
Operations

Lecture - 10 marks

1. Service vs manufacturing and implications for decisions (beyond capacity)

· Service and manufacturing companies both transform “raw materials” into finished goods
Differences

· In service companies, the raw material is not an object, it is a person with an unsatisfied need or possession that requires care (i.e. haircut, car repair)
· Services are performed, not produces
· Implication: must focus on the process as well as the outcome (not just the outcome like in manufacturing companies). Example: McDonald's customers don’t care about the process of patty making (manufacturing), but when they go into the restaurant (service), they will judge how fast they get their food, how clean it is, AND the end product. Therefore you must ensure you have good quality service
· In a service company, the ‘product’ is intangible and therefore the focus is more on the experience
· Service companies are more customized than manufacturing companies 
· Logistics is less important in service companies since you cannot store intangible goods (inventory is less of an issue)
· Unlike in manufacturing companies, in services the customer is part of the process
· Implications: your location must be convenient for your customers (ties into marketing) and your hours of operation must fit with your customers
Classifying Services

· You can classify service businesses by the extend of contact with the customer you have (i.e. if you are a delivery service that delivers milk to grocery stores, you have little customer contact, but if you are a transportation company who drives children to field trips, you have a lot of customer contact
· Affects operations because with high customer contact you must be more available for the times that your customer wants
Capacity

· Integration of marketing and operations
· Demand / Capacity tradeoff
· Recognize that whatever demand you are forecasting, from an operations perspective you must make sure you have the capacity to meet it. Also make sure that you do not overestimate demand and have too much capacity with idle resources
· In manufacturing:
· Set capacity slightly ahead of demand because want just enough capacity to meet demand, but not too much to have idle resources
· Balance: have enough capacity for growing demand in the foreseeable future because it costs more to add extensions later than to do it at the beginning. However, do not over due it because you will have idle resources that you must pay for (fixed costs)
· In short term turn away customers or outsource at lower margins
· Seasonality – shift demand and capacity requirements by pricing
· Try and even out demand by giving customers pricing incentives to buy in less popular times (i.e. buy your skis in the summer for cheaper)
· In services:
· If you have low customer contact: set capacity to average demand since customers are not there with the service company, so they can provide you your service when you are gone (I.e. accounting firm)
· If you have high customer contact: set capacity at peak demand in order to meet demand at the busiest times. This is because customers are with you while you are performing the service, they cannot leave and come back. (I.e. if you are running a restaurant and lunch is popular, you must have enough tables for the crowd)
2. Mass production vs mass customization
Mass Production Technology:

· Producing identical products using mass products methods
· Good technique for stable market conditions because you must know that people always want this product in large quantities
· Repetition (standardized product)
· In order to mass produce, your market must be stable, however markets do not work like this, they are constantly changing
New Economic Reality:

· Constant change
· Customer-driven (marketing concept: must meet their needs. What we are making is equally as important as how we make it)
· Customization and innovation (we must provide each customer with the benefit they want)
· This is why mass customization is great:
· You can no longer simply mass produce because markets are constantly evolving, however individual customization is not good because it is not efficient (too slow and expensive)
· Can now do this with technology: can use computers to customize but also mass produce items (we can create products in a mass way that are specifically designed for different customers)
3. Sustainable product design – cradle to cradle and biomimicry, product stewardship, sustainability through servicing, and sustainability of the supply chain
Sustainable Product Designs

Cradle-to-Cradle Design

· “Waste equals food”
· Trying to make the ending of the use on one resource and give it to someone else. (i.e. nike shoes)
· Products developed for closed-loop systems (not linear, there is not an end, it starts over at the beginning)
· Every output is safe and beneficial
· Biological nutrients: biological must COMPLETELY biodegrade into the earth- must come from earth and return to the earth. This is TRUE cradle-to cradle
· Technical nutrients: the reused product is made into a resource of equal or greater value than the original product, unlikes recycling which makes it into something worse
- Eliminate the concept of waste 

Biomimicry

· Sustainable innovation inspired by nature - “biologically inspired engineering”
· Invention of Velcro is the most famous example of biomimicry
- Based not just on what we can take from nature, but what we can learn from nature

· Based NOT on what we can extract from organisms and ecosystems (harvesting or domestication), but what we can learn from them
Product Stewardship

· The responsible and ethical management of the health, safety, and environmental aspects of a product throughout its TOTAL life cycle
· To be sustainable you can’t take an issue and make it someone else's (i.e. the waste video)
· Once the product is waste, IT IS STILL YOUR PROBLEM
· Responsibility has extended past to when the consumer holds the product, you must still follow through with your product when it turns into waste
· The concept of extended producer responsibility – accounting for the impact of a product during use and after disposal
Sustainability Through Servicing

· Increased efficiency and creation of environmentally benign products and processes necessary but not sufficient
· Gains may eventually be counteracted by increases in consumption
· Suggestion: Change business model from selling products to providing services
· Turn demand for reduced material use into a strategic opportunity
· Services more difficult to imitate – competitive advantage
· Xerox
· 1994 – became “the  document company” – help companies improve efficiencies in document-intensive business processes
· Tried to help customers be more efficient (not waste paper)
Sustainability of the Supply Chain

· Supply chain: “A network of facilities that procure raw materials, transforms them into intermediate goods and then final products, and delivers the products to customers through a distribution system.”
· Look at all the things happening in the chain and look at its environmental impact
· You must look at where you are in the supply chain and ensure that everyone in the supply chain has the same goal (i.e. starbucks needs to ensure its supplier is getting its coffee in a sustainable matter)
· “Management of raw materials and services from suppliers to manufacturer/service provider to customer and back with improvement of the social and environmental impacts explicitly considered”
· Outsourcing business operations doesn’t mean outsourcing responsibilities or risks in today’s global economy – sustainable supply chain management is key to the integrity of the brand
Ex. Walmart

· Pilot programs with suppliers of seven common items - to measure and reduce the amount of energy used in making and distributing them
· They are very rigid with what goes on in their shelves (i.e. sour creme)
· Walmart is cautious and makes an impact on all of the items that go on their shelves (i.e sour creme)
· Walmart is an excellent example of managing the supply chain sustainably
Ex. Timberland

· Very much focussed on sustainability of their products and how they operate their entire supply chain
· They said:“If you are going to design carbon out of a product, you have to understand every place in the life cycle that carbon comes in.”
· Their shoes are made of recyclable materials 
· They communicate their environmental message well to consumers by putting a “nutrition label” on their shoe boxes that shows the environmental impact
4. Greenwashing’ – 6 sins
· When you are marketing something sustainable, you must communicate your message honestly and credibly to your customer to come across as genuine and caring towards the environment
· Do not ‘greenwash’
· The act of misleading consumers regarding the environmental practices of a company or the environmental benefits of a product or service. 
6 Sins of Green Washing

1. The sin of the hidden-trade off: claims based on a single attribute (e.g. recycled content of paper) while ignoring others (energy use, emissions). The net effect is negative

2. The sin of vagueness: i.e. it is all natural or non-toxic

3. The sin of fibbing

4. The sin of no proof

5. The sin of lesser of two evils: environmental qualifiers such as “organic” or “green” are placed on products in which the entire product category is of questionable environmental value (i.e. green insecticide)

6. The sin of irrelevance: when a company says something that is true but does not necessarily matter or make a difference

Human Resources

Lecture – 10 marks

1. Realistic approach to recruitment
· When you are recruiting, you want to do it in a way that will not cause you to have to do it again
· If you don’t you will get turnover, which is expensive and time consuming
· You want to recruit in a manner that will get people to stay with the company
· You want to plan ahead so you are not in a panic to sell positions to people. Selling positions to people can be bad because if you don’t sell the pros and the cons, they will probably end up leaving because they were disappointed. Telling people just the pros is really dangerous
· Be very realistic, honest, and transparent in the process
How you must design your selection methods:

· Selection procedure is meant to find good people
· Unfortunately, the only way to be sure is to hire them and see how they perform. However, this is risky and can cost a lot
· You use applications, resumes, etc, to predict who is best
· You need to be sure that your selection process is valid and will ensure you are picking the best employees
· Reliability goes hand in hand with validity
· You want a valid process but you want it to be valid consistently, you want to be picking the right people EVERY time
2. Validation of selection methods – process, application forms and interviews
· Criterion validity: those that do well on selection method (predictor) also perform well on the job (criterion). You want to make sure that it does in fact tell you if they will do well on the job
Validation Process:

· Administer the selection procedure to a group of people (Take the selection method -application, tests, interview, any procedure- and give it to a group of people)
· Correlate (compare) the results/predictor scores with performance/criterion scores (take their answers to the questions and compare it to how well they performed)
· Look for valid predictors (is their a high correlation between the question answered and their performance
· I.e. a valid predictor: question is what is your highest level of education? university. Most people who had a university degree DID perform well. If your questions are not good at predicting how well people will perform, you do not use that question
· Predictive & Concurrent 

· Use the above generic process in a predictive and concurrent fashion
· Difference is in who administered to and implications:
· Predictive: giving it to applicants (very accurate way of doing it since they are the ones you will be predicting their behaviour and they are the ones applying for the job)
· Concurrent: giving it to current employees (less accurate since they are not the ones you are trying to predict their behaviour and they are not applying for the job so they may be answering the questions differently than they would have when they first applied. It does have the advantage that you can immediately correlate the answers they give to their performance since they have already worked for you
· You can take the predictive answers AFTER the people you have employed have showed their job performance in order to get a more accurate correlation
Application to selection methods

Application Forms

· What can you ask? education and experience or specific questions related to the job (you cannot ask about age, gender, race)
· what is it used for? to screen for qualities that truly apply to the success or performance of a job. They are looking for what will really impact success
· “weighted application blank”
· You can score the answers as to how powerful of a predictor they are
· 50 answer YES, 40 high performers = weight 80 (80% people who put yes are strong performers)
· Can filter through applications rapidly 
Interviews

· Most common but least valid way to select people
· Not valid because of the way they are implemented (interviewers and questions asked)
· You have human biases (i.e. he is so funny - then you try and find out if he is funny)
· Degree of variance and validity of questions 
· Issue: if you vary the questions from person to person, you can no longer compare people
Solution:

· Interviewers
· Train the interviewers: if you are aware of the mistakes you make and the biases you may have, you may refrain from them
· Have multiple interviews or multiple interviewers
· Give feedback
· Questions:
· Use job analysis as guide for developing the questions
· Validate the questions
· Use patterned questions (the same questions posed in the same way and the same orders
· Testing
· Make sure the testing methods you are valid for you (even if the tests claim they are already validated)
3. Job evaluation process, and pay equity legislation
Determining Compensation

- Objectives

· Attract, retain, and motivate
· External and internal equity (external: job to job fairness)
- Internal equity - Job Evaluation

· Job Analysis
· Develop rating system: you can compare jobs that may not be similar but you can still compare them based on set criteria
· Assign pay based on relative value
· “Price the Pay Structure” (if jobs are similar they should be paid similarly)
Point Method

· Expensive method of determining pay but employees believe that they are being paid fairly
Steps

1. Base on universal factors 

· Skill, Effort, Responsibility, Job Conditions (every single job can be assessed on those four factors)
2. Each company would base those four factors into sub-factors relevant specifically to their company

3. Need to define varying degrees of it (i.e. degree of experience)

4. Assign a weighting to each of them using point values. The best way to do this to make sure they see it as fair is to use a committee of employees to determine them

5. Pay grades (jobs with less points get a lower pay)

Pay Equity Legislation

· NOT “Equal Pay for Equal Work”
· Prohibits paying different wages to employees who work for the same firm in jobs that are different but of comparable worth to company
· Jobs of equal value paid the same regardless of gender
· Attempts to end “systemic wage discrimination”
· and eliminate portion of wage gap that can’t be explained by differences in education, labour market experience, or seniority
· Federal Government, Ontario & Quebec – both public and private sector
· Required to develop and implement plans BUT complaint based system
· In federal law for over 30 years (’77) but wage gap still exists
6. Emotional intelligence vs IQ and personality
Is EQ the same as IQ

· No they are not

· IQ is book-smart whereas EQ is emotional competency

· People with the highest levels of IQ outperform those with average IQ just 20% of the time, while people with average IQs outperform those with high IQs 70% of the time.      

· IQ does not and cannot predict success in life – it can predict on average 6% of success in a given job.                        

· Therefore, it is important to note that IQ is only a little piece of a success factor

· IQ is static, it peaks at 17 and you will not gain more intelligence. Therefore you must access it and use it in a different way

· You are born with a personality, and it tends to set at the age of 5

· IQ and personality are both static BUT EQ is not static

· EQ and IQ work together

· To understand someone you must look at personality, EQ, and IQ

Defining Emotional Intelligence

· An array of non-cognitive (emotional and social) capabilities, competencies and skills that influence one’s ability to succeed in coping with environmental demands and pressures

· The ability to perceive emotions, to access and generate emotions so as to assist thought, to understand emotions and emotional meanings, and to reflectively regulate emotions in ways that promote emotional and intellectual growth

· In simple terms… emotional intelligence is your ability to recognize and understand emotions in yourself and others, and your ability to use this awareness to manage your behaviour and relationships

· EQ is not static, you tend to become more emotionally intelligent as you mature

· We can also deliberately work on emotional intelligence in order to improve our EQ

· Important in HR because you can develop EQ in your employees

Labour Relations 

Lecture – 10 marks

1. Structure of labour movement
Management > government (OLRB, CLC) > Union

· Government plays a huge role between management and unions
· It lays out the rules by how management and unions will operate
· There are legislations (provincial responsibility)
· Ontario labour relations board (OLRB) that we operate under. Therefore we must be aware of the Ontario labour relations act
· Canada Labour Code: if you cross the boundary as a course of business (i.e. an airline, pipeline), you cannot shift between different provincial laws, you would therefore use the CLC
2. Union structure – local, parent, labour congress 
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Make sure you understand:

1. Three different labour structures

· Local
· Parent
· Labour congress
2. How they connect 

· locals are branches to parent union and the parent unions belong to the labour congress)
3. Understand each of their roles

Parents: (Similar to Real Parents)

· Lay out policies
· Provide legal matters (legal aid)
· Pay money to workers if they are on strike (control of strike fund)
· Provide knowledge and research to help with negotiations
· Step in and negotiate for you IF you need help (provide bargaining assistance)
· Have the final authority
Local

· Local is like a branch plant of a company
· It belongs to the parent
· I.e. if you were working in a particular automotive factory, you would be part of a local
· Locals actually do the bargaining, administer contracts, grievances etc.
· They do all the day to day work 
Labour Congress

· Main role is to lobby the government to promote the interest of their members
· They do research to help their members and mediate disputes 
3. Union vs management – sources of power 
Union

· Threat of a strike (they represent your human resources and they earn their power from removing a company’s workers, which is very threatening). They watch the timing of the strike threat and implement it in a time that is most threatening to management (i.e. teachers striking right before end of semester). Unions will be looking at times such a peak seasons, or changes in product lines, that could threaten management.
· Ability to carry it out with a strike fund (they need to have a strike fund so you can pay the employees on strike). If you don’t have money to pay them, you wont be able to have a lasting strike
Management

· Ability to withstand a strike (find a way that they can keep operating, selling products, and making money). They do this by:
· Stockpiling inventory to sell (build up inventory to still sell product while on strike)
· Subcontracting (getting another company to make product) out to another company (you will loose some margin but at least you will keep your customers)
· Skeleton staff: management doing the roles that employees would normally do
· Hire strikebreakers: hire people to replace striking workers
· Scabs: people that work for the company that are on strike but decide to cross the picket line (try and get these people to come back)
· Replacement workers: People hired temporarily to replace people on strike
· Strike insurance: not common and expensive but it is an option if none of the others are feasible (i.e. with a sports team)
- Industry-wide lockout: do not let employees in (one of last options)

· Employer association bargaining: employees who are small, come together to fight against the bigger union 
4. Craft vs industrial unions – composition, power, tactics, strike characteristics
	Craft/Trade
	Industrial

	Composition

· United by their skill set that they must be trained and certified for
· If they leave you cannot replace them because they have had much training
	Composition

· Unskilled workers that can be replaced
· Unite people in a specific company

	Power
· They have a lot of power
· Union has a monopoly over this skill, union controls this skill
· They can limit the amount of apprenticeships by making the resource (training) scarce
· Smart because they cannot be replaced, they are in demand, and  they are scare
	Power

· Power comes from getting EVERYBODY out and keep them out 
· Their strength comes in numbers
· The minute some people start coming back, it is easier for management

	Tactics

Union:

· Simply withdraw that skill
· If one trade withdraws their skill, no one else can do theirs because it is a sequence (i.e. if bricklayers go on strike, electrical piping cannot do their job, roofing can’t do their job, because you need bricks laid before)
· Gives them even more power
· Typically, there are no workers striking with pickets (information picket)
· They can go to another site
Management 

· Management cannot stockpile because they do it on the spot (i.e. electrical wiring)
· They cannot get others to do the work because they have specific skills
· The only thing they can do is to prevent workers from getting jobs at other sites through an industry wide lockout
· They somehow must get their competitors to band with them and not get them to hire the people they need
· If the workers are too demanding anywhere they go, then management may all come together
	Tactics

Union:
· Will use picket lines to keep them out
· This is the type of picket line you see on the news
· Meant to intimidate other workers into not going back to work for the company
Management

· Can try and withstand the strike
· Get injunction
· They can use all the tactics explained before since the workers are not skilled


	Strike Characteristics

· Not a lot of violence because there is no picketing (picket line is only used to spread information)
· Do not need to be violent because union has the power
· Settles quickly because management does not have a lot of options, therefore they will settle it
	Strike Characteristics

· Potential violence
· Can drag on since workers are driven to get what they want but management can withstand their actions



5. Certification
· Law says if you want a union you can have one, however workers must prove they want one
· Voluntary recognition (management recognizes a union, most likely in a craft situation)  
· Membership drive (employees have a membership drive)
· Get employees to sign union cards (gathering evidence of support)
· File application when have 40% of proposed bargaining unit
· Bargaining unit would be the people that the union represents and get the benefit of the union
· # sighed union cards/# in bargaining unit

- Evidence reviewed by OLRB

· Representation vote: this vote is what determines if union gets to represent workers, all the other stuff was just proof that a union is wanted
· Within 5 days of application
· Management needs to be careful of undue influence (management cannot interfere)
· Can’t TIC (threaten, intimidate, coarse); facts but no promises or threats
· Must have 50% +1 of those who vote to be certified (show you have support of workers and you can get certified)
6. Contract issues
· Form of Recognition / Union Security: what is the way the union will be recognized
· Financial security:
· Voluntary Check-off of Dues: financial security (management take dues off of union members paychecks)
· Rand Formula / Agency Shop: people who were not paying dues under voluntary check-off, they also have to pay dues (i.e. everyone in bargaining unit pays dues, not just members) makes more sense because everyone who gets the benefits should pay
· Membership security:
· Union Shop: don’t have to be a union member initially but after a certain period of time you must join in
· Closed Shop: must be a union member
· Duration & Renewal: by law a contract has to be at least year (can’t change a term/length of agreement during the contract)
· Seniority - “superseniority”: people who have been there the longest get the most privileges
· Superseniority: gives the union rep seniority superior to everyone else because without that person, there would be no more representation from the union. Therefore that person would be the last to be laid off
7. Ratification, Conciliation – process vs mediation vs arbitration
Settlement

· If agreement - ratification vote (should we formalize the contract)
· Contract in effect at end of existing or “retroactive” (the end of the existing contract has to but up against the beginning of the next one)
· If no agreement…union must:
· Go through/ask for conciliation to be in legal strike position - before strike/lockout is legal
· Union asks OLRB for ‘No Board’ report (its too late, they won’t negotiate, lets get the process moving)
· Strike/Lockout legal on 17th day after report issued
· Give you 16 days to cool down and think about it, so you cannot legally strike until the 17th day
- Mediation (to get some extra help)

- Arbitration “I give up, someone else help us”
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- Start at one place and move foreword (conciliation first)

Conciliation

· Do not have to do it but it is necessary to be in a legal striking position
· Government pays for this
Mediation

· Choose to do, but you have have to pay for this
· Don’t have to listen 
· Still can legally strike if you want to
Arbitration

· Binding (legally obligated to do what they say)
· Essential services cannot strike, they must go forth straight to arbitration (i.e. street plowers)
8. Contract administration – grievance procedure

· Both sides watch that the other lives up to the terms of the agreement
· If not…Grievance Procedure (if anything goes wrong, there is a process to fall back on)
Grievance Procedure

· Resolve conflicting interpretations of contract (differences in contract wording
· Procedure outlined in contract, but elements same… 
· Statute of limitations (time limit on when you need to grieve by)
· Escalation to higher levels (series of steps laid out in contract. Starts with going to union rep and then they go to management. If not it goes to the person above union rep, above those managers, etc.)
· Time limits (time limits at each step so it does not drag out)
· Arbitration at end (if it gets to the top and is still not worked out, someone has to step in and solve it)
Negotiation

1. EASY negotiation process
· Engage: recognize you are in a negotiation and quickly review the viable strategies
· Assess: evaluate your tendency to use each of the negotiation strategies, as well as the tendencies of the other side in order to know what you are dealing with
· Strategize: select the proper strategy for this particular negotiation
· Your one minute drill: each time you begin a negotiation situation, take a minute to review the 3 steps. Gathering your knowledge so over time you get better at negotiating
2. Negotiation strategies – description and risks, when appropriate, how to use

Avoidance

· Lose-loose situation because you avoid talking about the problem and hope it will go away
Accommodation

· lose-win situation
· Risk: if you are to accommodating, you will loose and they will win. You keep giving up stuff and they keep gaining stuff and they take advantage of you (you should get something in return). This does not build a healthy relationship
Competition

· win-lose
· With competition it is a zero-sum game (someone gets something and the other loses everything
· This is bad for building relationships. In competition the pie is a finite size and you are simply splitting it between the two people
Collaboration

· win-win
· The pie is not finite. If you work together, you can increase the size of the pie
·  This is not a normal tendency in human nature. If you recognize those opportunities and use this strategy, you can gain many benefits
· If you come up against someone who is extremely competitive and you try to collaborate, in reality you are actually accommodating
Strategize

· None of the four strategies are universally applicable or appropriate
· When to use Avoidance

· When it is a minimal issue that is not worth bothering about
· Recognize it may grow in importance  (some little things can become big things)
· Do it in way that demonstrates investment in relationship (make it clear that you are doing it to build a relationship, not just to accommodate  to their little needs)
· Superior option readily available elsewhere
· Objections are a sign of interest
· If you are negotiating with someone and see a better option somewhere else, stop negotiating
· Realize when someone is doing it to you: if someone does not object to anything you are saying, they are not interest in you (i.e. Laura’s husband in real estate)
· Accommodation

· In significantly weaker bargaining position – no leverage
· Can improve leverage with knowledge (must be prepared with facts, you put yourself in a stronger position)

- How you accommodate is as important as when

· “This time around we would be willing to consider...” 
· If you make an accommodating because you made a mistake, don’t make excuses (say you take full responsibility and propose your solution. If you go in with excuses you will make the other person mad)
Competition

· Opponent not inclined or capable of collaborating
· Need senior players in loop to get at true needs (if they are low level in a business and do not have the option of capacity to bend rules)
· Not worth the effort to collaborate
· Be careful to look for true potential of negotiation (default to collaboration before competition because if not you may miss a big opportunity)
Collaboration

· When situation presents a significant opportunity with capable and willing decision-makers on all sides
· Win-win-win (you win, they win, the relationship wins)
· 80/20 rule (this takes a lot of effort and only works 20 percent of the time but it makes you 80 times more successful)
· Requires preparation, need identification, and candor – trust
· For it to really work, you need to have the spirit of Internal collaboration (in the organization). It is prerequisite for external collaboration
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3. Interaction/negotiating styles

Analytical: Biggest fear: make a mistake. They analyze tasks slowly and are very task focused. They take a long time to make their decision through analyzing data. However once they have made a decision it is concrete and hard to change

Driver: tries to get task done but at a faster pace. Do not want to deal with detail and want to cut to the chase and get a conclusion. Biggest fear: failure. They don't mind little mistakes. You know exactly where they stand. They are competitive and if you are competitive with them they will respect you and eventually collaborate with you

Expressive: fast pace conversion. Less attention span. Do not like details and do not like to be bored. Work with someone on their team to get data (analyst) and then give them the information in a fast, upbeat way that grabs their attention

Amiables: Not easier to deal with. They are being friendly with you AND the competition. Their biggest concern: your not happy. They will take forever to make sure everyone is okay with a decision. They drive the drivers and expressive crazy because they are slow and and not truthful. They will try and avoid conflict at all cost. They will most likely accommodate (but they wont like it but wont tell you). Then they will use guilt the next time for what they lost
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4. Positional/distributive vs principled/integrative bargaining – 4 basic points
· Typical negotiations are ‘positional’
· People state their positions – what they want 
· Strategy is ‘distributive’: in the sense that that is your mind set (paradigm). You are looking at the situation as a finite pie and all you are trying to do is distribute it
· Therefore your options SEEM to only be: Competing, compromising, or  accommodating since these are distribute strategies (sharing the finite resource)
· Principled negotiations use an ‘integrative’ /collaborative strategy
· Produce a wise agreement
· Efficiently and amicably
4 basic points to an integrative approach:

· Separate the people from the problem (what tends to happen is your ego gets involves and then your emotions get involved. The mindset should be lets attack the problem together, not the people)
· Focus on interests not positions (get to the true needs)
· Position: what you say you want
· Interest: why you want what you say you want (whats underlying)
· Generate a variety of options before deciding what to do
· Insist that the result be based on objective criteria
Lab Manual

Operations

Business Case for Sustainability – 1 mark

· CSR: refers to the balanced integration of social and environmental considerations in business strategy and operations

· Maintaining economic success and achieving commercial advantage by building reputation and gaining the trust of people that work with or live around the company

· Must satisfy customer demands, while also managing the expectations of other people, such s employees, suppliers, and the surrounding community

· Sustainability is the business issue of the 21st century and has lead leading corporations around the world to embrace this concept and its link to economic success and competitive advantage

Global drivers of sustainability

1. Legislation (i.e. on pollution and environmental issues)

2. Investors with the spread of CSR performance indices

3. Other stakeholders

4. Commercial issues of compliance and risk management

5. Need to develop a competitive advantage

· Sustainability can bring direct benefits to companies and ensure its long-term competitiveness

· Business can benefit from pursuing sustainable development in two basic ways: 

1. By driving down cost efficiencies

· Cost savings from improved operational performance and efficiencies

· Costs avoided by minimizing business risks and improving safety

· Cost savings from improved recruitment and retention of talented employees

· Cost savings and income produced though improved employee morale and productivity

2. By generating top-line growth (through new markets, new products, new customers/market share, innovation, reputation)

· Increased revenue through learning and innovation

· Enhanced recognition and reputation

· Improved customer loyalty

· Improved access to capital (improved reputation with investors, bond agencies, and banks)

· Improved supply chain management (long-term business relationships)

· Enhanced ability to strategically plan for the longer term

Human Resources

The Business Case for Emotional Intelligence

1. US Air Force used EQI to select recruiters and found that the most successful recruiters scored significantly higher in emotional intelligence competencies of assertiveness, empathy, happiness, and emotional self awareness. Saved 3 million dollars annually by increasing their ability to select recruiters

2. Experienced partners in a multinational consulting were assessed on the EQ competencies. Those who scored higher delivered more profits

3. An analysis of more than 300 top-level executives form fifteen global companies showed that 6 emotional competencies distinguished stars from the average

4. Competency research in over 200 companies suggests that 2/3 of the differences between top and average performers is due to emotional competence

5. At L;oreal, sales agents selected on the basis of emotional competencies significantly outsold salespeople selected using the company’s old selection procedure and 63% less turnover

6. In a national insurance company, insurance sales agents who were weak in emotional competencies sold less policies than those strong in emotional intelligence

7. In a large beverage firm, presidents selected based on emotional competencies were less likely to leave the company due to poor performance and more likely to perform in the top third of employees

8. Research by the Center for Creative Leadership found that the primary causes of derailment in executives involve deficits in emotional competence

9. After supervisors in a manufacturing plant received training in emotional competencies, accidents were reduced, formal grievances were reduced, and plant exceeded productivity goals

10.  Accurate self-assessment was associated with superior performance among several hundred managers from 12 different organizations

11. The ability to handle stress was linked to success as a store manager in a retail chain

12.  Optimism leads to greater productivity

13. A study of 130 executives found that how well people handled their own emotions determines how much people around them preferred to deal with them

14. For sales reps at a computer company, those hired based on their emotional competence were 90% more likely to finish their training than those hired on other criteria

15. At a national furniture retailer, sales people hired based on emotional competencies had half the dropout rate during their first year

16.  Executive found by the search firm Egon Zehner International, those hired on emotional intelligence were most likely to succeed

17.  Emotional competency training programs help managers grow the business more than those who didn’t

18.  The most successful debt collectors scored significantly higher in emotional intelligence

Emotional Intelligence and Return on Investment: Return on your EQI Investment

Does EQI make a difference in:

1. Training and development of employees

2. Development of leaders

3. Selection of highly qualified future leaders

EQI is linked to:

· Higher sales and profits

· Increased performance

· Increased customer satisfaction

· Decreased attrition rates

· Reduction in training costs

Focus on Why Rather Than What for Successful Negotiation

· Why is job, contract, price, etc. upon which you have decided
· Why is the motivation which caused you to make that decision
· When whys are uncovered, can generally find common ground and can creatively solve problem
Questioning Skills Require Three Techniques

· Before you begin asking questions, know where you are going. Randomly firing questions without logic makes the other party feel like they are being interrogated and it raises tension
· Ask for permission to ask questions
· State why you want to ask questions
Listening Skills

· Communication from words, voice tone, and body language
· Must be a good listener to understand other person’s whys and interests
· Three listening skills
1. Selective listening: listen to everything, then select the important information
2. Responsive: eye contact with the speaker two thirds of the time, taking notes, “I see”, “tell me more about that”
3. Paraphrasing: replay back what you think you head and ask for confirmation and clarification
Improving Negotiation Skills: Tips Learned in the Trenches

1. Negotiation is not merely a series of compromises

· Must work from a standpoint of interests so you can work with other party to explore alternative solutions
2. Its your people skills that make a difference

· Must alter your communication style to meet the needs of the listener
· DISC: dominant, influence, steadiness, conscientious
· To maximize your effort, not only recognize the style of others, but fully understand your own tendencies and be flexible when necessary
3. The most powerful negotiating skill is listening

· Effective questioning is key to learning interests of the other party
· Use three levels of listening to get information:
· Selective: hear things we believe are important
· Responsive: lets the other party know you are paying attention. Involves feedback (nodding, inquiring)
· Playback: restating what you think was heard and asking for confirmation
4. Develop a plan before beginning to negotiate

· Determine negotiating style of other party
· What are my interests (why)
· What are interests of other side (find shared interests)
· What do I have that I can trade that is low value to me and high value to the other
· What are three options I can use to move the negotiation from compromising  to problem solving
· What is the very least that is acceptable
· What is your best alternative to a negotiated agreement (BATNA) What you use if an agreement cannot be reached. Do not want to accept something worse
5. The top 10 factors from successful negotiation

· Know what you want
· Know the other side
· Consider timing and method of negotiation
· Prepare point by point
· Offer benefits for accepting your offer
· Frame your negotiation around on or two key points
· Know your BATNA
· Prepare options for mutual gain
· Listen
· Draft (put agreements in writing)
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