ADM 1300 D – EXAM REVIEW
Chapter 8 – Human Resources Management (HRM)

	HRM Goals
1) Getting the right people
2) Maximizing their effectiveness
3) Satisfy employee needs

	· We want them to be happy
· We want them to perform well
· We want them to be pleased while doing their jobs


The HRM Process
· Planning for Needs – demand forecasts, supply forecasts, outsourcing
· How many employees do we need over the next five years?
· Do we have the people readily available to us to ensure we have the best and productive workforce (ex. university grads)
· Pre-selection – job analysis (job description; job specifications)
· Job description tells you what skills you need to have, your responsibilities, requirements for the job
· Job specifications tells you what you actually need for the job
· Recruitment
· Have a pool of candidates and make a selection
· Selection
· Training and Development
· Train and then develop employees
· Employee Performance Appraisal
· Make sure employees are reaching their own goals
· Employee Compensation
· Vacation pay/time
· Health benefits (eyecare, oral care etc)

Recruitment
· Word of Mouth
· College and Universities
· Job fairs
· Ads/Internet (Social Media)
· Online sites like Workopolis
· “Now Hiring” signs
· Newspapers
· Professional
· Internal

What do Employers Want Today?
· Communication Skills
· Ability to understand and to speak
· Ability to listen and learn
· Ability to read and write
· Thinking Skills
· Decision making skills 
· Positive Attitude
· Self Confidence
· Not arrogance
· Sense of responsibility
· Ability to plan and manage time, money and other resources
· Ability to adapt to changes
· Team work skills

Selection Process
· Screening job applicants to ensure proper candidate is hired
· First contact (walk; (e)mail in)
· Application form (resume)
· Interview
· References
· Tests
· Performance – performing actual job (i.e. Secretary)
· Intelligence – measures general intellectual ability to perform job
· Personality characteristics relevant to performance (service people)
· Validity Problems? – Ex. Can inherently predict outcome for issued personality tests
· Physical exam (for jobs such as firemen or police)
· Employment

Training and Development
· On the job training
· Coaching
· Job Rotation
· Off the job training
· Classroom (lectures)
· Cases
· Role playing

Performance Appraisal 
(meet w/ employees and talk about what went well, what went wrong 
 formal appraisal – conducted systematically
 informal appraisal – much like day to day coaching
· Graphic Rating Scales
· Lists the traits each employee should have and rates workers on a numbered scale for each trait. (like a sliding scale)[image: Macintosh HD:Users:Lisa:Desktop:Screen Shot 2013-12-12 at 5.00.54 AM.png]
· Behaviourally Anchored Rating Scales
· Compare employee’s performance on a scale with points containing specific examples
· [image: Macintosh HD:Users:Lisa:Desktop:Screen Shot 2013-12-12 at 5.03.06 AM.png]
· 360 Degree Feedback
· Getting feedback from everyone around you

		Effective Feedback
· Be specific and focus on correctable behavior. Provide suggested improvement
· Focus on problem solving and improvement, not criticism
· Express confidence in worker’s ability to improve
· Use formal and informal feedback (formal is usually in writing and performance appraisal)
· Treat subordinates with respect and praise achievements

Compensating Employees
· Attracting qualified workers
· Proper rewards for efficient, productive work (salary, time off, promotions, work/life balance, discounts, pensions, health benefits)
· Retain valued employees
· Maintain competitive position with satisfied workforce (banks make it easy to switch from bank to bank)
· Protection from layoffs, illness, and disability

Incentive Compensation
· Profit Sharing – bonus based company profits
· Gain sharing – bonus based on productivity, cost savings, or quality improvements
· Pay for knowledge – pay increase based on learning tasks
· Lump-sum bonus – one time payment based on performance

Motivation
· Willingness of individual to exert high levels of effort to reach organization goals 
· Conditioned by the effort’s ability to satisfy some individual need
· Intrinsic – engage in behavior because it is personally rewarding (because you like it)
· Extrinsic – engage in an activity to earn a reward

Motivating Employees
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Contemporary Theories of Motivation
Goal Setting Theory
· Specific goals increase performance and that difficult goals, when accepted, result in higher performance than do easy goals
· Working toward a goal is a major source of job motivation
· The specificity of the goal itself acts as an internal stimulus
· Factors influencing goal-performance relationship
· Feedback
· People do better if they get feedback on how well they’re progressing toward their goals because feedback helps identify discrepancies between what they have done and what they want to do
· Goal commitment
· Goal setting theory assumes that an individual is committed to a goal
· Commitment is most likely when goals are made public, when an individual has an internal locus of control, and when the goals are self-set rather than assigned
· Self-efficacy 
· Refers to an individual’s belief that they’re capable of performing a task
· The higher your self-efficacy, the more confidence you have in your ability to succeed in a task
· National culture
· The value of goal setting theory depends on the national culture
· The theory is well adapted to North American countries because its main ideas align reasonably well with those cultures

Management by Objectives (MBO)
· Goal setting that extends from top to bottom of an organization
· Manager and employee sit down together, determine objectives, then after a period of time, the manager assesses whether those objectives have been met

Goal setting theory is more individualistic while management by objectives is more team oriented

Reinforcement Theory
· Theory that behavior is a function of its consequences
· Reinforcers – consequences immediately following a behavior that increase the probability that the behavior will be repeated
· +’ve reinforcement (getting a reward)  action is more likely to be repeated
· –‘ve reinforcement (taking something away)  action less likely to be repeated

Human Resources – Trends 
· Technology, globalization, downsizing 
· Cheap labour from low wage countries
· Employees working at home
· Increase in part-time/contract workers
· Emphasis on employee participation, teamwork, customer satisfaction
· Better training, higher education

News Media
Yahoo CEO
· CEO banned work from home
· All employees must work from office
· How productive are we when we work at home?
· Relates to morality – are the workers happy? Will it affect performance? 
· “Back when I had a straight job, I learned quickly that my distractible, coffee-break-prone nature means I’m much more productive surrounded by books at home than people in an office. The time I saved by not attending pointless meetings meant I churned out reams of work for my employers. But most significantly, I no longer had to drop my little kids at daycare at 7:30 a.m. and pick them up at 6. Regaining hours lost to a commute was huge for our family, and kept this worker a happy bee. For those Yahoo employees who negotiated remote arrangements, pulling that agreement is akin to removing health or dental benefits. It’s unethical, and morale-shattering.”

Hiring Gen Y
· Gen Y has become more materialistic and work ethic has decreased
· Workplace must satisfy the needs of the generation in order to recruit them since they have different needs then previous generations
· Expectations for Gen Y are not met (Gen Y is less comfortable will direct eye contact and would rather communicate through a screen)
· (Ask someone for notes)

Best Company to Work For – Google 
· Google's creative and innovative corporate culture helps its employees thrive by treating people with respect, supporting their creative endeavors, and working hard
· They have gourmet restaurants, free washer dryers, car repair, dental facilities etc.

Chapter 9 – Empowerment, Teamwork, and Communication

What is Empowerment?
· Giving employees authority and responsibility in making decisions
· Can find better ways to do tasks and achieve organizational goals
· Can help with motivation
· Can link rewards of employees to company performance

Team Characteristics
· Team size – most effective is 6-7 people (shouldn’t have more than 20 reports to read)
· Team level of ability, experience, difference among members (gender, age, demographics, perspectives)
· 5 Stage Development Process
· Forming – team orientation 
· Come together as a team and get to know each other
· Storming – differences surface, participation encouraged 
· Conflicts between habits and personalities (subgroups start to form)
· Norming – resolved, team leader re-emphasizes goal
· Differences resolved and leader puts team back on track
· Performing – focus on problem solving and accomplishing tasks
· Individual differences set aside, solve problems and accomplish things
· Adjourning – wrap and summary of team effectiveness

Types of Teams
· Problem solving
· 5-12 employees from the same department who meet each week to discuss ways of improving quality, efficiency, the work environment
· Self Managed
· 10-15 employees performing highly related or interdependent jobs, taking on many of the responsibilities of the manager
· Solve problems by themselves without manager supervision
· Cross functional
· Employees of similar hierarchical level, but different work areas
· Form teams composing of people who are in different divisions
· Virtual
· Use computer technology to tie together physically dispersed members in order to achieve a common goal

The Meaning of Communication
· The transfer of info from on person to another, includes non verbal communication too

Basic Elements of Communication
· 3 basic elements of communication
· 55% visual (how you look  appearance & body language)
· 38% tone of voice  (how you say your words)
· 7% words spoken (what you say)
· First impressions are made in the first 10-30 seconds and are mostly from your appearance and how you present yourself

The Communication Process
· Sender – wishes to share information
· Message – information to communicate
· Channel – ex. Letter, face to dace
· Receiver – person for which the message is intended
· Feedback – to ensure message was understood (ask questions)
· Different perceptions/noise – noise is what blocks the communication process 
· Noise breaks down the communication process and makes it more difficult to communicate

Barriers to Effective Communication
· Selective perception – ignoring info that conflicts with wn desires (strong religious or political views)
· Credibility of source (do they have knowledge in the subject matter?)
· Halo effect – when one trait of a person influences our entire judgment of that person (judging people with tattoos or if someone has a messy desk)
· Words meaning different things to different people (be specific)
· Jargon (special words used by a certain group that is hard for others to understand)
· Nonverbal and body language (be aware of what gestures mean in different countries)
· Emotion

Overcoming Barriers
· Utilize feedback (make sure message is understood and follow up on dates)
· Use many channels (email, telephone, letters, face to face)
· Use face-to-face (use this when in doubt)
· Be sensitive to the audience (understand their background; talk to them on same level)
· Proper timing of messages (don’t email them at 3am)
· Develop empathy (putting yourself in someone else’s shoes)
· Reinforce words with actions (Do what you said you’re going to do)
· Direct, simple language (K.I.S.S)
· Proper amount of redundancy

Active Listening
· Make eye contact, head nods
· Avoid distracting actions
· Ask questions
· Paraphrase
· Avoid interrupting
· Don’t overtalk
Chapter 10 – Production and Operations Management
Production and Operations Management
· The process of overseeing the production process by managing the people and machinery that convert materials and resources in to finished goods and services
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The Strategic Importance of Production
· Production is a vital function necessary for generating money to pay employees, lenders and stockholders
· Effective production and operations management can:
· Lower a firm’s costs of production
· Boost the quality of its g/s (by removing and adjusting products on production line)
· Allow it to respond to customer demands
· Enable it to renew itself by providing new products

Mass, Flexible and Customer-Driven Production
· Mass production: 
· System for manufacturing products in large quantities by using effective combinations of employees with specialized skills, mechanization, and standardization
· Flexible production 
· More cost-effective for producing smaller runs (adaptable to change)
· Customer-driven production 
· Assesses customer demands in order to make the connection between products manufactured and products bought

Technology and the Production Process
· A robot is a reprogrammable machine capable of performing tasks that require the repeated manipulation of tools
· Computer-aided design (CAD): process used by engineers to design parts and entire products on the computer
· Engineers who use CAD can work faster and with fewer mistakes than those who use traditional drafting systems
· Flexible manufacturing system (FMS): A production facility that workers can quickly change to manufacture different products

The Location Decision
· Depends on transportation, human, and physical factors
· Transportation: closeness to markets, options for inputs and outputs
· Physical variables: weather, options for disposing on waste
· Human factors: labour supply, local regulations, and living conditions

The Job of Production Managers
· Supervise the work of people and machinery to convert inputs (materials and resources) into finished goods and services
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Planning the Production Process
· Choosing what g/s to offer customers
· Convert original product ideas into final specifications
· Design the most efficient facilities to produce those products

Selecting the Layout
· An efficient plant layout can reduce material handling, decrease costs, and improve product flow
· 4 types of facility layouts
· Process 
· Groups machinery/equipment according to their functions
· Product 
· Sets production equipment along a product-flow line that moves along past workstations and can produce large numbers of similar items assembly lines
· Fixed Position 
· Place product in 1 spot and workers, material and equipment come to it
· Customer oriented 
· Arranges facilities to enhance the interactions between customer and its services

Carrying Out the Production Plan
· Make, buy, or lease decision
· Choosing whether to manufacture part in-house, buy it from an outside supplier, or lease it.
· Selection of suppliers
· Based on comparison of quality, prices dependability of delivery, and services offered by competing companies
· Inventory control
· A function that balances the costs of carrying inventory with the need to have stock on hand to meet demand

Controlling the Production Process
· Production control: creating well-defined procedures for coordinating people, materials, and machinery to provide the greatest production efficiency
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· Quality: the state of being free of deficiencies or imperfections
· Benchmarking: looking at how well other companies perform tasks and using their performance as standard for measuring your performance
· Quality control: measuring output against quality standards
Chapter 11, 12 & 13 – Marketing
· Def – a set of processes for creating, communicating and delivering value to customers
· Marketing concept – companywide consumer focus on promoting long-term success
· Used to be about providing the products but now focuses on the consumer
· A firm’s goals can be best achieved by meeting the needs and wants of the consumer 

Market Segmentation
· The process of dividing the entire market into several similar groups
· Geographical = division by location
· Demographic = division by age, income, occupation
· Psychographic = division by values and lifestyles

The thing about tap water – video with that magician guy

What Does Marketing Deal With?
· Consumer Goods
· Convenience (buy wherever its offered)  milk
· Shopping (willing to compare similar goods) 
· Specialty (limited/luxury w/ no substitutes)
· Unsought (don’t talk about on a daily basis)  casket
· Industrial Goods
· Buy once in a while but lasts for a long time
· Services

Market Research
· Studies what buyers need and how to meet those needs
· Data mining – application of electronic technologies to collect information and target products in the market

The Marketing Mix
· Product
· Pricing
· Place
· Promotion
Products
· More than just the physical good
· Branding, packaging, size, shape, colour, image
· Developing new products
· Idea development (very costly)
· Screening new ideas (is this what the org wants to achieve, goals, objectives)
· Business analysis (cost/benefit analysis, is it a good idea to make it?)
· Product development
· Test marketing (put the test product into target market/area to see if it works)
· Full introduction

Product Life Cycle
· Introduction Stage – consumer awareness and acceptance of product
· Growth Stage – sales increase, profits peak then decline as companies enter the market
· Maturity Stage – sales continue to peak then decrease; lots of competition
· Declining Stage – sales continue to fall, marketing expenditures decreased

Price
· Choosing the appropriate price for a product
· The less you pay the better off you are … ex. Gas (you save money)
· The more you pay the better off you are … ex. Going to Mr. Lube for car servicing compared to car dealership, car dealership costs more but you feel better because they’re specialized in working with your specific car

Pricing Strategies
· Price lining 
· Certain products at the same price, same quality but set at different price points
· Loss leader 
· Discounts attracts future business to sell you on experience
· Bait/Switch 
· Attracts you with very low priced item but sells you an item costing more
· Skim the Cream 
· Make price really high to be sold to certain demographic Mass penetration 
· Low price and less profit, but can help gain market 
· Charge cheaper price to consumers and undertake the market share
· Psychological Pricing 
· Customers are not rational when making purchases 
· People believe that higher prices make the product better
· Promotional Pricing  
· Cash, seasonal, quantity 
· Cheaper to pay in cash, end of season sales, buying in bulk saves money

Place (Distribution)
· Getting the products from the producer to the buyer
· Channel – organizations that move product from producer to customer
· Retailer – buy from manufacturers and sell to consumer
· Wholesalers – sell to other businesses who then sell to consumer
· Direct – skips middle man

Promotion
· Selecting the appropriate technique to sell product (persuasion, information, influence)
· Promotion mix
· Personal selling
· Someone is there to greet and sell the customer something
· Person-to-person (ex. Cars)
· Gives markets greatest opportunity to communicate specific information
· Sales promotion
· Contests, demonstrations
· One-time direct value or incentive to buyer
· Premiums = gifts with purchase
· Coupons
· Point of purchase displays
· Trade shows
· Publicity
· Free advertising 
· News stories
· Focuses on company activities and products (driven to all society)
· One shot deal
· Advertising
· Paid, non-personal communication through a mass medium
· Can take many forms (stimulate demand, make a call, build awareness  cause)
· Advertising media – form of communication used to read desired audience (newspaper, magazine, television, internet)

Breaking Even
· Point where business operates at no profit and no loss
· Any unit sold above (below) the break even unit is a profit (loss) to the business
· Variable costs – depend on number of units produced (sales commissions)
· Fixed costs – remains the same no matter how many units are produced (rent)
· VC + FC = Total Cost	and		# of units x $ = Total Revenue
· P = TR – TC
· P = # of units ($ – VC) – FC      P = 0 when you break even
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Chapter 15 & 17 – Accounting
· Accounting – an information system for the complete processing of financial info
· Financial Accounting– serves external users, relates to activities of firm as a whole
· Managerial Accounting – serves internal users, helps planning, forward looking rather than historical

GAAPs
· Generally Accepted Accounting Principles
· Outlines the rules and procedures for deciding on the acceptable accounting principles

Balance Sheet (BS)
· Presents the financial condition of an organization at a point in time 
· What I own and what I owe at that time
· Left side = Right side
· Assets = Liabilities + Shareholder’s Equity
· Assets – what we own
· Liabilities – what we owe
· Shareholder’s Equity – owner’s interest

Assets
· Current Assets – assets we expect to turn into cash within one year (listed in order of declining liquidity)
· Marketable Sec – short term investments
· Accounts rec – money owed to us (expected to be paid back)
· Notes rec – money owed to us from other businesses (more binding)
· Inventory – goods we have on hand but have not yet sold
· Prepaid expenses – items purchased that have yet to be consumed
· Fixed Assets – purchased for long term use
· Equipment – what you use to work (computers)
· Buildings – physical structures you bought
· Land – the ground where you purchased the property (does not depreciate)
· Depreciation – the value that the good decreased over time  straight line method  the amount is the same ever year w/ a salvage value of 0
· Amount of Acc. Amort is subtracted from asset on BS
· Amount of Amort. Exp is on IS as an expense
· Straight line =  (Cost of Fixed Asset – Salvage value) / Years of Useful Life
· Market value – how much the good can sell for
· Book value – the value at which we purchased the good
· Other Assets – assets we expect to hold onto for an extended period of time
· Bonds, common stock
· Goodwill (only on BS in the case of acquisition where you pay for more than its worth (for their patents)

Liabilities
· Current Liabilities – have to pay back within a period of one year (always say payable)
· Accts Payable– purchases we made but have not yet paid back
· Notes Payable – more binding (REMEMBER TO CHECK LONGEVITY)
· Wages Payable – how much you owe your employees at that time
· Long Term Liabilities – Can pay back in over a year
· Notes payable – pay back the principle and interest
· Bonds payable – just pay back the principle

Shareholder’s Equity
· Common Stock – Book value (initial) of the shares that you provided to investors is the amount you write down
· Retained Earnings – portion of net income not distributed to shareholders

Double-Entry Accounting
· Concept of writing every business transaction in two places – reason why BS balances
· Ex. Borrow $30k from bank
· Debit: Cash for 30k
· Credit: Notes Payable for 30k

Ratio Analysis
· Logical relationship between certain pairs of items on financial statements (IS and BS)
· Compare with: 
· Industry Standards (what’s the standards for all the other companies)
· Historical Standards (within own company, compare previous years)
· Company Ratios (competitors)

Commonly Used Ratios
· Liquidity Ratios – ability to pay current debts
· Leverage Ratios – relate to how much debt an organization is using
· Operating ration (Activity Ratios) – deal with the stability of the firm
· Profitability Ratios – measures the profit level of a business


Liquidity Ratios 
· Current Ratios = Current Assets / Current Liabilities
· Measures ability of firm to cover current obligations
· Want around 1:2
· Quick Ratio = [Current Assets – (Inventory + Prepaid Expenses)] / Current Liabilities
· Also known as Acid Test Ratio
· More strict measure of liquidity
· Want around 1:1

Leverage Ratios
· Debt to Total Assets = Total Liabilities / Total Assets
· For every dollar of assets how much is financed with debt and owner’s equity
· If high, means company is strongly “leveraged”
· Leverage = borrow a lot of money (high concentration of debt if 1)
· Similar to Debt/Equity ratio

Operating Ratios
· Avg Collection Period = Accts Rec / Avg Daily Sales
· Avg Daily Sales = Sales / 365 Days
· Accounts for how quickly money is owed in days
· How long does it take to get the money owed to you
· Inventory Turnover = COGS /  Avg Inventory
· Average number of times inventory is sold and restocked each year
· Avg Inventory = [(Beginning Inventory + Ending Inventory)/2]
· COGS = Beginning Inventory + Purchases – Ending Inventory

Profitability Ratios
· Profit Margin = Net Income / Sales
· Cost control, how good are we at controlling our costs
· The percentage of income that is profit to company. The higher the profit margin, the better the cost controls of the company
· Return on Equity = Net Income / Shareholder’s Equity
· How much profit a company generates with shareholder’s money
· How much are you getting from the investment 
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