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Useful web sites for additional information

Learning resources and references

Problem Solving and Decision Making

www.mindtools.com has a variety of tools and techniques including further explanation of De Bono’s Six Thinking Hats

http://www.vta.spcomm.uiuc.edu/PSG/psg-ov.html has an interesting four part Module on problem solving

http://www.quantumbooks.com/Creativity.html - some ideas about Creativity, Innovation and Problem Solving and examples of business applications

http://www.mapnp.org/library/prsn_prd/prsn_prd.htm contains the Free Management Library, which has a wide range of links to sites on problem solving and critical thinking that are worth exploring

http://www.headinjury.com/problem.html has an interesting Problem Solving Inventory and, if you follow the link to problem solving skills, a useful decision-making diagram

General Management
The site cover a wide range of helpful general management & leadership tpics

http://www.businessballs.com  and www.12manage.com 
Communication Skills

http://www.queendom.com/tests/relationships/communication_skills_r_access.html Has a test of your communication skills.

For advice on Effective Communication go to www.hodu.com/arc.htm


Teamwork

www.teamsthatwork.co.uk has some advice on team working
Effective Management

www.bizmove.com/skills/m8u.htm contains interesting tips for managers of small businesses


www.businesspotential.com has some useful links to sites about management skills and career development (select ‘free downloads’)

Leadership

The Harvard Business School Press has published the Harvard Business Review on Leadership, a collection of articles that have been influential in shaping ideas about leadership. Books by some of the gurus of leadership include:

John Kotter (particularly leading change) Leading Change (Harvard Business School Press: 1996)

Warren Bennis (particularly leadership in groups) On Becoming a Leader (Arrow: 1998)

John Adair (good on personal skills and leadership development) Leadership Skills (Chartered Institute of Personnel and Development: 1998)

The Peter F. Drucker Foundation for Nonprofit Management (http://www.pfdf.org/index.html) contains a number of articles on and interviews with leading figures in the world of leadership research and development. Follow the link Leader to Leader Guides
Dr Robert Colvin runs a website at http://leadershipinfo.net/ which describes itself as "A great source for information on leadership practice, study, research, and development" - and lives up to the description quite well. This contains a useful booklist, including key texts on transformational leadership.

David M. Boje at the State University of New Mexico has a useful - and critical - paper on transformational and transactional leadership, showing how they relate to Weber's model of charismatic leadership: 

http://cbae.nmsu.edu/~dboje/teaching/338/transformational_leadership.htm
The Center for Leadership and Change Management at the Wharton School of Business, the University of Pennsylvania  has some interesting ideas about leadership and you can subscribe to their online Leadership Digest:  http://leadership.wharton.upenn.edu/welcome/index.shtml 

You can also subscribe to Management First (http://www.managementfirst.com) and look at some of the articles archived there on leadership.

Go to http://www.nwlink.com/%7Edonclark/leader/leadcon.html for some useful background on leadership


Customer Service

Customer Care Excellence How to Create an Effective Customer Focus by Sarah Cook (Kogan Page 4th ed. 2002)

The C.R.M. Pocketbook by Charles Turner & David Alexander (Management Pocketbooks 2001) 

Chris Daffy’s Once a Customer Always a Customer: How to Deliver Customer Service That Creates Customers for Life (Oak Tree Press, Dublin: 2001) 

Karen Leland and Keith Bailey’s Customer Service for Dummies (Hungry Minds Inc: 2000) 
Elaine Harris’s Customer service: a practical approach (2nd ed Prentice Hall: 2000). Most recently published textbooks on marketing include sections on relationship marketing.

http://www.businesspotential.com/ Has some useful articles on customer service

Try subscribing to eCustomerServiceWorld (it’s free) to receive their regular eNewsletter on customer service, at http://www.ecustomerserviceworld.com
www.managementhelp.org/   Free Management Site very useful

http://www.onepine.info/mod1.htm  Management theorists
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