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Preface

There is no doubt that today’s supervisors play a critical role in enhancing the
success of modern organizations. As with all previous editions, this book
prepares students to be supervisors. As with all previous editions, concepts in
this latest edition contain traditionally proven as well as cutting-edge
supervision ideas and tools.

Supervision continues to be more exciting and challenging than at any other
time in our history! Dealing with modern issues like sustainability, social
responsibility and ethics, a multicultural workforce, social media, and
alternative energy supplies provides challenging and stimulating everyday
tests for modern supervisors. Competent supervisors have a central role in
helping modern organizations to appropriately deal with such critical factors.
As a result, competent supervisors are of utmost importance to modern
organizations and to society as a whole.

Supervision: Concepts and Skill-Building helps students learn what it takes to
be a successful supervisor in today’s complex work world. The focus of this
new edition continues the tradition of presenting useful tools and solutions
for meeting present-day supervision challenges. In addition, this edition
furnishes students with an even richer mix of real-life examples that illustrate
how modern supervisors handle contemporary problems. Carefully studying
proven supervision concepts and their relationship to real-world, practical
examples throughout this text will greatly enhance a student’s chances of
gaining success and personal rewards as a supervisor.

Overview of This New Text



Thanks to both students and professors for your kind words and
encouragement over the years! Supervision has helped hundreds of thousands
of students across the globe to prepare for supervisory roles in organizations.
The continued and growing success of this book accounts for my firm
commitment to publish a high-quality supervision text that contains important
theoretical yet practical material as well as facilitates the student learning and
instructional processes. The following sections outline in detail how this new
edition presents important, practical supervision theory and accomplishes this
facilitation.

The Foundation

This eleventh edition, like all previous editions, is built on a solid theoretical
foundation. To generate this original foundation, surveys were sent to
instructors of supervision courses as well as supervisors nationwide to gather
information about what would be needed to develop the highest-quality
supervision learning package available in the marketplace. The main themes
generated from the results of this survey were summarized and presented to
focus groups around the country for refinement and expansion. Supervision
professors and practicing supervisors then acted as individual reviewers to
help fine-tune the book as it developed. Figure A depicts the focus of various
professionals during the development of this text.

The Eleventh Edition—Sustaining a
Successful Tradition

Supervision: Concepts and Skill-Building is divided into five main parts:
“What Is a Supervisor?” “Modern Supervision Challenges,” “Functions of
the Supervisor,” “Skills of the Supervisor,” and “Supervision and Human
Resources.” The following sections describe the parts and chapters of the
eleventh edition.
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The professional team involved in building this text is extensive. Samuel Certo, the author
and team leader, works with the product developers who manage the product and brand, the
digital product developers who assemble the adaptive digital tools like McGraw-Hill
SmartBook®, the compositors who typeset the pages and assemble the final product, the
marketing managers who coordinate surveys and focus groups, and the digital learning
consultants and learning technology representatives who make up the sales force.

The Core of This Revision

Naturally, the heart of this edition continues the tradition of incorporating
current trends in supervision-related research as well as examples of what
constitutes more present day challenges for supervisors. Focus on these more
modern supervision challenges includes coverage on topics like
sustainability, energy management, the green movement, and Internet
applications, including the use of social media. Rest assured that this new
edition is NOT a trendy view of supervision. Instead, this new edition
furnishes students with a realistic view of the traditional notion of
supervision, modern challenges supervisors face, and the relationship



between the two that must be maintained if a supervisor is to be successful in
today’s world. The following sections highlight several changes for each part
of this new edition in more detail.

Part One, “What Is a Supervisor?” consists of the first two chapters,
“Supervision: Tradition and Contemporary Trends” (Chapter 1) and “The
Supervisor as Leader” (Chapter 2). Chapter 1 includes new examples and
updated employment and demographic projections. This edition retains a
change made in the tenth edition, which moved the leadership chapter from
Chapter 8 to Chapter 2 to reflect the critical nature of the supervisor who
must lead employees to meet new challenges and achieve organizational
goals. Chapter 2 also includes fresh examples.

Part Two, “Modern Supervision Challenges,” covers areas in which
supervisors will have to meet important contemporary organizational
challenges. Chapter 3, “Groups, Teams, and Powerful Meetings,” begins with
a new chapter opener about virtual teams and a new Meeting the Challenge
feature that refers back to it. Chapter 4, “Corporate Social Responsibility,
Ethics, and Sustainability,” also includes a new chapter opener and Meeting
the Challenge that discuss ethical behavior on the job. New examples and
updated statistics round out this chapter. Chapter 5, “Managing Diversity,”
includes a new opener about employees on the autism spectrum and
accompanying Meeting the Challenge feature, as well as new examples,
updated statistics, and a new Problem-Solving Case about Uber’s challenges
dealing with complaints of sexual harassment.

Part Three, “Functions of the Supervisor,” contains three chapters. Chapter 6,
“Reaching Goals: Plans and Controls,” includes a new Problem-Solving Case
about setting “green” goals for public transportation in Everett, Washington.
Chapter 7, “Organizing and Authority,” includes an updated m
chapter opener and Meeting the Challenge about Zappos and its =~
innovative holacracy. Chapter 8, “Problem Solving, Decision Making, and
Creativity,” begins with a new Supervision Challenge on Dirty Lemon, an
online beverage company. This chapter also includes a new Meeting the
Challenge feature and a new Problem-Solving Case about encouraging
creativity at work. Chapter 8 has been updated with new examples. Chapter



9, “Ensuring High Quality and Productivity,” includes new examples,
updated statistics, and a new Figure 9.7.
Part Four, “Skills of the Supervisor,” includes the following five chapters:
“Communication: Theory and Modern Media” (Chapter 10); “Motivating
Employees” (Chapter 11); “Problem Employees: Counseling and Discipline”
(Chapter 12); “Managing Time and Stress” (Chapter 13); and “Managing
Conflict, Change, and Politics” (Chapter 14). Chapter 10 includes a new
opener and Meeting the Challenge feature about a miscommunication by the
convenience store chain Wawa, as well as a new Problem-Solving Case about
a Facebook chatbot created for employees. The chapter also includes new
examples and a new Figure 10.4. The opening story about gamification for
Chapter 11 has been updated, and a new Problem-Solving Case discusses
employee motivation strategies at Tec de Monterrey, a large university in
Mexico. New examples and new Figures 11.3 and 11.4 complete the chapter.
Chapter 12, now titled “Employee Challenges: Counseling and Discipline,”
includes a new chapter-opening story about the “mental health first aid”
programs adopted by many firms. This chapter also includes new examples,
updated statistics, and a new Figure 12.3. Chapter 13 features a new opener
about reducing employee stress at Wegman’s, a grocery chain, and new
examples throughout. Chapter 14 includes new examples and an update to
Table 14.1.

The text concludes with Part Five, “Supervision and Human Resources.” This
part begins with Chapter 15, “Selecting Employees,” which contains new
examples, an update about state laws that forbid questions about salary
history, and a new Figure 15.3 and new Table 15.3. Chapter 16, “Providing
Orientation and Training,” offers new examples and updated Figures 16.1
and 16.4. Chapter 17, “Appraising Performance,” also includes new
examples.

The text ends with Appendix A and Appendix B. Appendix A, “Supervision
Laws: Health and Safety, Labor Relations, Fair Employment” focuses on
practical legal information relevant to successful supervision. Appendix B,
“The Supervisor’s Career Path: Finding a Career That Fits,” is a rich career
resource for students regarding finding that first job, perhaps a supervision



job, as well as managing a career. It emphasizes important topics such as
setting career goals, preparing for a job search, and interviewing essentials.
Internet resources are pinpointed from which students can get help with self-
assessments of their personality and skills, résumé building, job-hunting
resources, and ways to evaluate a good job offer. This appendix is designed
to be a vital topic for course discussion as well as a valuable reference guide
as students actually begin and manage their careers.

Overview of Text Learning System

Each chapter in this edition continues the tradition of making the study of
supervision interesting, enjoyable, effective, and efficient. As you will see,
the list of individual pedagogy elements in this new edition has changed
somewhat in order to improve the overall pedagogic impact of the book. Each
pedagogy component in this new edition is described in the following
sections.

Chapter Outlines

The chapter outlines provided at the beginning of each chapter are tools
students can use to preview the chapters and review the materials before
testing. These outlines also can be used to help students understand the
relationship of certain topics to other chapter topics.

Learning Objectives

The key points of a chapter’s content are highlighted in learning objectives at
the beginning of the chapter. The learning objectives serve as a guide for
previewing as well as reviewing concepts to be learned.

A Supervision Challenge

Each chapter opens with a vignette, entitled “A Supervision Challenge,”



which is an episode about an actual supervisor on the job. Each Supervision
Challenge has a corresponding discussion exercise section at the end of the
chapter entitled “Meeting the Challenge.” Almost all chapter-opening
incidents are new to this edition to keep students current with challenges that
modern supervisors face.
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Margin Definitions

Key terms are defined in the margins. Students can use these definitions to
test their understanding of the terms and find the places where important
concepts are discussed.

Supervision Examples

Many examples of supervisors in action are nested within each chapter.
Students are able to enrich their study of chapter content by seeing examples
of how the concepts being studied arise in real organizations or in the lives of
real supervisors.

Learning Highlights

Several extended real-world illustrations depicting supervisors meeting daily
challenges are boxed off in each chapter. These illustrations have been
carefully chosen and placed within chapters to help make learning via this
text more interesting, more applicable, and more lasting. As a result of this
highlights program, this book is rich with real-world supervisory experiences.
In addition, these highlights have been extensively updated or, in many cases,
wholly replaced for this edition. The types of highlights appearing throughout
the book are described below:

Supervision and Ethics



This feature is designed to illustrate the vital role that ethics plays in being a
supervisor. Virtually every phase of supervisory activity can be affected by
ethical issues.

Supervisory Skills

This feature shows students how supervisors use skills to meet current
challenges as they conduct their work. These boxes are designed to give
students the most current examples available.

Practical Advice for Supervisors

This feature highlights practical guidelines that can help students be
successful supervisors.

Supervision and Diversity

Each of these features illustrates an important diversity issue related to the
chapter content and emphasizes how modern supervisors can deal with the
issue.

Supervision: New Trends

This feature focuses on developing trends in how supervisors do their jobs.
Themes for this feature throughout the book largely focus on new technology
available to supervisors that will make them more efficient and effective.

Supervisor as Leader

This feature focuses on how supervisors function as leaders in organizations.
Real supervisors in real supervisory leadership roles lend insights about how
supervisors should lead. Like all Learning Highlights, the Supervisor as
Leader feature will appear intermittently throughout the book.



Summary

Learning objectives are recapped at the end of each chapter via brief
summaries of the chapter concepts. This unique format allows students to
review what they’ve learned from each learning objective.

Photos, Figures, and Tables

Photographs, illustrations, and tables are used extensively to clarify and
reinforce text concepts.
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Skills Module

Skills modules at the end of each chapter reflect a commitment to emphasize
student skills in applying supervision concepts. Each module contains a
number of elements that instructors can use as a formal part of a course to
develop students’ application abilities. Students also can use the elements
independently. Each skills module is divided into two parts: concepts and
skill-building.

Part One: Concepts

This skills module section focuses on helping students clarify and retain the
supervision concepts studied in the chapter. The section contains a summary
organized by chapter learning objectives, a list of key terms along with
reference page numbers where students can review the meanings of the terms,
and review and discussion questions that students can study independently or
that instructors can use as the basis for classroom discussion.

Part Two: Skill-Building



This section focuses on helping students develop abilities in applying chapter
concepts to solve supervision problems. This section contains:

Meeting the Challenge. This activity asks students to respond to
questions by applying the chapter’s concepts to the opening
scenario. For instance, the new opening scenario for Chapter 7,
“How Do You Get Things Done When There Are No Managers?”
is based on activities at the online retailer Zappos. The Meeting the
Challenge feature for this chapter asks students to discuss the
challenges this company and its employees will face as changes to
work groups are implemented.

Problem-Solving Case. Next, each chapter contains a short case
that further applies the chapter’s concepts to various supervision
situations. Specially designed questions for each case ask students
to focus on solving a supervision problem. For example, the case in
Chapter 10, “Facebook Answers Employee Questions with a
Chatbot,” asks students to recommend ways for the social media
giant to communicate with its own employees.

Assessing Yourself. Each chapter contains a short, engaging self-
assessment quiz, which helps students see the kinds of supervisors
they can be. For example, Chapter 5, “Managing Diversity,”
presents a questionnaire students can use to explore their age bias.
Discussion questions accompanying the quizzes help students more
fully explore the self-assessment results to build better insights
about themselves. In the Chapter 5 skills module, for example,
students are asked to generate a list of common prejudices people
might have against older workers.

Class Skills Exercises. A skills exercise is an activity specifically
designed to help students develop supervision skills. Each skills
module contains two exercises that vary in format and design.
Some exercises are designed to be completed by individuals,
whereas others are designed to be completed as groups. Most
exercises can be used either in class or out of class. For example,



the skills exercises for Chapter 6 focus on developing goal-setting
skills and controlling skills.

Glossary

Terms and definitions are gathered from each chapter and listed at the end of
the book in the glossary, which provides ready reference for students and
instructors. To encourage student review, the text pages on which the terms
are defined and discussed are included.
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Assurance of Learning Ready

Many educational institutions today focus on the notion of assurance of
learning, an important element of some accreditation standards. Supervision
is designed specifically to support instructors’ assurance of learning
initiatives with a simple yet powerful solution. Each test bank question for
Supervision maps to a specific chapter learning objective listed in the text.
Instructors can use our test bank software, EZ Test and EZ Test Online, to
easily query for learning objectives that directly relate to the learning
outcomes for their course. Instructors can then use the reporting features of
EZ Test to aggregate student results in similar fashion, making the collection
and presentation of assurance of learning data simple and easy.

AACSB

AACSB Tagging

McGraw-Hill Education is a proud corporate member of AACSB
International. Understanding the importance and value of AACSB
accreditation, Supervision recognizes the curricula guidelines detailed in the
AACSB standards for business accreditation by connecting selected
questions in the text and the test bank to the six general knowledge and skill
guidelines in the AACSB standards. The statements contained in Supervision
are provided only as a guide for the users of this textbook. The AACSB
leaves content coverage and assessment within the purview of individual
schools, the mission of the school, and the faculty. While the Supervision
teaching package makes no claim of any specific AACSB qualification or
evaluation, we have within Supervision labeled selected questions according
to the six general knowledge and skills areas.
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