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NEW TO THIS EDITION:
All material carried over from the Fourth Edition to this Fifth Edition was “tuned up” in terms of language and syntax, and a few errors that had crept into the Fourth Edition were corrected.  Throughout the book the case studies, exercises, and questions were improved where possible, some references were updated, and the lists of recommended reading and other resources were expanded for several chapters.
TRANSITION GUIDE:
A detailed Table of Contents for the new edition is provided below. While the organization of the new text has remained true to the original, some new content has been included to improve your course. Use the outline below to update your syllabus with the text’s new information and updated material. 

PART I – PLANNING AND ORGANIZING

Chapter 1 – Do You Really Want to Be a Supervisor?
–updated!
Chapter 2 – Customer Service
–updated!
Chapter 3 – Planning
–updated!
· Material about planning was expanded to include consideration of the need for planning and why so many fail to plan adequately or to plan at all, also addressing the consequences of failure to plan.


Chapter 4 – Organizing, Coordinating, and Controlling

–updated!


· Consideration of reengineering was removed from Chapter 4, which is re-titled “Organizing, Coordinating, and Controlling.” 

· The new Chapter 4 offers considerable expansion of the information on “controlling” as one of the basic management functions, the ever-essential “follow-up and correction” activity.

Chapter 5 – Reengineering, Mergers, and the Supervisor –NEW (expanded from Ch 4)!
· The all new Chapter 5 gives reengineering an expanded chapter of its own which also addresses mergers and other organizational affiliations and their effects on the role of the supervisor.
Chapter 6 – Position Descriptions and Performance Standards
–updated (was chapter 5)!

· Potential uses of the position description (job description) are considerably expanded. 

Chapter 7 – Policy Making and Implementation
–updated (was chapter 6)!
Chapter 8 – Personnel Recruitment
–NEW (expanded from Ch 7)!
· What was previously Chapter 7, “Personnel Recruitment and Selection,” has been divided and expanded into two new chapters, Chapters 8 and 9. 

· New Chapter 8, “Personnel Recruitment,” includes expanded information about the aging work force, recruiting older workers, and recruiting during periods of staff shortage. 

Chapter 9 – Interviewing and Employee Selection 
–NEW (expanded from Ch 7)!
· What was previously Chapter 7, “Personnel Recruitment and Selection,” has been divided and expanded into two new chapters, Chapters 8 and 9. 

· The new Chapter 9, “Interviewing and Employee Selection,” provides an expanded presentation of selection interviewing and the supervisor’s role in interview follow-up activities.
Chapter 10 – Orientation and Training of New Employees
–updated (was chapter 8)!
Chapter 11 – Team Leadership
–updated (was chapter 9)!

· The updated chapter provides further differentiation between the ongoing departmental team and the special-purpose team, and addresses the potential legal pitfalls of the latter.


Chapter 12 – Safety and Workplace Violence
–updated (was chapter 10)!
PART II – LEADING PEOPLE

Chapter 13 – Leaders and Managers
–updated (was chapter 11)!
Chapter 14 – Coaching
–updated (was chapter 12)!
Chapter 15 – Motivation, Reward, and Recognition
–NEW (combines Ch 13 & 14)!
· New Chapter 15, “Motivation, Reward, and Recognition,” combines former Chapter 13, “Morale and Motivation” and Chapter 14, “Reward and Recognition,” into a considerably expanded and improved presentation of these closely interrelated topics.




Chapter 16 – Performance Feedback
–updated (was chapter 15)!
· This revised chapter has been strengthened concerning the use and importance of regular, day-to-day, feedback on performance.

Chapter 17 – Counseling: Preventing Bigger Problems
–updated (was chapter 16)!
Chapter 18 – Disciplining: Correction of Behavior
–updated (was chapter 17)!
· This revised chapter has been strengthened concerning legal precautions related to “getting rid of deadwood.”

Chapter 19 – Cultural Diversity: Managing the Changing Workforce
–updated (was 18)!
· This revised chapter has been appreciably expanded to address the management of generational diversity (Baby Boomers, Generation X, Generation Y, etc.).

Chapter 20 – Conflict and Confrontation

–updated (was chapter 19)!
Chapter 21 -- Employees with Problems
–updated (was chapter 20)!
· This revised chapter places added emphasis on the supervisor’s responsibility for working to salvage troubled employees rather than giving up on them.
Chapter 22 – Managing Difficult Employees
–NEW (combines Ch 21 & 22)!



· This new chapter combines the interrelated topics of the former Chapter 21, “Employees with Negative Attitudes,” and Chapter 22, “Coping with Hostile People,” with altered emphasis on identifying kinds of personalities or behavioral problems and reducing what had likely struck some readers as “stereotyping” troublesome individuals and recognizing that it is not appropriate to try to discipline for “attitude.”
Chapter 23 – Complaints, Grievances, and Appeals
–updated!

· This chapter is updated to stress the nature of “appeals” from employees and to relegate the term “grievance” to an organized labor contact.

Chapter 24 – Personnel Retention

–updated!

Chapter 25 – Privacy and Confidentiality, Employees and Clients
–NEW!


· This completely new chapter reflects today’s concerns with patient confidentiality and individual privacy, including useful information on HIPAA (the Health Insurance Portability and Accountability Act).
PART III – HEALTH CARE COST CONTROL

Chapter 26 – Managed Care
–updated (was chapter 25)!

Chapter 27 – Budgets and Cost Control
–updated (was chapter 26)!

· This chapter is expanded to present in detail the supervisor’s essential role in the control of overtime.


PART IV – DEVELOPING EMPLOYEES

Chapter 28 – Job Redesign
–updated (was chapter 27)!

· This chapter is expanded to include scheduling alternatives such as flextime, job sharing, and telecommuting.

Chapter 29 – Managing Change
–updated (was chapter 28)!




Chapter 30 – Staff Development
–NEW (combines Ch 29 & 30)!



· New Chapter 30, “Staff Development,” combines and expands upon the interrelated topics of the former Chapter 29, “Encouraging Creativity,” and Chapter 30, “Staff Development.”


Chapter 31 – Delegation and Empowerment
–updated!
PART V – SPECIAL SUPERVISORY SKILLS

Chapter 32 – Spoken Communication
–updated!
Chapter 33 – Written Communication
–updated!


· This revised chapter includes up-to-date information on the use of electronic mail in business communications.
Chapter 34 – Holding Effective Meetings
–updated!


Chapter 35 – Decision Making and Problem solving 
–updated!
Chapter 36 – Negotiating Skills
–updated!





Chapter 37 – Time Management

–updated!
· This revised chapter now includes some additional information about other dimensions of personal effectiveness (of which time management is but one).





PART VI – SELF-ENHANCEMENT FOR THE SUPERVISOR

Chapter 38 – Coping with Stress and Burnout
–updated!


Chapter 39 – The Supervisor’s Career Development
–NEW (combines Ch 39 & 40)!
· New Chapter 39, “The Supervisor’s Career Development,” combines the former Chapter 39, “Career Development for Supervisors,” and Chapter 40, “Succession Planning,” recognizing that the latter is a key port of a supervisor’s career development.


Chapter 40 – Politics, Networks, and the Supervisor’s Future
–updated (was chapter 41)!


· This revised chapter considers both politics and networking as before and now also includes a significant section about doing today’s job while preparing for tomorrow. It also features a concluding section that discusses the possible changes that the supervisor might encounter in the health care environment in the coming years.

PREFACE

In moving from the fourth edition of Umiker’s Management Skills for the New Health Care Supervisor to this new edition, I was careful to preserve Dr. William Umiker’s style and remain consistent with the manner of organizing and presenting material that characterized his earlier edition. Dr. Umiker always used a straightforward and uncluttered way of presenting information and advice in clear and concise terms. I believe that his approach to the material is well suited to the aspiring, new, or even experienced first-line supervisor who wishes to do his or her very best in what has become a position of increasing responsibility, importance, and difficulty.

The principal strengths of the earlier editions are found in clarity and simplicity of presentation, making the book an extremely usable text and reference. In addressing the fifth edition it has been my intent to preserve the tone of the earlier editions, so with few changes I have retained the level of language and order of presentation of the Fourth Edition. A number of chapters have been updated to some extent and a fair amount of new material has been provided, continuing, I hope, to enhance the book’s value for classroom work, continuing education activities, and self-study purposes.

All material carried over from the Fourth Edition to this Fifth Edition has been “tuned up” in terms of language and syntax, and a few errors that had crept into the fourth edition were corrected.  Throughout the book the case studies, exercises, and questions were improved where possible, some references were updated, and the lists of recommended reading and other resources were expanded for several chapters.

Among the more significant improvements, the topic of reengineering was removed from the former Chapter 4 and given is own, expanded chapter which also addresses mergers and other organizational affiliations and their effects on the role of the supervisor.

The former Chapter 7, “Personnel Recruitment and Selection,” has been divided and expanded into two new chapters addressing “Personnel Recruitment” and “Interviewing and Employee Selection,” providing an expanded presentation of employees selection and the supervisor’s role in interview follow-up activities.

A new chapter titled “Motivation, Reward, and Recognition,” combines two former chapters into a considerably an expanded and improved presentation of these closely interrelated topics, and the material concerning “Cultural Diversity: Managing the Changing Workforce” has been appreciably expanded to address the management of generational diversity as well.

An important chapter concerning “Privacy and Confidentiality, Employees and Clients,” has been added, including useful information on HIPAA (the Health Insurance Portability and Accountability Act). And the chapter on “Budgets and Cost Control,” has been expanded to present in detail the supervisor’s essential role in the control of overtime.

The information concerning “Job Redesign,” has been expanded to include scheduling alternatives such as flextime, job sharing, and telecommuting.

The final chapter, “Politics, Networks, and the Supervisor’s Future,” considers both politics and networking as before but now also addresses the balancing act involved in doing today’s job while preparing for tomorrow.

This book was written primarily for health care workers who have had little or no management training but who may be, or have been, promoted to supervisory positions, or who aspire to such positions. Seasoned first-line as well as middle managers will also find many practical suggestions for improving their effectiveness.

Supervisors continue to wrestle with smaller budgets, fewer professional workers, greater responsibilities, and more time pressure. Morale continues to decline in many organizations, and eroding job security is adding additional stress to an already stressful environment. This fifth edition addresses these continually changing circumstances and their impact on supervisors.

To a considerable extent this book is about dealing with people problems, the difficult, frustrating, and time-consuming problems that go with the territory wherever working people provide goods or services for other people. The supervisor may sometimes feel that never-ending people problems take away from one’s ability to address the “real work.” For the supervisor, however, that specialized worker who exists to make it possible for employees to get the work done as efficiently and effectively as possible, the people and their problems are in fact the core of the real work. It is certain that if there were far fewer people problems to address, far fewer supervisors would be needed.

Supervisors and other managers are judged not only by their personal performance but also by the performance of their subordinates. This book provides the information they need to get maximum effort and results from staff.

Not a great deal of theory will be found within these pages, and little will be said about managing an organization from a top-down perspective. The focus throughout is providing practical advice about getting things done through and with the people who do the hands-on work day in and day out. This includes not only what to do but also how to do it.

The advice and guidance provided by this book can enable you to:

· Survive the transition from professional or technical employee to supervisor.

· Improve customer satisfaction.

· Plan, organize, and delegate work to achieve greater productivity.

· Improve policies, position descriptions, and work standards.

· Recruit, select, orient, and train new employees more skillfully.

· Implement organizational changes and build high-performing teams.

· Improve safety and cope with violence in the workplace.

· Enhance your leadership, coaching, counseling, and disciplinary skills.

· Cultivate your communication, meeting, and negotiating expertise.

· Provide your employees with helpful performance feedback.

· Cope with cultural diversity, conflict, and problem employees.

· Adjust to changes, the requirements of managed care, and the demands of cost-control.

· Encourage creativity, solve problems, and delegate more.

· Stimulate staff development and groom a potential successor.

· Improve your personal use of your time and reduce time lost from external influences.

· Reduce workplace stress and prevent burnout.

· Increase your personal marketability and career development.

· Develop an efficient personal network.

· Sharpen your workplace political skills.

Charles R. McConnell
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