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zigzag approach iEEIAy#E, 281282
Career and life goals A4 H¥r, 269
Cases Z#)
adjustment V&%, 26
balance iy, 228 —229
hounce back Pk&E ., 50
change 7“F4{k, 304
choice #R¥E, 108
communication 7Hi#E, 185—186
conflict %€, 275—276
confrontation 2Fik, 213
controversy iy, 144—145
credit blues {EHF&E, 39—40
currency a8k, 126—127
decision ff(HRE. 66
dilemma [, 259
focus fE&H, 332
frustration #3¥7. 161
insight %}, 93
interview [k, 318
message {a/5s 80
motivation EBIHL, 245
nonprofessional AAJHL, 200
preference 1E&HE, 291
reality BsEL, 14
restoration {8, 173—174
sensitivity UM, 345
Change. adapting to ™M4F, &R, 59
Charisma %%, 21
Clinton, Bill H/R - sekili, 21
Common sense HAF{H, 193
Communication 741
ethical behavior iH{#, 103
nonverbal JEiEE. 194
relationships K&, 6163
repairing relationships 8 AFRXEFE., 164—165
resignation &FHH, 308

Company reorganization. See Plateau period 4 &) H#H, 2 R %2 F8 5 i 1A
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Competency. See Human-relations skill set f8/1. &R AFRZER
Concentration HEPFEF N, 232
Confidence triangle —fif&#k, 253—254
Confidence triangle exercise —fi{EHEZR~], 257258
Corporate aggression K82y a], 152
Corporate restructuring Z>a] 84, 312--313
Cross training “FZ#E s, 283
Cultural diversity comfort zone XfZ0 CibRAERE, 177

Culturally diverse co-workers. See Workplace diversity 3 H HAM W EAMFEE, 2 WEL0ik TERN

Customer service & FPBR% ., 8788

Daily goals H H#x. 260

Decision making ¥, 89, 132133

Decision, group JdL[E]pesdE, 89

Democratic work climate B FRIMHBAERE, 98—100
Departmental gap H{PAZERE, 73

Discrimination f#l, 118

Diversity. See Workplace diversity ZE{E, Z W ol TEHIE
Dress standards FHRebriE, 192—193

Dual competency XHEAE f1, 334--335

E=mc  Flblh #zl, 90

EEOC ¥%EigldleFEzin2, 208

Emotional intelligence (EQ) 1§48 1 (f§fg), 155-—156

Employee handbook i T.F#, 192

Employee-supervisor relationship FRS5Tk FalfEFE, 97, 101—103

EQ 1%, 155—156

Equal Employment Opportunity Commission (EEOC) ¥l &F R LS, 208

Ethical behavior i, 103, 248 —249, 251—253 |

Ethnic implications. See also Workplace diversity ®E2ZR, 113—115, 2R TIERE
Extroverted people #hmEIfg A, 16

Flip-side technique BkHiJHMMEH IS, 323324

Four Cs of team membership FBA T {EPYIHEL ], 133
Four “plus” factors POk “hn4r” (H#E, 85—86
Frustration #4r, 148

Frustration-aggression hypothesis #4207 B, 153—154

Generation differences {t7, 117—120
Goal-setting  H#¥briZ . 263276
balance your goals “E@{ifY Hix, 266—268
goals that motivate me MEhIAYEH IR, 268270
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new job/assignment  # [ff, 194
realistic goals G HEHPR, 264
reward yourself R H . 265266
self-assessment  HIIFAL, 34
short/long-term goals JHH/ KW HEr. 269
time management goal HERETRIEEE, 270
Grapevine f&if#E, 250 251
Grooming standards  FHAEFR#E. 192193

Group productivity potential

PR A = R RE, 73

Harassment PERRHE, 116 117, 122
Happy employees G 1., 82
High academic performance 22 &4, 19
Hodges, Elizabeth Jamison {PFAR#FE » S « 40y, 35
Honesty 5%, 248249
Horizontal relationship i {5 AFRXE R, 60 161
Hostility, and personal testing &4 ABREL, 16, 115
Human relations AJrXEH

dual competency MHEES . 334335

emotional intelligence 1H&EHE 1. 155156

future prospects X ERE, 1718

importance g1k, 4

inexperience £ AR, 17

mistakes. See Human relations mistakes i, ZW AR X HEIRIK

productivity T fE#3/ 4%, 6—7, 74—75, 83 &5

resignation  &FER, 307

responsibility #{L, 7- 8

self-confidence, and H1{F. #., 16, 21
Human-relations foundation AFrX AL, 5

Human relations mistakes failure to report /admit mistakes AFRERIRK Z a4 il s 1%, 237

listening i, 232—235

motivation ahfL, 238249

negative JHHEAY, 240241

underestimating others {fffifh A, 236—237

victimization S¢%, 239240
Human-relations skill set  APRACFEHTY, 4, 21, 83, 89, 114
Humor g%k, 323324

Image &, 20
Individual productivity potential 4~ A4 f=##hE, 69—71
Inferiority complex [ #4445, 326
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addressing negative testing R 4 A BRER, 208 —209
complain to supervisor [a] I @], 209
EEOC %l bleE s, 208
organizational testing fHEIELE, 204—205
personal testing APFRFLE, 205-—207
teasing 3%, 202—203
Irritation threshold FZPRAE, 120121

Job interviews Wik, 4
Kennedy, John F. 248 - #JE8#, 2]

[.ateness. See also Absenteeism iR#|, 215--229, & WL 5§
Layvoff #gfi, 312--313
[.eadership/management 45/ &M, 333—345
dual competency XLEHHFES, 334—335
growing in your new position [H3EH#E, 340—341
incremental steps I5FE. HEFE. 338
personal plan (activity) AR (53, 344
sensitivity  f/EE/ Ry, 7, 45, 96, 134
supervisor analysis scale S HREE J19FAh . 339
Learning and attitude Y55/, 19 -2
Life goals A4 B#r, 269
Listening {8, 232235
Listening assessment {HFEE P4y, 243—244

Management. See LLeadership/management EH, 2455 /&
McGregor. Douglas H#HIHT - RS K, 100
Measurement of potential & HEHE, 71
Mental sets J>EREFEAF, 28
Mistakes Hiie
failing to report {E#E RN, 237
human relations. See Human-relations mistakes APRXZR., SR ARERZIRK
Motivation zZh#l, 238—249, 245, 266
Mutual-reward theory (MRT) HHMi&, 111112
culturally diverse co-workers 3 H H{bhr{ibFEmEH, 179
relationship rebuilding BHE &, 168
team B\, 137138

Negative attitude JH#EAHE, 6
Negative creep JHBARAEDPE, 241
Negative drift {8, 240241
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Networking ABkK/ AFrXFEMEE, 283
New job/assignment # T.4F, 189200
ask questions #2[n]El, 191
common sense FEAHFIH, 193
don’t flaunt your education AEZEEIREIZFED, 191192
energetic/ not overeager K1 FTili/RaFLEE4THY, 193
goal setting H H¥r, 194
nonverbal signals JEFIBHES, 194
note taking fH(%ic. 191
organization f£H%1, 190
organizational policies and procedures ZHZIAHLE Al TAEZE K, 192—193
personal appearance/grooming standards P~ ASME/HEbrME, 192193
relationship building #3733 &. 1941955
Nonverbal signals JEHB{ES, 194
Note taking ff{%ic, 191

Older employees 4EFHELG, 118-—119
Openness to learning FFECZE~, 19
Organizational rumor JXTHMHMES . 253
Organizational testing #1885, 204—205

Passive aggression. See Aggression 2IB47%. &L
Patience (>, 294—295
Permissive work climate BU{ERIHEI A FE, 99
Personal appearance -~ AJE%, 192—193
Personal business plan P~ A B #ELE], 286
Personal rumor XTI AMMS . 253
Personal testing AFRRFELR, 205—207
Personality and human relations “™E5 ARREE, 20
PFW H3fEF, 278—281
Physical aggression Hi{&{2IE, 151
Physical fitness HB{K#EM, 327328
Plan B Bit#]. 286
Plateau period HRk & B A, 293—304
coping skills R AF#EIy, 295—297
patience >, 294—295
reducing length of 4%, 297—298, 302-—303
“plus” factors  “fin4r” H%E, 85—86, 89
Positive attitude FIfE AR
building /protecting #7 /9%EfF, 32—34
concentrate on the positive JCHFEFMEE, 29—30
corporate restructuring (layoff) sl deH (A, 312313
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enhances other characteristics  fi4: H AR AR EFE. 21
new assignment & T4E, 194—195
plateau period Wk & REERFI, 293304
relationship repair B8 AFRXE, 166
team success HIPAAYELEN, 139140
Positive attitude self-assessment FZAF QR IFME, 3435
Potential variability #fEER, 7071
Productivity /=3
closing department gap /AN ZEH, 7475
customer service & FIR%, 8788
group, potential KB\, ¥EHE, 73
happy employees TR T, 82
human relations AFRX#H, 6—7, 74—75, 8385
individual, potential “~ A, #EE, 69—71
influence on others, as FEWifth A, 8
measurement of fi& /W&, § -9, 68
relationship building ®#XHE, 84
teamm BN, 134, 138—149
worker interdependence 0 T[AMHEXE, 7475
Productivity gap 43 £, 69—70
Productivity motivator T fEzhf, 78—79
Promotion from within (PFW)  H&4EF, 278 281

Quality improvement {#iFffif. 88 89
Quiet person EFFAA, 16

Relationship ¥ %

building E. 59, 62—63

communication J(8EACHL. 61—63

evaluating #Ff, 124—125

horizontal BE[fG, 60—161

MRT. See Mutual-reward theory H SBRip, £ 05 HHis

teams H{BA, 140

vertical #A[ERY. 59—60
Relationship self-assessment AFREKEN HIFIELL, 106
Release of frustrations I, 158—160
Reorganization. See Plateau period #4l, 2 WV & B ECHE D
Resignation #¢HH, 305318

attitude S, 312—313

communication JEIEAIEH, 308

freedom of work choice #\EHH., 306

questions to consider W& ER 0], 307--309
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Respect for others Bt A, 45
Restoring injured relationships {828 AR FH, 163 174
basic principles JFEAJEN], 166 167
breaking-the-ice expressions KRS, 167
communication i, 164 —165
rebuilding willingness {&& G, 168
speed of repair BE#A, 165 166
strategies and risks HEBg A ALES . 168 169
why so difficult?  Hft4a-2fH ik ZrPkik? 169
Rumor i 5
confidence triangle —fi{&4#k, 253 254
defined g . 250
ethical behavior iEf, 251253
grapevine {%3EEE, 250
organizational ZZHAY, 233
personal T~ AT, 253
rumor mill i 5 WBAEHL. 250
Rumor mill i 75 WL, 250

Schweitzer, Albert ZEF14F « MEBRFE /0. 248
Sell-assessment H :fk’ IEF’[ﬁ
attitude, and AfF, 34
ethical behavior, and iE{#, §1, 103, 249
goals. See also Goal-setting H#Er, ZWHER T
human relations. See also Human relations APRXHE. AR E
productivity. See also Productivity Hp=#2, Z: 34 =2
Self-concept [ H#{.Z, 30
Self-confidence H{g. 16
Sell-confidence inventory B {51 0Ffh, 24 25
Self-image HIEESR. 326 327
Self-motivation. See also Motivation 3%k, £ Wahil
Self-victimizing [ Fefids, 152
Sensitivity  fHURE /UM, 45
Serendipitous attitude HLZ%3E15, 3536
Sexual harassment {F53R$E, 116—117
Silence {LER, 152, 254
Skill set. See Human-relations skill set  §515. & ARAETFRIY
Smile %, 194
Smoke screen  HHEE, 238
Stabilizers (PFW) g <y ik (T . 278281
Stereotyping  Z#REPE, 180
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Stress JEJf1, 148, 320

Structured climate EHHIBIHEAG . 98 99

Summary activities. See also Activities #2] . Z W15
attitude adjustment exercise ¥EERES 2], 331
behavioral change commitments A& H . 198199
bounce-back strategic plan &8 &/, 49
careers and human relations Bk &5 AR & . 13
confidence triangle exercise — ffEikeEk~) . 257 258
evaluating personal relationship  ABRE FZ PG, 124 -125
listening assessment {HATHE f11EfL . 243244
master goal pattern it HERE, 273 274
orientation exercise SfEMZk2], 184
orientation of culturally diverse employee §§ {34 FH HAth Ak T st HIBAE ALY . 143
personal plan {or leadership 2EAFGE Hidit), 344
plan B Bift%], 316317
positive attitude on job T AEPHEFFHEML A &, 38
prioritizing working relationships {4k AR & . 65
productivity motivators 1 fEshf1, 78 79
relationship rebuilding process 8 A CEMSFHE, 172
relationship self-assessment AJRC & H I PEAL. 106
release of frustrations JEFEPEYTEE, 158 160
self-confidence inventory  H{F.CiFfh, 2425
shortening the plateau period 458 b % RESair 0, 302303
teasing and testing {EFfFMEFL, 211212
tolerance level exercise ZEZACEM, 227
work characteristics T AEPRIFFIE, 92

Supervisor. See also Leadership/management F4%/ [ w]., Z W55/ & H
career advancement Bk %R, 280
counselor, as {EAMWifn], 96
departmental gap HEAZERR. 74
employee, and I, #l, 101 —103
leader, as fENSISE. 96
relationship self-assessment A& HFHIFEAL. 106
responsibility for relationship building #7 ARG EM UL, 62
styles of 25%Y, 96
teacher, as {EAZIN, 96
working climates of B PAS ], 98
vertical relationship W w R AR KCHE, 59 60

Supervisory roles $MSEMME, 100

Synergy PHEl. 176, 181
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Team HIBA, 131145
attitude ZAHE, 139—140
basics FEAE R, 133 134
decision making HH#, 80
four Cs  PUIm g, 133
individual rewards ‘P~ A 014 . 138
leaders %%, 19, 96
mutual-reward theory H B Pig., 137 138
productivity A3, 134, 138139

rate yﬂurﬁelf as teamn member }E F1 L "’[fﬂﬁ{ld‘] BA - 51

relationship building #X&. 140
synergy BHaE], 176, 181
Teammwork HIBA, 133, 138, 140
Teasing $£7%, 202203
Tension 4. 6
Tension-reducing techniques EFRERMETY, 149150
Testing #4, 204207
Theory X X Hig, 100
Theory Y Y Hlitz, 100

Three princes of serendip, the (PUMIHEH =1 F5 ),

Time management R H, 270
Time-study experts HBi[H)E 4%, 8
Tolerance level exercise ZF2LA40FM L, 227

Underestimating others  {E{54h A . 236 237

Value conflicts  fff{fHi Pz, 112113
Verbal aggression #1251, 151
Vertical relationship 2\ [mEEIH AR £, 59 60

Victimization a3, 239240

Walpole, Horace E¥hiy « iK%, 35

Weekly goals R H#r, 269

Willingness factor FE[&E, 168, 170

Wilde, Oscar By « F/R7%, 258

Winning combination #{{#H G, 8385

Winning equation Sl Th HF#E:L. 90

Work characteristics | fE P HI4FAE, 92

Working climates HIBASH ., 98 100

Working-environment preferences FAH T #f:., 285

Workplace diversity Zo{b THEMHE. 175186
advantages of =+« L #e, 181

30
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attitude adjustment suggestions JHEEAEMHEIL, 178179

cultural comfort zone Xt ICLILMBIARE, 176, |

ethnic implications FpEER, 113

learn about other cultures T f## % s {k, 181
FH P AR RSN, 180

mutual understanding and acceptance

stereotyping Z|HEI$. 180
teams HPA. 136—137

Yearly goals 4E H#x, 269
Youth discrimination B4 A, 118

Zigzag approach 1T [EjdE, 281 —282

77
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g1E 1=T, 2=F, 3=T, T, 5=F, 6=c. 7=h, 8=2L 11 5
g2%® 1=T, 2=T, 3=F, F, 5=T, 6=a, 7=d, §=& W 22 i
g3&F 1=T, 2=T, 3=F, . 5=T, 6=a, 7=b, 8=& 36 0
LaE 1=T, 2=T, 3=T, 4=F, 5=T. 6=a, 7=d. 8= R 47T ®

T, 5=T, 6=c, 7=d, §=& K. 63 W
F, 5=T, 6=h, 7=d, 8=&W 76 i
T, 5=T, 6=b, 7=d, 8=% I 85—86 §i
=F, 5=T., 6=¢c, 7=a, =& 104 W
5

6W 1=T, 2=F.
g?i 1=F1 2=T|
E/8E 1=T, 2=T,

=F

4
3 4
3 4
3 4
ES5E 1=T, 2=F, 3=F, 4
3 4
3 4
3 1
3

#9E |=T, 2=F, 3=T, 4=F, 5=T, 6=a, 7T=d, §=8R 122 7
10T 1=T, 2=T, 3=T, 4=T, 5=T, 6=c, T=a, 8= 141 i1

#g12&E 1=T., 2=F, 3=T, 4=F, 5=F, 6=b, 7=b, 8= R 170 51
#1138 1=T, 2=F, 3=T, 4=T, 5=F, 6=a, 7=d, 8=%, 182 i
FI14E 1=F, 2=T, 3=T, 4=T, 5=T, 6=d, 7=d. 8= 196 171
$£15F 1=T, 2=F, 3=F, 4=F, 5=T, 6=a, T=c, 8=F R} 209 5
$£16E 1=F, 2=T, 3=F, 4=F, 5=F, 6=c, T=c, 8= 224~225 7]
178 1=F, 2=F, 3=F, 4=T, 5=T. 6=h, 7=b, 8=%H 241 T
#$18F 1=T, 2=F, 3=F, 4=T, 5=T, 6=a, 7=d, 8=, 255 5
$19& 1=T, 2=T, 3=T, 4=T, 5=T, b=c, 7=c, 8=8R 271 H
E20E 1=T, 2=T, 3=F, 4=F, 5=T, 6=hb, 7=a, 8=%1 287 ui
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3=T,
3=F,
3=T,
3=

1=T,
1="T,
{=F,
i=F,

=F, 6=d, 7T=a, 8= 300 01
=T, 6=d, 7=d. 8=Z . 313 01

T, 6=a, 7=a, 8=2N, 326—~327 0
=T, 6=c., 7T=d., 8=l 342 11
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), HEEEAbAY ALOLER THE, PO - EOER TESRANE T HEM. Pl KA REETERA
A EMACHABRER, BEIFE LTRSS 28 75 MRS & RiFm AR, b
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e AR BN A O AR SRERAT O, s TR “EEARIANNE", FrLL, JE
f b v BB R 5 TR R ) SR O B (A A B2 L Al R

WO REA ., SEIIPhHMARFEESHE, ShREEHIT kSRR TRtz —. ER
PR A, MO R E O A UG TR, flan. T LR a R B pE e O B A
. RS R Z UG . OB ET B A KA H MR AT A TR AT N AR e L R — e E R
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PHEAERMEFRIN. —fAalfn, ESH, B8R TA—-E&KSHTEe, bHEEDT
MOlk S A B OC & M S, XEEARE A A A S . BEimiRAREk ) E R .

MEFRA BRI 12 A CEAMPUF L TAEREB AL, Bafkbfeasibacihn. HE,
MRt —HRAFEACKH “She” B, SEMBMA ESERAC, BB A MR TR T /F I8 b & H 1R
Feor i A C T,

EFR AR ARG IS TAERT, Wit — U, 7 200 2 it R B R % BEnt, JA 1
[} L 2B AEPAR . fhid 75 BN B B A R, RIS 2Z A R N 5 R, 2
WA TR 8 MBI

fERAriam Ll A S EEL 2, LEFTIG 0T LA 2 R B ) S0 04 70038, DA Ifi 194 58 it ) 1 45
Hesh, FRR R SCH MR, A A S TG 28 A O AR TR RS 2 A, 1 ¥ B B
ANBERROE. B Tk, FFAs LR EMFBHITZWA, S iEfFEEE, mMACH i ESES
iy

AERITE]
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. e SR,
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A% A T R A AR

PSR AR SO A R — A S R SN, Wb EEE RS FE AN OIS, R - 20
B ELm LA, db s s S B0y Qg R Al A0 S ) A S« SCR e Sl e, SR, iR
df 2 BLOARERE YR o A4S, S o SUASHE S0 EAE B T SRR B O PRET, dR ek T REHESN 1 2 A0
fll A . Ak 982 SEEE S A E LR LA
1. ik A AR B A 4 2T, — AR A B h TAE, A eenb g, MBA TR RN, i
Mk, EAARAZTALAMA, TLEHLATHPHEFRAE, SEASMAHRALE,
2. i3 - L HEBMEAAGN EfoFERAME, HASRATE LN AE, 4
AFRR L FAEMIANRLA “FTE”, FEANSNETEENANTEIATTE,
3. ik« LA G BN FM RGO Mk FERARERART M, HHE ThEMMA,

UeAh, b= vt ol LU o i 8 H As i A A2 0« e APRZE R oW gt . @, il ] BLX
I RRBNE S Hbr— B0 A 3 hh, i Ry A s AL vE B SE Rk . R DR - SR b
RIERCH—A- SRR A A, BE T BEAT B 0 S AR L R R .

A Je B E S Mk R RAFAIRE ) TR CRE ZHIER S S0 fek, HERMECFH S 18 T
R T CREN B AEANE ., SR THRIEE AR ARESER, (BARIVRNZS 81T
o[ HEAIPL S SRR BLIW B RAFAUE &R . Blan, fib ol LU i %% i TAE LIRS RS I B0 A5 8. o]
LA 0 AU () 5 B S R 3 B A T P03 S8 JAE . 30 T AGEL 52 6 1 0 Jr 20 45 0% 35 BRI 4 M — e L

AP RJEE Dy oWl s Ll S B E T RFmOC &, BRI, (U1 TR 8 B Ao 6
M EF . AR AR, BRI % 0 A S AR RO — 15 FHL”.

oy Al AT SIS R A O B R . R

| BERERANGHFNETEUAME, BTAREIFT PR EML AERE Fi& 3 B 45694
BIAEXER, FTvh, wRBHREMIFNEZE, BLAFNPRERNF—FL2HENL, &4, B4 HN
iy Al S 2 7 B v

2. —AFETRIFERRITHA TEXENA, ERA—ZFTHE LR AEHE R AT
MIEER, REMAL FEABRFALIFMAL, ZZRPAFRTETHAES,

. AMCAFEAFANGEF, N ETHATEHRXENHSFEL THATES TR, 15
W kg,
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AR WA LHAT A W AR &R M A, P A o 7L .

BRI A ORI AT DAPRAE . 3B ) 2 9 Al e A L ) A SQ Rt B B Y . AR AY T
B AT F LG AY, (EORE A G SR SR X [a) S o8 0 . AN ACUPIO G, AR 245 TR MEFR TS 5 T

AT LA, BUAE X Ak i R — 1~ PR A 300 ok i R[] S i B 0 A B b . BR PR E o o
Ml 5 ABRC R . BATERE . A A T RELE B UG | 45 sk nd 73 B4k
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