m:l The Role of the Manager

boss, the director of patient care services, had emphasized the importance of

getting her employees to 1mMprove productivity at any cost. Susan had heard
that while her new direct reports were nice to one’s face, they had a ten-
dency to complain and scapegoat, and this had led to the sudden departure of

the previous manager of patient accounts. She was particularly nervous about |
new employees. To quell her fears, Susan decided

being younger than all of her
plish in her first days and weeks on the job.

to list what she wanted to accom

Case Questions

1. As a friend of Susan’s considering a similar position, what would you
recommend that she put on the list?

5 How would you suggest that she prioritize her goals?
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executive managers, boards, physicians, and external consultants, and work-
ing on marker analyses, program development projects, grant writing initia-
tives, and long-term strategic planning efforts. His strengths were in business
analysis, writing, and presenting complex concepts in simple terms. Webber’s
key function had typically been to support important hospital stakeholders in
efforts to implement their visions and business strategies,

Webber’s next position was serving as aide-de-camp to the CEO of
a major home healthcare organization. In this role he assisted the CEO in
developing and monitoring the corporation’s strategic objectives and busi-
ness and clinical outcome rargets, writing and researching the CEQ’s myriad
presentations, and serving as chief liaison to the CEO’s 20-member
ative staff and the organization’s board of trustees. While Webber h
staff directly reporting to him, he kept plenty busy. He regularly spent long
hours ensuring that the deliverables produced by the executive office were
timely and complete. Because Webber dealt with different personalities—all
with varying agendas—and because he was under immense pressure to meet
deadlines, he utilized every ounce of political savvy and deferential humor he
could muster to get his work done. Executive management valued Webber
as a skillful diplomat who used a calm, determined demeanor when “work-
ing with” senior staff. Webber secretly relished the perks of the president’s
office as his phone calls were immediately returned and many sought his ad-
vice given the tremendous political capital he yielded. Publicly, however, he
modestly described his role as helping management complete their projects.
At this point in his career, Webber was chiefly responsible for maintaining
the management structure and working behind the scenes to ensure that the

EO’s own initiatives ran like clockwork.
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Clearly,

_ Executive administration’s mandated programmatic growth and proﬁt
targets were going to be difficult to meet. The program Was currently 15
percent below growth targets.

_ There were few business or quality metrics in place tO permit adequate
monitoring of the business.

_ No overall management accountability was readily apparent within the
prograrm.

_ All of the clinical directors resisted change.

_ Webber’s new position was still largely undefined with no formal job
description.

_ Comments from members of the program‘s jong-standing management
team implied that Webber didn’t have “gnough gray hairs” for the jobhe |
now held. '

Webber was not in the prcsident’s office anymore.

Case Questions

How does Webber’s new role differ from positions he has previously held:
Did Webber do the right thing in accepting the premoticm?

What should Webber’s management priorities be?

What skill sets will Webber need to usc to implement these priorities?
When should Webber look for his next job? What would you recommend
he look for in his next job?
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