GMS200 – Global Management
Chapter 1 – Introducing Management
· Learning and speed are in; habit and complacency are out.
· Best employers share an important commitment – they value people
· Themes
· Respect
· Participation
· Empowerment
· Involvement
· Teamwork
· Self- management
Performance Criteria Concerns
· Ethics and social responsibilities
· Innovativeness
· Employee development
· Measures of profitability and investment value.
· Careers are being defined in terms of:
· Flexibility
· Free agency
· Skill portfolios
· Entrepreneurship
Talent
Intellectual Capital – is the collective brainpower of shared knowledge of a workforce. [Intellectual Capital = Competency x Commitment]
Knowledge worker- someone whose mind is a critical assets to employers and adds to the intellectual capital of the organizations
Diversity
Workforce diversity – describes the composition of a workforce in terms of differences among workers in gender, age, ethnicity, religion, sexual orientation, and able-bodiedness
Prejudice – is the display of negative, irrational attitudes toward members of diverse populations
Discrimination – actively denies minority members the full benefits of organizational membership.
Glass Ceiling Effect – an invisible barrier limiting career advancement of women and minorities
· Diversity is called “business imperative”
1. Today’s increasingly diverse and multicultural workforce should be an asset that, if tapped, creates opportunities for performance gains.
Globalization
Globalization – the worldwide interdependence of resource flows, product markets, and business competition
Ethics
Ethics – set moral standards of what is “good” and “right” in one’s behavior.
Careers
Portfolio worker – has up-to-date skills that allow for job and career mobility
· Charles Handy Shamrock – The Shamrock organization
1. Independent Contractors – They perform specific tasks as needed by the organization and are compensated on a fee-for-services basis rather than by a continuing wage or salary.
2. Full-time core workers – They pursue traditional career paths. With success and the maintenance of critical skills, they can advance within the organization and may remain employed for a long time.
3. Part-Time Temporaries – hired only as needed and for as long as needed. Employers expand and reduce their part-time staffs as business needs rise and fall.
Figure 1.1 – Management Smarts
Mastery – You need to be at good at something; you need to be able to contribute something of value to your employer
Networking- You need to know people; links with peers and others within and outside the organization are essential to get things done
Entrepreneurship: You must act as if you are running your own business, spotting ideas and opportunities and stepping out to embrace them.
Love of technology – You have to embrace technology; you don’t have to be a technician, but you must be willing and able to fully utilize information technology
Marketing – You need to be able to communicate your successes and progress, both yours personally and those of your work group
Passion for renewal: You need to be continuously learning and changing, always updating yourself to best meet future demands.
What is an Organization?
Organization – a collection of people working together to achieve a common purpose
· All organizations share a common purpose – providing goods or services of value to customers and clients
Organizations as systems
Open systems – transforms resource inputs from the environment into product outputs.Consumer feedback

The environment consumes
The organization creates
The Environment supplies
Product Outputs
· Finished goods and services
Turn resource into outputs
Resource Inputs
· People
· Money
· Materials
· Technology
· information




Organizational Performance
Productivity – is the quantity and quality of work performance, with resource utilization considered
Performance effectiveness – an output measure of task or goal accomplishment
Performance efficiency – an input measure of resource cost associated with goal accomplishment
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Changing Nature of Organizations
· Renewed belief in human capital: Demands of the new economy place premiums on high-involvement and participatory work settings that rally the knowledge, experience, and commitment of all members
· Demise of “command-and-control”: Traditional hierarchical structures with “do as I say” bosses are proving too slow, conservative, and costly to do well in today’s competitive environments.
· Emphasis on teamwork: Today’s organizations are less vertical and more horizontal in focus; they are increasingly driven by teamwork that pools talents for creative problem solving
· Pre-eminence of technology: New opportunities appear with each development in computer and information technology; they continually change the way organizations operate and how people work
· Embrace of networking: Organizations are networked for intense, real-time communication and coordination, internally among parts and externally with partners, contractors, suppliers, and customers.
· New workforce expectations: A new generation of workers brings to the workplace less tolerance for hierarchy, more informality, and more attention to performance merit than to status and seniority.
· Concern for work-life balance: As society increases in complexity, workers are forcing organizations to pay more attention to balance in the often- conflicting demands of work and personal affairs
· Focus on speed: Everything moves fast today; in business, those who get products to market first have an advantage, and in any organization, work is expected to be done both well and in a timely manner.

Organizational Environment
Dynamic Forces and the General Environment
General Environment – composed of economic, legal-political, technological, socio-cultural, and natural environment conditions
	Economic Conditions
· Customer spending influence
· Resource supplies
· Investment Capital

	Legal- Political Conditions
· Existing and proposed laws and regulations
· Government policies
· Philosophy and objectives of political parties
	Technological Conditions
· Social Networking
· IT infrastructure
	Social-Cultural Conditions
· Ethics
· Human Rights
· Gender roles
· Lifestyles
	Natural Environment Conditions
· Going “green”
· Global warming



Sustainable business – both meets the needs of customers and protects the well-being of our natural environment
Sustainable innovation – creates new products and production methods that have reduced environmental impact.
Stakeholders and the specific environment
Specific Environment – includes the people and groups with whom an organization interacts
Stakeholders – the persons, groups, and institutions directly affected by an organization
Value creation – the creation of value for and satisfying needs of stakeholders
Competitive Advantage
Competitive advantage – allows an organization to deal with market and environmental forces better than its competitors
Michael Porter – Strategic Positioning
Strategic Positioning – occurs when an organization does different things in different ways from its major competitors
Competitive advantages can be achieved through:
1. Cost – finding ways to operate with lower costs than one’s competitors and thus earn profits with prices that competitors have difficulty matching
2. Quality – finding ways to create products and services than are of demonstrably and consistently higher quality for customers than what is offered by one’s competitors
3. Delivery – finding ways to outperform competitors by delivering products and services to customers faster and consistently on time, and to continue to develop timely new products
4. Flexibility – finding ways to adjust and tailor products and services to fit customer needs in ways that are difficult for one’s competitors to match
Environmental Uncertainty
Environmental uncertainty – is a lack of complete information about the environment
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Organizational Effectiveness
Organizational effectiveness – sustainable high performance in using resources to accomplish a mission
· The System Resource approach looks at the input side and defines organizational effectiveness in terms of success in acquiring needed resources from the organization’s environment
· The internal process approach looks at the transformation process and defines organizational effectiveness in terms of how efficiently resources are utilized to produce goods and services
· The goal approach looks at the output side and defines organizational effectiveness in terms of how to measure achievement of key operating objectives.
· The strategic constituencies approach looks at the external environment and defines organizational effectiveness in terms of the organizations impact on key stakeholders and their interests
What is a manager?
Manager- a person who supports, activates, and is responsible for the work of others
Top Managers – guide the performance of the organization as a whole or one of its major parts
Middle Managers – oversee the work of large departments or divisions
Team Leaders – report to middle managers and non-managerial workers
Type of Managers
Line managers – directly contribute to producing the organization’s goods or services
Staff Managers – use special technical expertise to advise and support line workers
Functional managers – are responsible for one area such as finance, marketing, production, personnel, accounting, or sales
General Managers – are responsible for complex, multifunctional units.
Administrator – manager in a public or non-profit organization
Managerial Performance
 Accountability – the requirement to show performance results to a supervisor
Effective manager – helps others achieve high performance and satisfaction at work
Quality of work life –  the overall quality of human experiences in the workplace.
Upside-down pyramid- operating workers are at the top, serving customers, while managers are at the bottom supporting them
Functions of Management
Management – the process of planning, organizing, leading, and controlling the use of resources to accomplish performance goals
Planning – is the process of setting objectives and determining what should be done to accomplish them
Organizing – is the process of assigning tasks, allocating resources, and coordinating work activities
Leading – the process of arousing enthusiasm and inspiring efforts to achieve goals.
Controlling – the process of measuring performance and taking action to ensure desired results.
Managerial Roles
	Interpersonal Roles
How a manager interacts with other people:
· Figurehead
· Liaison
· Leader
	Informational Roles
How a manager exchanges and processes information
· Monitor
· Disseminator
· Spokesperson
	Decisional Roles
How a manager solve problems or address opportunities
· Disturbance handler
· Resource allocator
· Entrepreneur 



Managerial Activities:
	Managers work :
1. Long hours
2. At an intense pace
3. At fragmented and varied tasks
4. With many communication media

	Managers Accomplish
1. Work through interpersonal relationships



Manager Agendas and Networks
Agenda setting – develops actions priorities for accomplishing goals and plans
Networking – the process of creating positive relationships with people who can help advance agendas.
Social capital – a capacity to get things done with support and help of others
Essential Managerial Skills
Learning – is a change in behavior that results from experience
Lifelong learning – is continuous learning from daily experiences
Skill – the ability to translate knowledge into action that results in desired performance.
Technical skill- the ability to use expertise to perform a task with proficiency
Human skill – the ability to work well in cooperation with other people
Emotional Intelligence – the ability to manage ourselves and our relationships effectively
Conceptual skill – the ability to think analytically to diagnose and solve complex problems
Developing Managerial Competencies
Managerial competency – a skill based capability for high performance in a management job.
Competencies include:
1. Communication – ability to share ideas and findings clearly in written and oral expression – includes writing, oral presentation, giving/receiving feedback, technology utilization
2. Teamwork – Ability to work effectively as a team member and team leader – includes team contribution, team leadership, conflict management, negotiation, consensus building
3. Self-management – ability to evaluate oneself, modify behavior, and meet performance obligations – includes ethical reasoning and behavior, personal flexibility, tolerance for ambiguity, performance responsibility
4. Leadership – Ability to influence and support others to perform complex and ambiguous tasks – includes diversity awareness, global understanding, project management, strategic action.
5. Critical thinking – ability to gather and analyze information for creative problem solving – includes problem solving, judgement and decision-making, information gathering and interpretation, creativity/innovation
6. Professionalism – ability to sustain a positive impression, instill confidence, and maintain career advancement – includes personal presence, personal initiative, and career management.
CHAPTER 2- Management Learning Past to Present
Classical Management Approaches
	Scientific Management
· Frederick Taylor
	Administrative Principle
· Henri Fayol
	Bureaucratic Organization
· Max Weber



Scientific Management – emphasizes careful selection and training of workers and supervisory supports
4 Guiding Principles
1. Develop for every job a “science” that includes rules of motion, standardized work implements, and proper working conditions
2. Carefully select workers with the right abilities for the job.
3. Carefully train workers to do the job and give them the proper incentives to cooperate with the job “science”
4. Support workers by carefully planning their work and by smoothing the way as they go about their job.
Motion Study – the science of reducing a task to its basic physical motions.
Administrative Principles – Henri Fayol
14 Principles of Management
1. Division of Labor – specialization of work will result in continuous improvements in skills and methods
2. Authority – Managers and workers need to understand that managers have the right to give orders.
3. Discipline – Behaviour needs to be grounded in obedience and derived from respect. There will be no slacking or bending of rules.
4. Unity of Command – Each employee should have one, and only one, manager
5. Unity of Direction – The leader generates a single plan, and all play their part in executing that plan
6. Subordination of Individual Interests – While at work, only work issues should be undertaken or considered
7. Remuneration – all should receive fair payment for their work; employees are valuable and not simply an expense
8. Centralization – while recognizing the difficulties in large organizations, decisions are primarily made from the top
9. Scalar Chain (Line of authority) – Organizations must have clear, formal chains of command running from the top to the bottom of the organization.
10. Order – There is a place for everything, and all things should be in their place.
11. Equity – Managers should be kind and fair
12. Personnel Tenure – Unnecessary turnover is to be avoided and there should be lifetime employment for good workers
13. Initiative – Undertake work with zeal and energy.
14. Espirit de corps – Work to build harmony and cohesion among personnel
5 Rules of Management
1. Foresight – to complete a plan of action for the future
2. Organization – to provide and mobilize resources to implement the plan
3. Command – to lead, select, and evaluate workers to get the best work toward the plan
4. Coordination – to fit diverse efforts together and to ensure information is shared and problems solved
5. Control – to make sure things happen accordingly to plan and to take necessary action
Scalar chain principle – there should be a clear unbroken line of communication from the top to the bottom in the organization
Unity of command principle- each person should receive orders from only one boss
Unity of direction – one person should be in charge of all activities that have the same performance objective
Bureaucratic Organization – Max Weber
Bureaucracy - a rational and efficient form of organization founded on logic, order, and legitimate authority
Characteristics of Weber’s bureaucratic organizations
· Clear division of labour – jobs are well defined, and workers become highly skilled at performing them
· Clear hierarchy of Authority – authority and responsibility are well defined for each position, and each position reports to a higher level one.
· Formal rules and procedures – written guidelines direct behavior and decisions in jobs, and written files are kept for historical record
· Impersonality: Rules and procedures are impartially and uniformly applied, with no one receiving preferential treatment
· Careers based on merit – workers are selected and promoted on ability, competency, and performance, and managers are career employees of the organization
Disadvantages of bureaucracy include:
· Excessive paperwork or “red tape”
· Slowness in handling problems
· Rigidity in the face of shifting customer or client needs
· Resistance to change
· Employee apathy
Behavioral Management Approaches
Follett’s organizations as communities
· Viewed organizations as “communities”
· Believed that groups were mechanisms through which diverse individuals could combine their talents for a greater good
· Believed that making every employee an owner in the business would create feelings of collective responsibility
The Hawthorne Studies
·  Had a scientific perspective and sought to determine how economic incentives and the physical conditions of the workplace affected the output of the workers
· Focused on illuminations level in manufacturing facilities.
Relay Assembly Test-Room Studies
· Workers were isolated for intensive study. They were given various rest pauses and workdays and work weeks of various lengths, production was measured.
· Both studies failed to show any direct relationship between changes in physical working conditions and output. Elton Mayo concluded that the new “social setting” encouraged increase in productivity. Test-Room workers were made to feel important, given a lot of information and were frequently asked for their opinion.
Hawthorne Effect – the tendency of persons singled out for special attention to perform as expected
Human Relations Movement – suggests that managers using good human relations will achieve productivity
Organizational Behaviour  - the study of individuals and groups in organizations
Maslow’s Hierarchy of Human Needs
· Need – a physiological or psychological deficiency that a person wants to satisfy
· Identified levels of human needs
· Two Principles:
· Deficit Principle: a satisfied need is not a motivator of behavior. People act to satisfy “deprived” needs, those for which a satisfaction “deficit” exists.
· Progression Principle: The 5 needs exist in a hierarchy of “prepotency” A need at any level is only activated when the net-lower-level need is satisfied.
· Self- actualization – need for self-fulfillment; to grow and use abilities to fullest and most creative extent
· Esteem – need for esteem in eyes of others; need for respect, prestige, recognition and self-esteem, personal sense of competence, mastery.
· Social needs – need for love, affection, sense of belongingness in one’s relationships with other people
· Safety – need for security, protection, and stability in the events of day-to-day life
· Physiological Needs – most basic of all human needs; need for biological maintenance; food, water and physical well being
McGregor’s Theory X and Y
· Theory X – assumes people dislike work, lack ambition, are irresponsible, and prefer to be led
· Theory Y – assumes people are willing to work, accept responsibility, are self-directed and creative
· Self-fulfilling prophecy – occurs when a person acts in ways that confirms another’s expectations.
Argyris’s Theory of Adult Personality
· Concludes that some practices (especially those influenced by the classical management approaches) are inconsistent with the mature adult personality.
· Believes that the common problems shown by employees may be signs of a mismatch between management practices and mature adult personalities.
Quantitative Analysis and Tools
Management science and operations research: use quantitative analysis and applied mathematics to solve problems
Queuing Theory- helps allocate service personnel and workstations based on alternative workload demands and in a way that minimizes both customer waiting times and cost of service workers
Linear Programming – used to calculate how best to allocate production among different machines
Operations management – is the study of how organizations produce goods and services
Organizations as Systems
System – a collection of interrelated parts working together for a purpose
Subsystem – a smaller component of a larger system
Open system – interacts with its environment and transforms resource inputs into outputs
Contingency Thinking
Contingency Thinking – tries to match management practices with situational demands
Quality Management
Total Quality management – Managing with an organization wide commitment to continuous improvement product quality, and customer needs
Continuous Improvement – Involves always searching for new ways to improve work quality and performance
ISO certification – indicates conformity with a rigorous set of international quality standards.
Knowledge Management and Organizational Learning
Knowledge Management – the process of using intellectual capital for competitive advantage
Learning Organization – continuously changes and improves, using lessons of experience

Meeting criteria display the following characteristics:
1. Mental Models- Everyone set aside old ways of thinking.
2. Personal Mastery – Everyone becomes self-aware and open to others
3. System Thinking – Everyone learns how the whole organizations works
4. Shared vision – Everyone understands and agrees to a plan of action
5. Team Learning – Everyone works together to accomplish the plan
Evidence-Based Management
High-Performance Organizations – consistently achieves excellence while creating a high-quality work environment
High-Performance Organizations are usually:
1. People-oriented- they value people as human assets, respect diversity, empower members to fully use their talents, and are high in employee involvement.
2. Team-oriented – they achieve synergy through teamwork, emphasize collaborations and group decisions, and allow teams to be self-directing
3. Information-oriented – they mobilize the latest information technologies to link people and information for creative problem solving
4. Achievement-oriented- they are focused on the needs of customers and stakeholders, and are committed to quality operations and continuous improvements
5. Learning-oriented – they operate with an internal culture that respects and facilitates learning, innovation, and constructive change.
Evidence-based Management – involves making decisions based on hard facts about what really works
21st Century Leadership
· Global strategist – understanding the interconnections among nations, cultures, and economies planning and acting with due consideration of these interconnections
· Master of Technology – comfortable with the information technology, understanding technological trends and their implications, able to use technology to best advantage
· Inspiring leader – attracting, highly motivated workers and inspiring them with a high performance culture where individuals and teams can do their best work
· Model of ethical behavior – acting ethically in all ways, setting high ethical standards for others to follow, building a work culture that values ethics and social responsibility.
CHAPTER 3 – Global Dimensions of Management
Global Economy – Resources, markets, and competition are worldwide in scope
Globalization – The process of growing interdependence among elements of the global economy
Global management
Global Management – involves managing operations in more than one country
Global Manager – is culturally aware and informed on international affairs
Reasons why companies go global
1. Profits – global operations offer greater profit potential
2. Customers – Global operations offer new markets to sell products
3. Suppliers – Global operations offer access to needed products and services
4. Capital – Global Operations offer access to financial resources
5. Labour – Global operations offer access to lower labour costs
How Companies go Global
Global Business – conducts commercial transactions across national boundaries
Global Sourcing – materials or services are purchased around the world for local use
Exporting – Local Products are sold abroad to foreign customers
Importing – Involves the selling in domestic markets of products acquired abroad.
Licensing Agreement – a local firm pays a fee to a foreign business for rights to make or sell its product
Franchising – a fee is paid to a foreign business for rights to locally operate using its name, branding and methods
Foreign Direct Investment – is building, buying all, or buying part ownership of a business in another country
Insourcing – job creation through foreign direct investments
Joint Venture –Operates in a foreign country through co-ownership by foreign and local partners
Global Strategic Alliance – Partnership in which foreign and domestic firms share resources and knowledge for mutual gains
Foreign Subsidiary – local operation completely owned by a foreign firm.
Greenfield investment – builds on entirely new operation in a foreign country.
Global Business Environments
Political Risk – the potential loss in value of a reign investment due to the instability and political changes in the host country
Political-risk analysis – tries to forecast political disruptions that can threaten the value of a foreign investment


Trade Agreement / Trade Barriers
World Trade Organization (WTO) – member nations agree to negotiate and resolve disputes about tariffs and trade restrictions
Most Faavoured Nation Status – gives a trading partner most favourable treatment for imports and exports
Tariffs – taxes governments levy on imports from abroad
Protectionism – a call for tariffs and favourable treatments to protect domestic firms from foreign competition.
Regional Economic Alliances
NAFTA –North America Free Trade Agreement linking Canada, USA, Mexico
European Union – a political and economic alliance of European countries
Global Businesses
Global Corporation – a multinational business with extensive operations in more than one foreign country.
Types of Global Businesses
Transnational Corporation – an MNC that operates worldwide on a borderless basis
Ethic Challenges for Global Managers
Corruption – illegal practices to further one’s business interests
Child Labour – full-time employment of children for work
Sweatshops- employ workers at very low wage for long hours and poor working conditions.
Sustainable development
· Meets the need of the present without hurting future generations
Culture and Global Diversity
Culture – a shared set of beliefs, values, and patterns of behavior common to a group of people
Culture shock – the confusion and discomfort a person experiences when in an unfamiliar culture
Ethnocentrism – the tendency to consider one’s culture superior to others
Cultural Intelligence – is the ability to accept and adapt to new cultures


Silent Languages of Culture
Context
· Low-context cultures – emphasized communication via spoken or written words
· High-context cultures – rely on nonverbal and situational cues as well as on spoken or written words in communication
Time
· Monochrome cultures – people tend to do one thing at a time
· Polychromic cultures – time is used to accomplish many different things at once
Space
· Proxemics – how people use space to communicate
Values and National Cultures
Geert Hofstede
· Ecological fallacy – assumes that a generalized cultural value applies equally well to all members of the culture
· Power distance – the degree to which a society accepts unequal distribution of power.
· Individual-collectivism – the degree to which a society emphasizes individuals and their self-interests
· Uncertainty avoidance – a degree to which a society tolerates risk and uncertainty
· Masculinity-feminity – the degree to which a society values assertiveness and materialism
· Time orientation – the degree to which a society emphasizes short-term or long-term goals
· Comparative management – studies how management practices differ among countries and cultures
Global Management Attitudes
Ethnocentric attitudes – the best approaches are found at home and tightly control operations
Polcentric attitudes – respect local knowledge and allow foreign operations to run with substantial freedom
Geocentric attitudes – high in cultural intelligence and take a collaborative approach to global management practives
CHAPTER 13 – Information and Decision-making
Information, Technology, and Management
· Computer competency – the ability to understand computers and to use them to their best advantage
· Information competency – the ability to use technology to locate, retrieve, evaluate, organize, and analyze information for decision-making
What is useful information?
Data – raw facts and observations
Information- data made for decision making
Useful Information fit these 5 criteria:
1. Timely – the information available is when needed; it meets deadlines for decision-making and action
2. High Quality – the information is accurate and it is reliable; it can be used with confidence
3. Complete – the information is complete and sufficient for the task at handle it is as current and up to date as possible
4. Relevant – the information is appropriate for the task at hand; it is free from extraneous or irrelevant materials
5. Understandable – the information is clear and easily understood by the user; it is free from unnecessary detail
Information needs in Organization
Information technology – helps us acquire, store, and process information
How it is changing organizations
Information systems- use IT to collect, organizes, and distribute data for use in decision-making
Management Information system – Meet the information needs of managers in making daily decisions.
Managers As Information Processors
· Planning advantages of IT – better and more timely access to useful information, involving more people in the planning process
· Organizing advantages of IT – more ongoing and informed communication among all parts, improving coordination and integration
· Leading advantages of IT – more frequent and better communication with staff and diverse stakeholders, keeping objectives clear.
· Controlling advantages of IT – more immediate measures of performance results, allowing real-time solution to problems
Managers as Problem Solvers
Problem Solving – involves identifying and taking action to resolve problems
Decision – is a choice among possible alternative courses of action
Performance deficiency – when actual performance is less than desired
Problem avoiders – ignore information that would otherwise signal the presence of a performance opportunity or deficiency
Problem seekers – actively process information and constantly look for problems to solve
Systematic and Intuitive Thinking
Systematic Thinking – approaches problems in a rational and analytical fashion
Intuitive Thinking - approaches problem in a flexible and spontaneous fashion
Multidimensional Thinking – the ability to address many problems at once
Strategic Opportunism – the ability to remain focused on long-term objectives while being flexible enough to resolve short-term problems.
Cognitive Styles
· Cognitive styles describe the way people deal with information while making decisions.
Sensation Thinkers tend to emphasize the impersonal rather than the personal and take a realistic approach to problem solving. They like hard “facts,” clear goals, certainty, and situations of high control
Sensation Feelers tend to emphasize both analysis and human relations. They tend to be realistic and prefer facts; they are open communicators and sensitive to feelings and values
Intuitive Thinkers are comfortable with abstraction and unstructured situations. They tend to be idealistic and prone toward intellectual and theoretical positions. They are logical and impersonal, but also avoid details.
Intuitive Feelers prefer broad and global issues. They are insightful and tend to avoid details, being comfortable with intangibles; they value flexibility and human relationships.
Types of Managerial Decisions
Programmed and Nonprogrammed Decisions
Structured problems are straightforward and clear with respect to information needs.
Programmed decision – applies a solution from past experience to a routine problem
Unstructured problems have ambiguities and information deficiencies.
Nonprogrammed decision – applies a specific solution.
Crisis Decisions
A crisis is an unexpected problem that can lead to disaster if not resolved quickly and appropriately
Crisis Management is preparation for the management of crises that threaten an organization’s health and well-being.
Decision Conditions
Certain Environment – offers complete information on possible action alternatives and their consequences
Risk Environment – lacks complete information but offers “probabilities” of the likely outcomes for possible action alternatives
Uncertain environment – lacks so much information that it is difficult to assign probabilities to the likely outcomes of alternatives.
The Decision Making Process
The decision making process begins with identification of a problem and ends with evaluation of implemented solutions
Step 1 – Identify the Problem
Step 2 – Generate and evaluate alternative course of action
Cost-benefit analysis involves comparing the cost and benefits of each potential course of action
Step 3 – Decide on a preferred course of action
Classical Decision Model – describes decision-making with complete information
Optimizing decision – chooses the alternative giving the absolute best solution to a problem
Behavioural Decision Model – describes decision making with limited information and bounded rationality
Bounded Rationality – describes making decisions with the constraints of limited information and alternatives
Satisficing decision – chooses the first satisfactory alternative that comes to one’s attention
Step 4 – Implement the Decision.
Lack of participation error – is failure to involve in a decision the persons whose support is needed to implement it.
Step 5 – Evaluate results
Issues in Managerial Decision-Making
Decision Errors and Traps
Heuristics - are strategies for simplifying decision-making
Availability heuristic – bases a decision on recent information or events
Representativeness heuristic – bases a decision on similarity to other situations
Anchoring and adjustment heuristic – bases a decision on incremental adjustments from a prior decision point.
Framing error – is trying to solve a problem in the context in which it is perceived
Confirmation Error – occurs when focusing only on information that confirms a decision already mad.e
Escalating Commitment is the continuation of a course of action even though it is not working.
Creativity in Decision Making
Creativity – is the generation of a novel idea or unique approach that solves a problem or crafts an opportunity
CHAPTER 5 – Entrepreneurship and Small Business Management
Entrepreneurship – is risk-taking behavior that results in new opportunities
Entrepreneur – is willing to pursue opportunities in situations others view as problems or threats.
Characteristics of Entrepreneurs
Internal locus of control: Entrepreneurs believe that they are in control of their own destiny; they are self-directing and like autonomy.
High energy level: Entrepreneurs are persistent, hardworking, and willing to exert extraordinary efforts to succeed.
High need for achievement: Entrepreneurs are motivated to accomplish challenging goals; they thrive on performance feedback
Tolerance for ambiguity: Entrepreneurs are risk takers; they tolerate situations with high degrees of uncertainty
Self-confidence: Entrepreneurs feel competent, believe in themselves, and are willing to make decisions.
Passion and action orientation: Entrepreneurs try to act ahead of problems; they want to get things done and not waste valuable time.
Self-reliance and desire for independence: Entrepreneurs want independence; they are self-reliant; they want to be their own bosses, not work for others
Flexibility: Entrepreneurs are willing to admit problems and errors, and are willing to change a course of action when plans aren’t working.
Diversity and Entrepreneurship
Necessity-based entrepreneurship takes place because other employment options don’t exist
Entrepreneurship and Small Business
Small business – has fewer than 100 employees, is independently owned and operated, and does not dominate its industry
Franchise – is a form of business where one business owner sells to another the right to operate the same business in another location
Family business – is owned and controlled by members of a family
Family business feud – occurs when family members have major disagreements over how the business should be run.
Succession problem is the issue of who will run the business when the current head leaves
Succession plan – describes how the leadership transition and related financial matter will be handled.
Why many small businesses fail
Lack of experience – not having sufficient know-how to run a business in the chosen market or area.
Lack of expertise – not having expertise in the essentials of business operations, including finance, purchasing, selling, and production
Lack of strategy and strategic leadership – not taking the time to craft a vision and mission, nor to formulate and properly implement a strategy
Poor financial control – not keeping the track of the numbers, and failure to control business finances
Growing too fast – not taking the time to consolidate a position, fine-tune the organization, and systematically meet the challenges of growth.
Insufficient commitment – not devoting enough time to the requirements of running a competitive business.
Ethical failure – falling pretty to the temptations of fraud, deception, and embezzlement 
New Venture Creation
First-mover advantage – comes from being first to exploit a niche or enter a market
Life Cycles of Entrepreneurial Firms
Maturity Stage
· Refining the strategy
· Continuing growth
· Managing for success
Investing wisely and staying flexible
Breakthrough Stage
· Working on Finances
· Becoming profitable
· Growing
Coping with growth and takeoff
Birth Stage
· Establishing the firm
· Getting Customers
· Finding Money
Fighting for existence and survival





Writing a Business Plan
Business Plan – describes the direction for a new business and the financing needed to operate it
Choosing the Form of Ownership
Sole proprietorship – is a form of business where an individual pursues a profit
Partnership – is a form of business where two or more people agree to contribute resources to start and operate a business together
Corporation – is a legal entity that exists separately from its owners
A limited liability corporation – is a hybrid business form combining advantages of the sole proprietorship, partnership, and corporation
Financing the new venture
Debt Financing – involves borrowing money that must be repaid over time, with interest
Equity Financing – involves exchanging ownership shares for outside investment monies.
Venture Capitalists - make large investments in new ventures in return for an equity stake in the business
Initial public offering – is an initial selling of shares of stock to the public at large
Angel investor – is a wealthy individual willing to invest in a new venture in return for equity in a new venture.
CHAPTER 6 – Planning Processes and Techniques
Planning – is the process of setting objectives and determining how to accomplish them.
The Planning Process:
1. Define your objectives – Identify desired outcomes ore results in very specific ways. Know where you want to go; be specific enough that you will know you have arrived when you get there, or know how far off the mark you are at various points along the way.

2. Determine where you stand vis-à-vis objectives – Evaluate current accomplishments relative to the desired results. Know where you stand in reaching the objectives know what strengths work in your favour and what weaknesses may hold you back. 

3. Develop premises regarding future conditions – anticipate future events. Generate alternative “scenarios” for what may happen; identify for each scenario things that may help or hinder progress toward objectives.

4. Analyze alternatives and make a plan – List and evaluate possible actions. Choose the alternative most likely to accomplish your objectives; describe what must be done to follow the best course of action.

5. Implement the plan and evaluate results – take action and carefully measure your progress toward objectives. Follow through by doing what the plan requires; evaluate results, take corrective action, and revise plans as needed.

Objectives – are specific results that one wishes to achieve.
Plan – is a statement of intended means for accomplishing objectives
Good Planning Helps Make Us
· Priority oriented – making sure the most important things get first attention
· Action-oriented – keeping a results-driven sense of direction
· Advantage-oriented – ensuring that all resources are used to best advantage
· Change-oriented – anticipating problems and opportunities so they can be best dealt with
Benefits of Planning
· Planning Improves Focus and Flexibility
· Planning Improves Action Orientation
· Complacency trap – is being carried by the flow of events
· Planning Improves Coordination and Control
Planning and Time Management
It is important to distinguish between things that you must do (top priority), should do (high priority), would be nice to do (low priority), and really don’t need to do (no priority).

Types of Plans Used by Managers
Long-Range and Short-Range Plans
Long – Range plans look three or more years into the future
Intermediate-range plans cover one to two years
Short-Range Plans cover one year or less
Strategic and Tactical Plans
Strategic Plans – identifies long-term directions for organization
Vision - clarifies the purpose of the organization and expresses what it hopes to be in the future.
Tactical Plans- helps to implement all or parts of a strategic plan
Functional plans – indicate different operations within the organization will help advance the overall strategy.  Which include:
· Production Plans – dealing with work methods and technologies
· Financial plans – dealing with money and capital investments
· Facilities plans – dealing with facilities and work layouts
· Logistic plans – dealing with suppliers and acquiring resource inputs
· Marketing plans – dealing with selling and distributing goods or services
· Human resource plans- dealing with building a talented workforce. 
Operational Plans
Operational plans – identifies short-term activities to implement strategic plans
Policy – is a standing that communicates broad guidelines for decisions and actions
Procedure – precisely describes actions that are to be taken in specific situations
Budget – is a plan that commits resources to projects or activities.
Zero-based budget – allocates resources as if each budget were brand new.
Planning Tools and Techniques
Forecasting – attempts to predict the future
Contingency planning – identifies alternative courses of action to take when things go wrong
Scenario Planning – identifies alternative future scenarios and makes plans to deal with each.
Benchmarking – uses external and internal comparisons to plan for future improvements
Best Practices – are things people and organizations do that lead to superior performance.


Staff Planners
Pros – employed to help coordinate and energize planning. These specialists are skilled in all steps of the planning process, as well as in the use of planning tools and techniques. They can help bring focus and expertise to accomplish important, often strategic, planning tasks.
Cons – tendency for a communication gap to develop between staff planners and line managers. Unless everyone works closely together, the resulting plans may be inadequate, and people may lack commitment to implement the plans, no matter how good they are.
Goal Setting and Goal Alignment
1. Specific – clearly target key results and outcomes to be accomplished
2. Measurable – described so results can be measured without ambiguity.
3. Attainable – challenging, including a stretch factor that moves toward real gains, yet is realistic and possible to achieve
4. Referred to – goals need to be referred to regularly to keep people focused on the task at hand
5. Timely – linked to specific timetables and “due dates”
Goal Alignment
Hierarchies of goals/objectives – lower-level objectives are means to accomplishing higher-level ones.
Management By Objectives
Management by Objectives – is a process of joint objective-setting between superior and subordinate
Performance Objective in MBO
Improvement objectives – describe intentions for specific performance improvements
Personal Development objectives – describe intentions for personal growth through knowledge and skills development
MBO Pros and Cons
Pros – focuses workers on the most important tasks and objectives; and it focuses supervisors on areas of support that can truly help subordinates meet their agreed-upon objectives. Because of the direct face-to-face communication, MBO also contributes to relationship building. By giving people the opportunity to participate in decisions that affect their work, MBO encourages self-management
Participation and Involvement
Participatory Planning – includes the persons who will be affected by plans and/or those who will implement them.
Strategic Management
Competitive Advantage – is the ability to do something so well that one outperforms competitors. 
Sources of competitive advantage include
· Cost and quality – where strategy drives an emphasis on operating efficiency and product or service quality
· Knowledge and speed – where strategy drives an emphasis on innovation and speed of delivery to market for new ideas
· Barriers to entry – where strategy drives an emphasis on creating a market stronghold that is protected from entry by others.
· Financial Resources – where strategy drives an emphasis on investments or loss absorption that competitors can’t match.
Sustainable competitive advantage – is the ability to outperform rivals in ways that are difficult or costly to imitate
Strategy and Strategic Intent
Strategy – a comprehensive plan guiding resource allocation to achieve long-term organization goals.
Strategic intent – focuses and applies organizational energies on a unifying and compelling goal.
Levels of Strategy
Corporate strategy – What business are we in?
A corporate strategy sets long-term direction for the total enterprise
Business Strategy – How do we compete in each of our major businesses?
A business strategy identifies how a division or strategic business unit will compete in its product or service domain
Functional Strategy – how do we best support each of our business strategies?
A functional strategy guides activities within one specific area of operations.
The Strategic Management Process
Strategic management – is the process of formulating and implementing strategies
Strategic Analysis – is the process of analyzing the organization, the environment, and the organization’s competitive position and current strategies.
Strategy formulation – is the process of crafting strategies to guide the allocation of resources
Strategy implementation - is the process of putting strategies into action.
Analysis of Mission, Values, and Objectives
A mission statement expresses the organization’s reason for existence in society
Stakeholders – are individuals and groups directly affected by the organization and its strategic accomplishments.
A strategic constituencies analysis assesses interest of stakeholders and how well the organization is responding to them.
Core values – are broad beliefs about what is or is not appropriate behavior.
Organizational culture – the predominant value system for the organization as a whole
Objectives
Operating objectives – are specific results that organizations try to accomplish
Typical objectives often include the following:
· Profitability – operating with a net profit
· Financial health – acquiring capital; earning positive returns
· Cost efficiency – using resources well to operate at low cost
· Customer Service – meeting customer needs and maintaining loyalty
· Product Quality – producing high-quality goods or services
· Market share – gaining a specific share or possible customers
· Human talent – recruiting and maintaining a high-quality workforce
· Innovation – developing new products and processes 
· Social Responsibility- making a positive contribution to society
SWOT Analysis of Organization and Environment
A SWOT analysis examines organizational strengths and weaknesses and environmental opportunities and threats.
	What are our Strengths?
· Manufacturing efficiency?
· Skilled Workforce
· Good market share?
· Strong financing?
· Superior Reputation?
	What are our weaknesses?
· Outdated facilities?
· Inadequate R&D?
· Obsolete Technologies?
· Weak management?
· Past planning failures?
	What are our opportunities?
· Possible new markets?
· Strong Economy?
· Weak market rivals?
· Emerging technologies?
· Growth of existing market?
	What are our threats?
· New competitors
· Shortage of resources?
· Changing market tastes?
· New regulations?
· Substitute products?


A core competency is a special strength that gives an organization a competitive advantage
Analysis of Rivalry and Industry Attractiveness
The ideal condition for a firm is to operate in monopoly condition as the only player in an industry; that is, to have no rivals to compete with for resources or customers
The reality for most businesses is rivalry and competition that unfolds either under conditions of oligopoly – facing just a few competitors, such as in consolidated airline industry; or hyper-competition – facing several direct competitors, such as in the fast food industry.
Porter’s Five force Model
1. Industry competition – the intensity of rivalry among firms in the industry and the ways they behave competitively toward one another
2. New entrants – the threat of new competitors entering the market, based on the presence or absence of barriers to entry
3. Substitute products or services – the threat of substitute products or services, based on the ability of consumers to find what they want from other sellers
4. Bargaining power of suppliers – the ability of resource suppliers to influence the price that one has to pay for their products or services.
5. Bargaining power of customers – the ability of customers to influence the price that they will pay for the firms products or services
Industry Attractiveness
· An unattractive industry is one in which rivalry among competitors is intense, substantial threats exist in the form of possible new entrants and substitute products, and suppliers and buyers are very powerful in bargaining over things as price and quality
· An attractive industry by contrast has less existing competition, few threats from new entrants or substitutes, and low bargaining power among suppliers and buyers
Corporate-Level Strategy Formulation
A growth strategy involves expansion of the organization’s current operations.
A stability strategy maintains current operations without substantial changes.
A renewal strategy tries to solve problems and overcome weaknesses that are hurting performance
In liquidation, business operations cease and assets are sold to pay creditors.
A combination strategy pursues growth, stability, and/or retrenchment in some combination.
Growth and Diversification Strategies
Growth through concentration is growth within the same business area.
Growth through diversification is growth by acquisition of or investment in new and different business areas.
Growth through vertical integration is growth by acquiring suppliers or distributors.
Restructuring Strategies
Restructuring changes the mix or reduces the scale of operations
A turnaround strategy tries to fix specific performance problems.
A downsizing strategy decreases the size of operations
Divestiture sells off parts of the organization to refocus attention on core business areas.
Global Strategies
A globalization strategy adopts standardized products and advertising for use worldwide.
A multi-domestic strategy customizes products and advertising to best fit local needs
A transnational strategy seeks efficiencies of global operations with attention to local markets
Cooperative strategies
In a strategic alliance, organizations join together in partnership to pursue an area of mutual interest.
One way to cooperate strategically is through outsourcing alliances – contracting to purchase important services from another organization.
Cooperation in the supply chain takes the form of supplier alliance, which preferred supplier relationships guarantee smooth and timely flow of quality supplies among partners. Another common approach today is cooperation in distribution alliance, in which firms join together to accomplish sales and distribution of products or services.
Co-opetition is the strategy of working with rivals on projects of mutual benefits.
E-Business Strategies
An e-business strategy strategically uses the internet to gain competitive advantage.
A B2B business strategy uses IT and web portals to link organizations vertically in supply chains.
A B2C business strategy uses IT and web portals to link businesses with customers.
Strategic Portfolio planning
A portfolio planning approach seeks the best mix of investments among alternative business opportunities
The BCG matrix analyzes business opportunities according to market growth rate and market share.
· Stars – are high-market-share businesses in high-growth markets. They produce large profits through substantial penetration of expanding markets. The preferred strategy for stars is growth, and further resource investments in them are recommended

· Question marks – are low-market-share businesses and high-growth markets. They do not produce much profit, but they compete in rapidly growing markets. The preferred strategy is growth, but the risk exists that further investments will not result in improved market share. Only the promising question marks should be targeted for growth; others are candidates for retrenchment by restricting or divestiture.

· Cash cows – are high-market-share businesses in low-growth markets. They produce large profits and a strong cash flow. Because the markets offer little growth opportunity, the preferred strategy is stability or modest growth. “Cows” should be “milked” to generate cash that can be used to support investments in stars and question marks

· Dogs – are low-market-share businesses in low-growth markets. They do not produce much profit, and they show little potential for future improvement. The preferred strategy for dogs is retrenchment by divestiture.

Competitive Strategies
1. Cost-leadership strategy (High market scope, Low source of competitive advantage)
2. Focused low-cost strategy (low market scope, low source of competitive advantage)
3. Differentiation strategy (High market scope, high source of competitive advantage)
4. Focused differentiation strategy (Low market scope, high source of competitive advantage)
A differentiation strategy offers products that are different from the competition
A cost leadership strategy seeks to operate with low costs so that products can be sold at low prices
A focus strategy concentrates on serving a unique market segment better than anyone else
A focused differentiation strategy offers a unique product to a special market segment.
A focused cost leadership strategy seeks the lowest costs of operations within a special market segment.
Strategic Incrementalism
Strategic Incrementalism makes modest changes in strategy as experience builds over time
An emergent strategy unfolds over time as managers learn from and respond to experience.
Strategy Implementation 
Management Practices and Systems
Failures of substance reflect inadequate attention to the major strategic planning elements, resulting in poor strategic analysis and bad strategy formulation. 
Failures of process reflect poor handling of the ways in which strategic management is accomplished.
Lack of participation error is a failure to include key persons in strategic planning.
Corporate governance – is the system of control and performance monitoring of top management.
Strategic Control makes sure strategies are well implemented and that poor strategies are scrapped or modified.
Strategic Leadership
Strategic leadership inspires people to continuously change, refine, and improve strategies and their implementation
· A strategic leader has to be the guardian of trade-offs. It is the leader’s job to make sure that the organization’s resources are allocated in ways consistent with strategy. This requires the discipline to sort through many competing ideas and alternatives, stay on course, and not get sidetracked

· A strategic leader needs to create a sense of urgency, not allowing the organizations and its members to grow slow and complacent. Even when doing well, the leader keeps the focus on getting better and being alert to conditions that require adjustments to strategy.

· A strategic leader needs to make sure that everyone understands the strategy. Unless strategies are understood, the daily tasks and contribution of people lose context and purpose. Everyone might work very hard, but without alignment to strategy the impact is dispersed and fails to advance common goals.

· A strategic leader needs to be a teacher. It is the leader’s job to teach the strategy and make it a “cause,” says Porter. In order for the strategy to work it must become an ever-present commitment throughout the organization. This means that a strategic leader must be a great communicator. Everyone must understand the strategy and how it makes their organization different from others.


Chapter 8 – Organization Structures and Design
Organizing as a Management Function
Organizing arranges people and resources to work toward a goal.
What is Organization Structure?
Organization structure is a system of tasks, reporting relationships, and communication linkages
Formal Structures
An organization chart describes the arrangement of work positions within an organization.
Formal structure is the official structure of the organizations
The basics of an organization formal structure include:
· Division of work: Positions and titles show work responsibilities
· Supervisory relationships: Lines show who reports to whom
· Communication channels: Line show formal communication flows
· Major subunits: Positions reporting to a common manager are shown.
· Levels of management: Vertical layers of management are shown.
Informal Structures
Informal structure is the set of unofficial relationships among an organization’s members
Social network analysis identifies the informal structures and their embedded social relationships that are active in an organization.
Traditional Organization Structures
Departmentalization is the process of grouping people and jobs into work units.
Functional Structures
Functional structures group together people with similar skills who perform similar tasks.
Advantages of functional structures:
· Economies of scale with efficient use of resources
· Task assignments consistent with expertise and training
· High-quality technical problem solving.
· In-depth training and skill development within functions
· Clear career paths within functions
Disadvantages of functional structures
Functional chimneys problem – the lack of communication and coordination across functions
Divisional Structures
A divisional structure groups together people working on the same product, in the same area, with similar customers, or on the same processes.
Product Structures
A product structure groups together people and jobs focused on a single product or service.
Geographical Structures
A geographical structure groups together people and job performed in the same location.
Customer Structures
A customer structure groups together people and jobs that serve the same customers or clients.
Process Structures
A work process is a group of related tasks that collectively creates a valuable work product.
Advantages of Divisional Structures
· More flexibility in responding to environmental changes
· Improved coordination across functional departments
· Clear points of responsibility for product or service delivery.
· Expertise focused on specific customers, products, and regions.
· Greater ease in changing size by adding or closing down divisions.
Disadvantages of Divisional Structures
· Reduce economies of scale
· Increase costs through the duplication of resources and efforts across divisions
· Create unhealthy rivalries as divisions compete for resource and top management attention
· Emphasize division needs to detriment of the goals of the organization as a whole.
Matrix Structures
A matrix structure combines functional and divisional approaches to emphasize project or program teams.
Advantages of Matrix Structures
· Better cooperation across functions
· Improved decision-making; problem solving takes place at the team level where the best information is available
· Increased flexibility in adding, removing, or changing operations to meet changing demands
· Better customer service; there is always a program, product, or project manager informed and available to answer questions
· Better performance accountability through the program, product, or project managers
· Improved strategic management; top managers are freed from lower-level problem solving to focus more time on strategic issues.
Disadvantages of Matrix Structures
· Susceptible to power struggles, as functional supervisors and team leader vie with one another to exercise authority.
· Frustrating if it creates task confusion and exercise authority
· Team meetings can take lots of time
· Teams may develop ‘groupitis’ – strong team loyalties that cause a loss of focus on larger organizational goals
· The requirement of adding the team leaders to a matrix structure can also result in higher costs.
Team Structures
A team structure uses permanent and temporary cross-functional teams to improve lateral relations.
A cross-functional team brings together members from different functional departments
Project teams are convened for a particular task or project and disband once it is completed.
Advantages of team structures
· Help eliminate difficulties with communication and decision making that result from the functional chimneys problem
· Breaks down barriers between departments as people from different parts of an organization get to know one another
· Boost morale; people working in teams often experience greater sense of involvement and identification, increasing their enthusiasm for the job
· Improve the speed and quality of decisions in many situations
· Proven to be a key component to success in the animation industry
Disadvantages of Team structures
· Conflicting loyalties for persons with both team and functional assignments
· Issues of Time management and group process
· Teams spend a lot of time in meetings
· Not all of this time is productive
Network Structures
A network structure uses information technologies to link with networks of outside suppliers and service contractors.
Advantages of Network Structures
· Fewer full-time employees and less complex internal systems
· Lean and streamlined, helping organizations stay cost-competitive through reduced overhead and increased operating efficiency.
· Allow organizations to employ outsourcing strategies and contract out specialized business functions
· IT makes it easy to manage contracts and business alliances, even across great distances
· Interesting jobs are created for those who coordinate the entire system of relationships
Disadvantages of Network Structures
· The more complex the business or mission of the organization, the more complicated it is to control and coordinate the network of contracts and alliances
· If one part of the network breaks down or fails to deliver, the entire system suffers.
· Potential to lose control over activities contracted out
· Experience a lack of loyalty among contractors who are used infrequently rather than on a long-term basis.
· Outsourcing can become so aggressive as to be dangerous to firm. Especially when critical activities such as finance, logistics, and human resources are outsourced.
Boundaryless Structures
A boundaryless organization eliminates internal boundaries among subsystems and external boundaries with the external environment
A virtual organization uses IT and the internet to engage a shifting network of strategic alliances.
Organizational Designs
Organizational design is the process of creating structures that accomplish mission and objectives
Mechanistic and Organic Designs
A bureaucracy emphasizes formal authority, order, fairness, and efficiency.
Mechanistic Designs
A mechanistic design is centralized, with many rules and procedures, a clear-cut division of labour, narrow spans of control, formal coordination
Organic Designs
An organic design is decentralized, with fewer rules and procedures, open divisions of labour, wide spans of control, and more personal coordination.
An adaptive organization operates with a minimum of bureaucratic features and encourages worker empowerment and teamwork.
Subsystems design and integration
A subsystem is a work unit or smaller component within a larger organization.
Differentiation is the degree of difference between subsystems in an organization.
Integration is the level of coordination achieved between subsystems in an organization.
Trends in organizational design
Fewer levels of Management
The chain of command links all persons with successively higher levels of authority.
Span of control is the number of subordinates directly reporting to a manager.
Trend: Organizations are cutting unnecessary levels of management and shifting to wider spans of control. Managers are taking responsibility for larger numbers of subordinates who operate with less direct supervision
Delegation is the process of distributing and entrusting work to other persons.
Empowerment allows others to make decisions and exercise discretion in their work.
Trend: Managers are delegating more. They are finding new ways to empower people at all levels to make more decisions that affect themselves and their work
Decentralization with Centralization
Centralization is the concentration of authority for most decisions at the top level of an organization
Decentralization is the dispersion of authority to make decisions throughout all organization levels.
Trend: Delegation, empowerment, and horizontal structures are contributing to more decentralization in organizations; at the same time, advances information technology are allowing for adequate centralized control.
Reduced Use of Staff
Staff Positions provide technical expertise for other parts of the organizations.
Trend: Organizations are reducing the size of staff. They are lowering costs and increasing efficiency by employing fewer staff personnel and using smaller staff units.
Chapter 11- Leading and Leadership Development
The Nature of Leadership
Leadership is the process of inspiring others to work hard to accomplish important tasks.
Leadership and Power
Power is the ability to get someone else to do something you want done.
Position Power
Reward Power is the capacity to offer something of value as a means of influencing other people.
Coercive power is the capacity to punish or withhold positive outcomes as a mean of influencing other people.
Legitimate power is the capacity to influence other people by virtue of formal authority, or the right of office.
Personal Power
Expert Power is the capacity to influence other people because of specialized knowledge
Referent Power is the capacity to influence other people because of their desire to identify personally with you
Leadership and vision
Vision is a clear sense of the future
Visionary leadership brings to the situation a clear sense of the future and an understanding of how to get there.

Leadership as Service
Servant leadership is follower-centred and committed to helping others in their work.
Empowerment enables others to gain and use decision-making power
Leadership Traits and Behaviours
Leadership Traits
Studies found that followers rather consistently admired leaders who were honest, competent, forward-looking, inspiring, and credible.
· Drive: successful leaders have high energy, display initiative, and are tenacious
· Self-confidence: successful leaders trust themselves and have confidence in their abilities
· Creativity: successful leaders are creative and original in their thinking
· Cognitive ability: successful leaders have the intelligence to integrate and interpret information
· Job-relevant knowledge: successful leaders know their industry and its technical foundations
· Motivation: successful leaders enjoy influencing others to achieve shared goals
· Flexibility: successful leaders adapt to fit the needs of followers and the demands of situations
· Honesty and integrity: successful leaders are trustworthy; they are honest, predictable, and dependable.
Leadership Behaviours
Leadership style is the recurring pattern of behaviours exhibited by a leader.
· A leader high in concern for task plans and defines the work to be done, assigns task responsibilities, sets clear work standards, urges task completion, and monitors performance results
· A leader high in concern for people acts warm and supportive toward followers maintains good social relations with them, respect their feelings, is sensitive to their needs, and shows trust in them.
Classic Leadership Styles
A leader with an autocratic style acts in unilateral command-and-control fashion
A leader with a human relations style emphasizes people over tasks
A leader with a laissez-faire style displays a “do the best you can and don’t bother me” attitude.
A leader with a democratic style emphasizes both tasks and people
Contingency Approaches to Leadership
Fiedler’s Contingency Model
Understanding Leadership Style
· Fiedler believes that leadership style is part of one’s personality; therefore, it is relatively enduring and difficult to change
· Fiedler believes that the key to leadership success is putting our existing styles to work in situations for which they are the best “fit”
Understanding Leadership Situations
·  The quality of leader-member relations (good or poor) measures the degree to which the group supports the leader
· The degree of task structure (high or low) measures the extent to which task goals, procedures, and guidelines are clearly spelled out.
· The amount of position power (strong or weak) measures the degree to which the position gives the leader power to reward and punish subordinates.
Matching Leadership Style and Situation
· Proposition 1 – a task-oriented leader will be most successful in either very favourable (high-control) or very unfavourable (low-control) situations
· Proposition 2 – a relationship-oriented leader will be most successful in situations of moderate control.
Hersey – Blanchard Situational Leadership Model
· Delegating – allowing the group to take responsibility for task decisions; a low-task, low-relationship style
· Participating – emphasizing shared ideas and participative decisions.
· Selling- explaining task directions in a supportive and persuasive way; a high-task, high-relationship style.
· Telling – giving a specific task directions and closely supervising work; a high-task, low-relationship style.
Path-Goal Leadership Theory
Robert House – This theory suggests that an effective leader is one who clarifies paths by which flowers can achieve both task-related and personal goals.
· Directive leadership – letting subordinates know what is expected; giving directions on what to do and how; scheduling work to be done; maintaining definite standards of performance; clarifying the leader’s role in the group.

· Supportive leadership – doing things to make work more pleasant; treating group members as equals; being friendly and approachable; showing concern for the well-being of subordinates


· Achievement-oriented leadership – setting challenging goals; expecting the highest levels of performance; emphasizing continuous improvement in performance; displaying confidence in meeting high standards

· Participative leadership – involving subordinates in decision-making; consulting with subordinates; asking for suggestions from subordinates; using these suggestions when making a decision

Path-Goal Contingencies
The path-goal theory advises managers to use leadership styles that fit situational needs. This allows leaders to add value by contributing things that are missing from the situation or that need strengthening, and by avoiding redundant behaviours.
	Follower Contingencies
· Ability
· Experience
· Locus of Control
	Leader styles
· Directive
· Supportive
· Participative
· Achievement-oriented
	Environment Contingencies
· Task structure
· Authority System
· Work group
	Leader Effectiveness



Substitutes for Leadership
Substitutes for leadership are factors in the work setting that direct work efforts without the involvement of a leader.
Leader-Member Exchange Theory
The theory recognizes that most, or at least many, leadership situations, not everyone are treated the same by the leader. People fall into “in-groups” and “out-groups,” and the group you are in can have quite a significant influence on y our experience with the leader Those in the “in-group” are often considered the best performers. They enjoy special and trusted high-exchange relationships with the leaders that can translate into special assignments, privileges, and access to information. Those in the “out-group” are often excluded from these attributions and benefits; they have a low-exchange relationship with the leader
Research on LMX places most value on its usefulness in describing leader-member relationships. The notions of high-LMX and low-LMX relationships seem to make sense and correspond to working realities experienced by many people.
Members of the in-groups seem to get more positive performance evaluations, report higher levels of job satisfaction, and be less prone to turnover than are members of out-groups
Leader-Participation Model
An authority decision is made by the leader and then communicated to the group.
A consultative decision is made by a leader after receiving information, advice, or opinions from group members
A group decision is made by group members themselves
Vroom-Jago model specifies that the leader’s choice among the decision-making methods of governed by three rules:
1. Decision quality – based on who has the information needed for problem solving
2. Decision acceptance – based on the importance of follower acceptance of the decision for its eventual implementation
3. Decision time – based on the time available to make the implement the decision
Consultative and group decisions work best when:
· The leader lacks sufficient expertise and information to solve the problem alone
· The problem is unclear and help is needed to clarify the situation
· Acceptance of the decision and commitment by others are necessary for implementation
· Adequate time is available to allow for true participation.

Issues In Leadership Development
A charismatic leader develops special leader-follower relationships and inspires followers in extraordinary ways
Transformational Leadership
Transactional Leadership uses tasks, rewards, and structures to influence and direct the efforts of others
Transformational leadership is inspirational and arouses extraordinary effort and performance
Special qualities of transformational leaders
· Vision – having ideas and a clear sense of direction; communicating these to others; developing excitement about accomplishing shared “dreams”
· Charisma – using power of personal reference and emotion to arouse others’ enthusiasm, faith, loyalty, pride, and trust in themselves
· Symbolism – identifying “heroes” and holding spontaneous and planned ceremonies to celebrate excellence and high achievement
· Empowerment – helping others develop by removing performance obstacles, sharing responsibilities, and delegating truly challenging work
· Intellectual stimulation – gaining the involvement of others by creating awareness of problems and stirring their imaginations
· Integrity – being honest and credible, acting consistently out of personal conviction, and following through on commitments
Emotional Intelligence
Emotional Intelligence is the ability to manage our emotions in social relationships
Gender and Leadership
The gender similarities hypothesis holds that males and females have similar psychological properties
Interactive leadership leaders are strong communicators and act in the democratic and participative manner with followers.
Moral Leadership
Moral leadership is always “good” and “right” by ethical standards.
Integrity in leadership is honesty, credibility, and consistency in putting values into action
Authentic leadership activates positive psychological states to achieve self-awareness and positive self-regulation
Peter Drucker’s “Old-Fashioned Leadership”
· Define and communicate a clear vision
· Accept leadership as a responsibility, not a rank
· Surround yourself with talented people
· Don’t blame others when things go wrong
· Keep your integrity; earn the trust of others
· Don’t be clever, be consistent.
· Drucker believes in accepting leadership as a responsibility rather than a rank. 
· Drucker stresses the importance of earning and keeping the trust of others
· “effective leadership is not based on being clever; it is based primarily on being consistent”
The Communication Process
Communication is the process of sending and receiving symbols with meanings attached.
· Key elements include sender, message, and receiver.
· Encodes
· Noise:
· Semantic problems
· Absence of feedback
· Improper channels
· Physical Distractions
· Status effects
· Cultural differences
· Decodes
Effective Communication
In effective communication the intended meaning is fully understood by the receiver
Efficient communication occurs at minimum cost
Persuasion and Credibility in Communication
Persuasive communication results in a recipient agreeing with or supporting the message being presented
Credible communication earns trust, respect, and integrity in the eyes of others.
Communication Barriers
· Poor Choice of Channels
· A communication is the pathway through which a message moves from sender to receiver
· Poor Written or Oral Expression
· Failure to Recognize Nonverbal Signals
· Nonverbal Communication takes place through gestures and body language
· Mixed message: results when words communicate one message while actions, body language, or appearance communicate something else
· Physical Distractions
· Status Effects
· Filtering is the intentional distortion of information to make it appear most favourable to the recipient
Improving Communication
Active Listening
Active Listening helps the source of a message say what he or she really wants

Rules:
1. Listen for message content: Try to hear exactly what content is being conveyed in the message
2. Listen for feelings: try to identify how the source feels about the content in the message
3. Respond for feelings: let the source know that her or his feelings are being recognized
4. Note all cues: Be sensitive to nonverbal and verbal messages; be alert for mixed messages
5. Paraphrase and restate: State back to the source what you think you are hearing.
Constructive feedback
Feedback is the process of telling someone else how you feel about something that someone did or said, or about a situation in general.
Space Designs
Proxemics involves the use of space in communication
Channel Selection
Channel richness is the capacity of a communication channel to effectively carry information
Electronic Communication
The new age of communication is heavily electronic – one of e-mail, voice mail, text messages, instant messaging, teleconferencing, on-line discussions, video conferencing, virtual or computer-mediated meetings, intranets, and web portals. But the many implications for technology utilization must be understood.
Electronic grapevines use electronic media to pass messages and information among members of social networks
Interactive Management
In management by wandering around (MBWA), managers spend time outside their offices to meet and talk with workers at all levels.
· When executives suspect that they are having communication problems, communication consultants can be hired to conduct interviews and surveys of employees on their behalf.
Cross-Cultural Communication
Ethnocentrism is the tendency to consider one’s culture superior to any and all others
· Ethnocentrism can hurt communication in 3 major ways
· May cause someone to not listen well to what others have to say
· May cause someone to address or speak with others in ways that alienate them
· [bookmark: _GoBack]It may lead to the use of inappropriate stereotypes when dealing with persons from other cultures.



