeal to the Board.

(Section N)

DISMISSAL/
 
If an employee is dismissed/terminated and, as a condition of a TERMINATION      settlement agreement, the personnel file is to be partially purged, the 

SETTLEMENT 
following procedures must be followed:

AGREEMENT
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1. The appropriate human resource/personnel representative shall ensure

that the employee’s personnel file and any associated work history

records are clearly designated with a notation that the file and records

have been purged as a condition of a settlement agreement.

NOTE: The NOTIFICATION OF PURGED RECORDS Form

may be used for this purpose. This form is available in

the Forms Section of the OHRMD Internet Web Site at

the following address:

www2.state.ga.us/departments/DHS/ohrmd/Forms/Personnelforms.html 

2. Such notation shall be disclosed to any subsequent governmental entity seeking information on the former employee’s work history for

the sole purpose of making a hiring decision.

For additional information or assistance, please contact the OHRMD – Employee Relations

Section at 404/656-5796.

******************************
GEORGIA DEPARTMENT OF HUMAN SERVICES

Human Resource/Personnel Policy #1602

DISCIPLINARY / SEPARATION ACTIONS - UNCLASSIFIED EMPLOYEES

EFFECTIVE DATE: May 1, 2002                          EFFECTIVE DATE: May 1, 2002

                                                                                                          Revised: July 1, 2009

REFERENCES: 
State Law (O.C.G.A. §45-20-1 et seq. - Unclassified Service)

State Law (O.C.G.A. §47-2-2 and §47-2-123 - Retirement Law)

Governor’s Executive Orders dated May 3, 1996 and September 13, 1996

DHS Human Resource/Personnel Policy #1904 - Involuntary Separation -Retirement Benefits

The Department of Human Services recognizes that Georgia is an “employment-at-will” state. As such, unclassified employees serve at the discretion of the Department.

(Section A)

GENERAL 

1. Applicants and classified employees who are offered PROVISIONS 
    unclassified positions should be advised of the unclassified 

status. An ACKNOWLEDGEMENT OF UNCLASSIFIED POSITION Form, which indicates the terms of accepting a position in the unclassified service should be signed. This form is available in the Forms section of the OHRMF Internet Web Site at:

www2.state.ga.us/departments/DHS/ohrmd/Forms/PersonnelForms.html

2. Unclassified employees are not covered by the Rules of the State

Personnel Board and have no rights of appeal to the State Personnel Board.

3. In accordance with the DHS Grievance Procedure for Unclassified Employees, disciplinary actions and separation actions are not grievable.

4. Supervisors or human resource/personnel representatives must consult with staff of the Office of Human Resource Management and Development (OHRMD) – Employee Relations Section prior to taking disciplinary or separation action against unclassified employees who have been employed for six (6) months or longer. This section is also available to assist with actions involving short-term employees [less than six (6) months].

5. Separation actions may be taken against unclassified employees at any

time without notice or statement of reasons, unless employees are

covered by the provisions of Section E of this policy. Other circumstances

in which it is permissible to provide reasons for separation are

outlined in Section D of this policy.
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(Section B)

AUTHORITY 
1. Any decision to separate, demote, suspend without pay or 

FOR                                reduce the salary of an unclassified employee for disciplinary 

DECISIONS                  reasons must be approved in writing by the DHS     

Commissioner, Division/Office Directors or designees prior to the action being taken. The supervisor or human resource/personnel representative recommending the action cannot be the official authorizing the action.

2. Authorizing officials may elect to:

2.1 Personally approve all decisions made in accordance with this policy;

2.2 Delegate authority for approval of such decisions; or,

2.3 Use a combination of personal approval and delegation of authority.

3. The authority to approve decisions in accordance with this policy cannot be delegated to any position that is not equivalent to pay grade 14 or higher.

4. If an authorizing official elects to delegate authority further down within the organization, the authorizing official will remain accountable for any decisions made by the designee(s).

5. The requirement for written approval on disciplinary actions and separation actions does not apply to unclassified employees who are not eligible for benefits (e.g., hourly employees, temporary employees, reemployed retirees, etc.). Written approval is also not required for unclassified employees who are separated at the expiration of a time limited appointment.

(Section C)

TYPES OF 

1. Disciplinary actions (which do not include separations) may 

DISCIPLINARY 
    be taken against unclassified employees as determined ACTIONS 

    appropriate.
 Employees are to be given sufficient information 

regarding the inappropriate conduct or performance deficiency to enable them to correct the problem. Actions include:

1.1 Written Reprimands;

1.2 Demotions;

1.3 Suspensions Without Pay; and,
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1.4 Disciplinary Salary Reductions.

2. For FLSA exempt employees, suspensions without pay must be administered in full FLSA work periods and cannot cover parts of two (2) FLSA work periods. The FLSA work period should be determined prior to finalizing the dates for the suspension without pay action.

3. Disciplinary salary reductions cannot be taken against FLSA exempt employees due to provisions of the Fair Labor Standards Act.

(Section D)

TYPE OF 

Unclassified employees may be separated based on the categories 

SEPARATION          listed below:

ACTIONS

1. DISMISSAL (use DIS system entry code) - Employees may be dismissed for reasons directly related to inappropriate conduct or performance deficiencies, including but not limited to, unexcused absences from work and circumstances that would warrant presumptive resignation for classified employees. Reasons for separation are not to be provided to unclassified employees who are dismissed from employment under these circumstances.

2. RELEASE (use RLS system entry code) - Employees may be released for reasons other than inappropriate conduct or performance deficiencies, including but not limited to:

· budgetary constraints or reduction;

· downsizing;

· reorganization; or

· termination of program.

2.1 Unclassified employees who are released from employment for reasons listed above, through no fault of their own, may be given reasons for the release verbally or in writing.

2.2 RELEASE should be considered in lieu of DISMISSAL if performance failures occur during the first six months of employment, despite satisfactory efforts by the employee. Generally, this would be due to the employee’s inability to perform the duties of the job.
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2.3 RELEASE should also be used for the separation of hourly and temporary employees, unless there are conduct or performance issues.

3. FAILURE TO RETURN FROM LEAVE (use LVE system entry code) - Employees may be separated for failing to return from a leave of absence. Employees may be given reasons verbally or in writing when separated for this reason.

(Section E)

INVOLUNTARY 
1. Employees, who first established membership in the Employees’

SEPARATION             Retirement System (ERS) prior to April 1, 1972, and who have BASED ON                   a minimum of 18 years of State employment, have involuntary

RETIREMENT            separation rights under the Retirement System Law.

LAW

2. State Law requires that specific procedures be followed in order to separate employees with involuntary separation rights.

3. Because of the legal requirements associated with separations of this type, any time a long-term (18 years or more) employee is being considered for separation, a thorough review must be conducted to determine if the employee first established membership in ERS prior to April 1, 1972.

4. In all cases, employees who meet or may meet the qualifying requirements listed above must not be separated without prior consultation with the OHRMD Director or with the OHRMD – Employee Relations

(Section F)

PROCEDURE 
1. The employee’s supervisor or human resource/personnel 

Representative should work with the OHRMD – Employee Relations Section to prepare the appropriate disciplinary action or separation letter.

2. Written reprimands do not require reviews by authorizing 

Officials prior to presenting to employees. Copies of written reprimands are to be forwarded to the appropriate Transactions Center for placement in employees’ official personnel files and to the OHRMD Employee Relations Section. (Copies should not be sent to the State Personnel Board, Georgia Merit System or the Office of State Administrative Hearings.)

3. All other disciplinary action and separation letters are to be submitted to the designated authorizing official with the 
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RECOMMENDED DISCIPLINARY ACTION/ SEPARATION ACTION DECISION FOR AN UNCLASSIFIED EMPLOYEE Form. (This form is available on the OHRMD Web Site in the Forms Section.)

3.1 The designated authorizing official is to approve or disapprove the recommended action.

3.2 If the action is approved, the disciplinary action or separation letter is to be presented to the employee. Copies of the letter and completed authorization form are to be forwarded to the appropriate transactions center for placement in the employee’s official personnel file and to the OHRMD – Employee Relations Section. (Copies should not be sent to the State Personnel Board, Georgia Merit System or the Office of State Administrative Hearings.)

3.3 A completed REQUEST FOR PERSONNEL/PAYROLL ACTION Form must be forwarded to the Transactions Center along with the appropriate documentation.

(Section G)

RECOMMEN- 
When an employee is separated from employment, the supervisor 

DATION FOR 
or human resource/personnel representative is to review the RE-EMPLOY-                 employee’s work performance, behavior and reasons for separation 

MENT 

to determine if it is appropriate to have a “No Rehire” 




recommendation entered in the employee’s record.

1. In some circumstances, employees who are separated from 

Employment are not to be re-employed. (See DHS Human Resource/ Personnel Policies #504 - Criminal History Record Checks, #505 - Criminal History Record Checks for Nursing Home Units, #1301 - Drug-Free Work Place, and #1302 - Alcohol and Drug Testing Programs for mandatory disqualifications from re-employment.)

2. Each circumstance, other than those requiring mandatory disqualifications as indicated in Section G, #1 above, is to be reviewed on a case-by-case basis, in consultation with the OHRMD – Employee Relations Section.

3. If an employee should not be re-employed, “No Rehire” is to be selected on the REQUEST FOR PERSONNEL/PAYROLL ACTION Form.

4. Documentation of the reason(s) supporting the “No Rehire” must be available upon request.
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For additional information or assistance, please contact the OHRMD – Employee Relations Section at 404/656-5796.

******************************
Corrective Action: Sarah
Since Annette became a supervisor nine months ago, she’s been having issues with Sarah. Annette became a supervisor after a promotion from case manager in another unit to supervisor. Sarah is the same age as Annette, but just graduated from college about a year ago and joined the agency shortly thereafter. At first, Annette overlooked some of what she thought of as Sarah’s “immature” behavior. Sarah is chronically late to work, and Annette has seen clients waiting for her to arrive on several occasions. She’s always got a seemingly good excuse, but nonetheless she’s late. The weekly unit meeting often starts 10 minutes late, because otherwise they’re disrupted when Sarah swoops in and noisily settles herself. Annette has given her a verbal notice to be more timely and less disruptive.

Another issue with her case plans is increasingly more difficult to handle. About three months ago, Annette gave Sarah a formal written warning because her paperwork was constantly tardy and incomplete. Sarah missed several key court deadlines, causing delays in court hearings. When Annette gave her the formal written notice, Sarah was embarrassed and flustered and promised to do better.
Sarah has gotten better with her deadlines, but the case plan quality has suffered. On the surface, Sarah has mostly complied with the written warning, but Annette has observed more and more coolness and even avoidance. Since Sarah has met most of her deadlines, Annette has let a few of the missed deadlines go without calling attention to them. But lately, Annette has noticed less creativity with her case plans, and she seems to literally be using a cookie cutter approach to case planning. In fact, when reviewing a plan last week, she found the names of clients from another family in the objectives and tasks language. Obviously, Sarah had simply cut and pasted the plan from another client’s case plan. Sarah is clearly not completing a full assessment or matching the case plan to the assessment findings. Annette worries about client outcomes, as well as the tenor it is setting for the rest of the unit.


What should Annette do?
1. Is using a corrective action plan an appropriate response for Sarah?
2. What would you address in the plan?

3. How would you address the issues? 
4. What obstacles might you encounter in developing a corrective action plan with Sarah?
5. How might you overcome those obstacles?
6. How would you follow up with Sarah to assure she was doing what she was supposed to do?
7. If she did not change her performance, what types of documentation would be needed to terminate her employment?

Generational Assessment

Directions:  Circle the number under each topic that best represents you.

BALANCE

1. “Support me in shifting the balance.”

2. “Help me balance everyone else and find meaning myself.”

3. “Give me balance now, not when I am sixty-five.”

4. “Work isn’t everything; I need flexibility so I can balance all my activities.”

FEEDBACK

1. “No news is good news.”

2. “Feedback once a year, with lots of documentation.”

3. “Sorry to interrupt, but how am I doing?”

4. “Feedback whenever I want it at the push of a button.”

REWARDS

1. “The satisfaction of a job well done.”

2. “Money, title, recognition, the corner office.”

3. “Freedom is the ultimate reward.”

4. “Work that has meaning.”
MANAGEMENT STYLE

1. Chain of Command.

2. Change of Command.

3. Self Command.

4. Don’t Command – Collaborate.

Generational Assessment (Cont.)

TRAINING

1. “I learned it the hard way; you can too!”

2. “Train ’em too much and they’ll leave.”

3. “The more they learn, the more they stay.”

4. “Continuous learning is a way of life.”

CAREER GOALS

1. “Build a Legacy.”

2. “Build a stellar career.”

3. “Build a portable career.”

4. “Build parallel careers.”

RETIREMENT

1. Reward

2. Retool

3. Renew

4. Recycle

CHANGING JOBS

1. “Job changing carries a stigma.”

2. “Job changing puts you behind.”

3. “Job changing is necessary.”

4. “Job changing is part of my daily routine.”
	ASSETS & LIABILITIES

	
	Liabilities
	Assets

	Millennials
	· Distaste for menial work

· Lack of skills for dealing with

· Impatience

· Lack of experience

· Confidence
	· Multitasking

· Goal orientation

· Positive attitude

· Technical savvy

· Collaboration

	Xers
	· Show impatience with poor performers.

· Have a hard time identifying with young employees who don't share their work ethic.

· Less "seasoned" in their decision-making (nothing they can do to change their age!)

· Give needy employees less attention than they require.

· They don't give their respect to others based just on titles. They consider authority a "whatever" kind of thing anyway.

· Denigrate rules, absolutes, and structure.
	· Highly competent  technologically.

· Hold a strong work ethic.

· Bring a fresh perspective.

· Have a somewhat lower "need-to be liked" factor than older managers.

· Have a systems/big-picture orientation.

· Care less about status and power than some of their older counterparts.

· Do not expect special treatment based on titles.

· They fully expect to earn every ounce of respect given them.

· Worship experience and immediacy.

	Boomers
	· Can be hung up on lines of supervision.

· Are not technologically savvy and mistrust computers.

· Can be indirect in their communication.

· Require clearly defined schedules and procedure.
	· Loyal to the organization.

· Willing to work hard in order to achieve success.

· Build relationships with co-workers and genuinely care about coworkers.

· Enjoy the input of teams.

	Silents
	· in the box thinkers”

·  Do not speak up when frustrated or see fault with superiors or organization.

· Lack technological skills and are reluctant to learn.

· Can be close-minded about any challenges to authority or patriotism.

· Require time to problem solve and do not work well under crises.
	· Dedicated to job and organization.

· Willing to wait for the “big payoff” or reward from the company…likely to stick with a company through thick and thin.

· Can be relied upon to complete the task assigned within specified timelines.

· Extremely thorough.

· High adherence to code of honor and ethics

	.Peter Dahlin, MS & Mary Garrison, LCSW.  Managing A Multigenrational Workforce, (2004


	Workplace Strategies

	
	Preferred Work Environment
	Intervention Strategies

	Baby Boomers
	· autonomy

· sense of meaning

· chance to learn new things

· schedules and routines

· opportunity for face-to-face contacts
	· redesign the way tasks get done

· let people work on their own

· teach the basics of the business, help them to

· understand where their job fits into the big picture

	Generation X
	· casual, friendly

· functional, efficient

· technologically up-to-date

· neat, clean, orderly

· collegial

· a place to learn

· high level of freedom
	· Avoid judging

· Accommodate individual needs whenever possible

· Demonstrate competence

· Forgive impatience

· Celebrate

· Mentoring

· Employee Exchange Program

· Weekly Observation Sheets

· Provide ongoing feedback

· Validate the power of "X"

· Projects not jobs

· Create Teams

· Revisit training

· Position your organization goals as a way for Gen X to realize their individual goals

	Millennials
	· to work with positive people

· to be challenged

· to be treated respectfully

· to learn new knowledge and skills

· to work in friendly environments

· to have flexible schedules

· to be paid well

· goal- and achievement-oriented atmosphere
	· The boss should be the leader

· Challenge them

· Let them work with friends

· Let’s have fun

· Respect them

· Be flexible

· Be Prepared For high expectations

· Don’t expect them to pay their dues

· Don’t throw a wet blanket on their enthusiasm

· encourage them

· mentor them

· learn from them

· Design office space so that Millennials are set up physically to share ideas

· Consider assigning projects to groups for reaching a goal

- reverse mentoring program


Working with Generations in my Unit
Name of Staff Member ____________________________

Strategies:

What other strategies can you take with you to the workplace?  (Be specific)

To be more successful working with Boomer- X-ers can:

· Show respect for the Boomers. They've put in their time. They don't want to be called "Mr." or "Mrs." or "Sir" or "Ma'am," but they do want to know you respect their experience.

· Take your time. Boomers tend to value the "people side" of business. Take the time to get to know them as human beings who care what you think of them.

· Be friendly. Call Boomers by name - and "check in" with them ("How did your son do at his soccer match?" "How was your ski trip?")

· Choose face-to-face conversation when possible. Sometimes e-mail and voicemail are too impersonal for Boomers.

To Be More Successful working with Xers, Boomers can:

· Get to the point. Most Xers prefer a straightforward approach. One of the key complaints Xers have about Boomers is their "soft" - some might call it wishy-washy – communication style. Boomers say things like, "I'd love it if you would...." and "You might want to...." Most Xers wish the Boomers would just say, "Here's what needs to get done..."

· Avoid cliché and hyperbole. Xers feel Boomers give lip-service to concepts like employee involvement and empowerment - and don't actually do what they say.

· Learn to use technological communication efficiently. Xers say Boomers play phone tag  when they could simply explain on their message what they want/need. Use e-mail when it's appropriate - not for feedback, for example, but to pass along information.

· When delegating, sketch out the end result, but allow the Xers to figure out how to achieve the result. 

What information about generations can you take with you and apply in your everyday work environment?

MANAGER


(Administrative)
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