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Assume the Role of a Business Owner/Manager
Agenda:

· Welcome 
· Business Management Responsibilities

· Delegation Skills

· A Portrait of a Small Business Owner
· Characteristics of Successful Small Business Owners

· How to Increase Your Effectiveness

· Summary and Evaluation

· Close
Learning Objectives:  During this session, you will:

1. Clarify the responsibilities of a business owner;

2. Discuss how to handle the responsibilities necessary to manage a business;

3. Assess your delegation skills;
4. Determine which characteristics of a successful business owner you possess; 
5. Propose what  you can do to increase your effectiveness as a business owner;

6. Describe the next step; and

7. State your key takeaway from this session.
Introductions 

	[image: image2.wmf]
	Instructions: 

When the ball is tossed to you, please stand up and quickly introduce yourself by:

1.   your name;

2.   your position;

3.   your business; and

4.   how long you have been in business.

Then throw the ball to someone who is facing you and expecting it to come his or her way. 

Once you have introduced yourself and thrown the ball, you can sit down.



	
	


What are the Responsibilities of a Small Business Owner?

	[image: image3.wmf]
	Instructions:    This is a competitive brainstorming activity. Your 

table group will have 5 minutes to list as many responsibilities of a business owner that your group can think of. The group with the longest list of responsibilities that the other groups agree are valid will win a prize.


What Business Management Responsibilities Do You Perform?
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	Instructions:    Working independently, review the list of business management responsibilities and identify:

(1)  what you currently do;

(2)  what you do but should really delegate to someone else; 

(3)  what you have delegated to someone else; and

(4)  what you avoid but really should do.


	Business Management Responsibilities
	Do
	Do but Should

Delegate
	Have Delegated
	Avoid but Should Do

	Answer phones
	
	
	
	

	File paperwork
	
	
	
	

	Buy drugs and medical supplies
	
	
	
	

	Answer customer requests 
	
	
	
	

	Join business groups
	
	
	
	

	Network
	
	
	
	

	Send invoices
	
	
	
	

	Follow up on late payments
	
	
	
	

	Maintain financial records
	
	
	
	

	Prepare tax forms
	
	
	
	

	Prepare financial statements
	
	
	
	

	Create and revise business plan
	
	
	
	

	Collect and pay sales tax, payroll taxes and income tax
	
	
	
	

	Repair equipment
	
	
	
	

	Solve technical problems
	
	
	
	

	Recruit, hire and fire employees
	
	
	
	


	Business Management Responsibilities
	Do
	Do but Should

Delegate
	Have Delegated
	Avoid but Should Do

	Manage property
	
	
	
	

	Maintain equipment
	
	
	
	

	Monitor employee performance
	
	
	
	

	Analyze business trends
	
	
	
	

	Make strategic plans
	
	
	
	

	Dispense drugs
	
	
	
	

	Diagnose and treat patients
	
	
	
	

	Maintain patient logbook
	
	
	
	

	Create and maintain a budget
	
	
	
	

	Plan marketing
	
	
	
	

	Complete insurance forms
	
	
	
	

	Answer employee questions and complaints
	
	
	
	

	Answer customer questions and complaints
	
	
	
	

	Keep up with latest products and technology
	
	
	
	

	Conduct market research
	
	
	
	

	Develop website
	
	
	
	

	Handle payroll
	
	
	
	

	Keep track of cash inflow, outflow, liabilities, assets
	
	
	
	

	Make deals with suppliers
	
	
	
	

	Manage employee scheduling
	
	
	
	

	Maintain inventory control
	
	
	
	

	Obtain financing
	
	
	
	

	Pay bills
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


Analyzing Our Responses

	[image: image5.wmf]
	Instructions:    As we discuss “what you do but should delegate” and “what you avoid but should do,” use this page to write down any useful insights. 

	Do But Should Delegate
	Why You Do It
	Why You Should Delegate It

	
	
	

	
	
	

	
	
	

	
	
	


	Avoid But Should Do
	Why You Avoid It
	Why You Should Do It

	
	
	

	
	
	

	
	
	

	
	
	


Case Study: Taking Over
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	Please review the case study and answer the questions.


Mary was the clinic owner and was responsible for consolidating the budgets for the clinic. This year’s budgets were proving to be no less difficult than last year’s. With all the interruptions, Mary was unable to make much headway with the figures.  She called James, her senior staffer, into her office to ask for his help.

“James,” Mary said, “I’m not getting these budgets done with all the interruptions, phone calls, visitors, problems, and questions. You’re my senior staffer, and you know this business backwards and forwards. Do you think that you would be able to handle the administrative duties for me until I can finish this project? I should be finished by Monday, so you would only have to take over for a few days or so.”

“You mean you want me to make decisions?” James asked, wanting to be sure he understood what was being asked of him.

“Well, don’t give away the business, but I think you can handle anything that comes up,” Mary said with confidence.  “Just keep people away from my door until I’m finished.”

“Okay,” James said. “You can count on me.”

“Great,” Mary said as she closed her door and went to work.

For the rest of the week James answered questions, handled problems, made decisions, and posted a “do not disturb” sign on Mary’s door. All in all, he felt very good about the way he took control of the business. He was satisfied that the work was going smoothly, no complaint had gone unresolved, and no major problems had occurred. He even typed up a report of activities to bring Mary up to date on the happenings during her seclusion.

On Monday, when Mary had finished her work, she checked James’ report and gasped.  

“You hired someone without checking with me first?” Mary asked.

“You said I was in charge,” James said. “I didn’t want to let the work pile up. I interviewed the applicants, called back two of them after checking their references, and made a decision. I think you’ll be pleased with her.  She comes highly recommended.”

“But I have two people coming in later this week I promised to interview,” Mary lamented.

“You didn’t tell me that,” James said. “You said I was to make decisions, so I did. I questioned you about that before I agreed to take over for you.”

“I didn’t think that you’d take on so much responsibility,” Mary said. She got even more upset when she discovered that James had authorized some overtime.

“Before I hired the new person, we just couldn’t keep up with patient needs, so I asked four people to work late a few nights. It cost a few dollars, but we satisfied all of our patients,” James explained.

“You should have checked with me before you did any of these things,” Mary said.

“If you had wanted me to check with you, you should have told me so,” James countered. 

Questions:

1.  
What are the issues in this case?

2.  
Should James have made such important decisions?

3.  
How could this situation have been avoided?

4.  
What should Mary do to handle this situation now?

Delegation Definition Worksheet
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	Please fill in the blanks.


Delegation involves three elements:


1.  
R _ _ _ _ _ _ _ _ _ _ _ _ _   


2.  
A _ _ _ _ _ _ _ _  


3.  
A _ _ _ _ _ _ _ _ _ _ _ _ _ 

Degrees of Delegation
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	Please discuss examples for each degree of delegation. As delegation moves from level 1 to level 6, the employee progressively loses the authority to make independent decisions.


1. 
Take action- no further contact with me is needed.


Examples:
a.    You were hired to register patients. I don’t need to know 




each time that you register a patient.


b.



c.
2.
Take action- let me know what you did.

Examples:
a.
You are supposed to use your professional judgment to treat patients. However, if there is a difficulty with a patient, I expect you to handle it but let me know- just in case the patient complains.


b.



c.
3.
Look into this problem- let me know what you intend to do; do it 



unless I say not to.


Examples:
a.
You are responsible for ordering medical supplies. However, let me know when specific supplies are low before you order them, because I may have information you need about another vendor or our budget situation.


b.



c.
Employee makes the decision

You make the decision

4.
Look into this problem- let me know what you intend to do; delay action 

until I give approval.


Examples:
a.
You are responsible for ordering medical supplies. However, if a vendor raises the prices, let me know about it and wait until I tell you that it is all right.


b.



c.

5.
Look into this problem- let me know alternative actions available, with pros 


and cons, and recommend one for my approval.


Examples:
a.
You are responsible for ordering medical equipment. Research different vendors and give me your recommendation for the best place to purchase the equipment.


b.



c.
 6.
Look into this problem- give me all the facts; I will decide what to do.



Examples:
a.
You observed another employee mistreating a patient. Just tell me what you saw. I don’t want to know what you think about the situation or what you think I should do about the situation.


b.



c.
Preparing to Delegate
	[image: image9.wmf]
	Please plan the delegation of one of the tasks you identified on page 8.


  1.
What responsibility is being delegated and why?

  2.
What are the desired results and time frame?

  3.
Why it is important for this responsibility to be performed in this 
manner?

  4.
What experience or expertise is needed, if any, to effectively 


perform this responsibility?

  5.
Who should assume this delegated responsibility and why?

  6.
Would there be a benefit to having the employee prepare a plan of 


how the job should be accomplished- and if so, why?

  7.
What degree of decision making authority will be delegated and why?

 8.
What training is necessary, if any, and how will it be provided?

  9.
What resources will be provided?

10.
What checkpoints will be established?

11.
How will progress be monitored and/or reported?

12.
How will problems be addressed?

13.
How, where, and when will this be communicated to the employee?

14.
What will you need to do so that you are able to make this delegated assignment by that time? 
What Does a Small Business Owner Look Like?
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	Instructions:    Working with your table group, please identify:

(1)  The key characteristics of small business owners who are  

       responsible for managing their business. 

(2)  Decide what this business owner would look like and draw it on a 

       flip chart.


	
	


Do You Have What It Takes?
	[image: image11.wmf]
	Instructions:   Please assess yourself against the characteristics of successful small business owners. 


	
	Characteristics
	Yes
	No 
	?

	1.
	I am independent
	
	
	

	2.
	I am self-motivating
	
	
	

	3.
	I am responsible
	
	
	

	4.
	I am trustworthy
	
	
	

	5.
	I am resourceful
	
	
	

	6.
	I am self-confident
	
	
	

	7.
	I am decisive
	
	
	

	8.
	I am well organized
	
	
	

	9.
	I am resilient
	
	
	

	10.
	I am competent
	
	
	

	11.
	I am a good problem solver
	
	
	

	12.
	I am an effective communicator
	
	
	

	13.
	I am a good listener
	
	
	

	14.
	I have good interpersonal skills
	
	
	

	15.
	I have integrity
	
	
	

	16.
	I enjoy challenges
	
	
	

	17.
	I am able to live with uncertainty
	
	
	

	18.
	I am able to learn from my mistakes
	
	
	

	19.
	I am able to prioritize
	
	
	

	20.
	I am comfortable being in charge of the business
	
	
	

	21.
	I am willing and able to delegate
	
	
	

	22.
	I am willing to take calculated risks
	
	
	

	23.
	I am willing to change
	
	
	

	24.
	I am willing to continually learn
	
	
	

	25.
	I am aware of my strengths
	
	
	

	26.
	I am aware of my weaknesses
	
	
	

	27.
	I am willing to listen to feedback
	
	
	

	28.
	I am willing to commit my time and energy to make my business succeed
	
	
	


Why Are These Key Characteristics Important?
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	Instructions:    As we discuss the key characteristics of successful business owners, use this page to write down any useful insights:

	Characteristic
	Why It Is Important to My Success

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	


Increasing Effectiveness
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	Instructions:   Complete the worksheet based on the discussion with the entire group.


The Issue: _________________________________________________________

	Underlying Reasons
	Remedial Actions
	Words to Live By

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	


Increasing Effectiveness
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	Instructions:   Work with your new group to address your chosen issue. Brainstorm a number of responses and then select 1 or 2 key responses from each column for your group’s report out.


The Issue: _________________________________________________________

	Underlying Reason
	Remedial Action
	Words to Live By

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	


The Next Step
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	Instructions:   Use this worksheet to plan how to implement necessary changes in your business management responsibilities and in your personal characteristics.


1.    
What I need to stop doing and delegate:

	Business Management Responsibility
	Who Else Should Do It

	
	

	
	

	
	


2.
What I need to stop avoiding and start doing:

	Business Management Responsibility
	How to Start Doing It

	
	

	
	

	
	


3.
What personal characteristic I need to strengthen to be successful:

The Issue: __________________________________________________________

	Underlying Reasons
	Remedial Actions
	Words to Live By

	
	
	


My Key Takeaway
	[image: image16.wmf]
	Instructions:   Please stand up when you have completed this sentence: 
My key takeaway from this session is:


Business Competencies for Small Scale Private Medical Practices

1.
Communication and Relationship Management
The ability to communicate clearly and concisely with internal and external customers, to establish and maintain relationships, and to facilitate constructive interactions with individuals and groups.

2.
Leadership
The ability to inspire individual and organizational excellence, to create and attain a shared vision, and to successfully manage change to attain the organization’s strategic ends and successful performance.

3.
Professionalism
The ability to align personal and organizational conduct with ethical and professional standards that include a responsibility to the patient and community, a service orientation, and a commitment to lifelong learning and improvement.

4.
Knowledge of the Healthcare Environment
The demonstrated understanding of the healthcare system and the environment in which healthcare managers and providers function.
5.
Business Skills and Knowledge
The ability to apply business principles, including systems thinking, to the healthcare environment. Basic business principles include (1) financial management, (b) human resource management, (c) organizational dynamics and governance, (d) strategic planning and marketing, (e) information management, (f) risk management, and (g) quality improvement.
Common Competencies for All Healthcare Managers: The Healthcare Leadership Alliance Model, by Mary E. Stefl, PhD, Professor and Chair, Department of Health Care Administration, Trinity University, San Antonio, Texas.
Evaluation Sheet
	[image: image17.wmf]
	Instructions:  Please answer the questions below as completely and constructively as possible. Thank you! 





Strongly
   Neither
Strongly




  Agree
Agree nor
Disagree

This training:



   Disagree
covered the content as advertised
5        
4        
3         
 2       
1

was logical and effective  
5        
4        
3         
 2       
1

provided information I can apply in my work
5        
4        
3         
 2       
1 included useful handouts for future reference
5        
4        
3         
 2       
1

The facilitator:

was knowledgeable
5        
4        
3         
 2       
1

was effective
5        
4        
3         
 2       
1

stayed on topic and on time
5        
4        
3         
 2       
1

As a result of this workshop, I am better able to:

explain the responsibilities of a business owner;
5        
4        
3         
 2       
1
discuss how to handle the responsibilities 

necessary to manage a business;  
5        
4        
3         
 2       
1

describe the characteristics of successful small

business owners; and
5        
4        
3         
 2       
1

propose what I can do to increase my effectiveness

as a small business owner.
5        
4        
3         
 2       
1


Excellent
Average

Poor
Overall, I would rate this training:
5        
4        
3         
 2       
1

I would recommend this training to a colleague:
___
Yes          ___  No

Personal Significance of Workshop:

Of the ideas or techniques covered, I think that these will be of most use to me:


Recommendations for Improving the Training:

Additional Comments:

DISCLAIMER

The author’s views expressed in this publication do not necessarily reflect the views of the United States Agency for International Development or the United States government.
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