CH 1 – INTRODUCING MANAGEMENT
· Rapidly changing society – learning + speed  not habit + complacency 
· Economy is global, driven by technology and innovation
· What sets great organizations apart: 
· Inspiring leadership + supportive work environments allows talents to be fully utilized
· Respect
· Empowerment
· Participation
· Involvement
· Teamwork
· Self-Management
Lynda Gratton: 
· “Technology shrinks the world but consumes all of our time”
· “Globalization means we can work anywhere, but must compete with people from everywhere”
· Planning for career entry and advancement: 
Few guarantees of long-term employment
Jobs are earned through one’s performance and accomplishment
Careers are redefined as: 
· Flexibility
· Skill portfolios
· Entrepreneurship
TALENT
· Charles O Reilly and Jeffrey Pfeffer: 
High performers achieve success through bc they are better than competitors at achieving getting extraordinary results from superiors
“These companies have won the war for talent… by figuring out how to get the best out of all their people”
· People and their talent – What they know / Learn  What they do with it 
= Organizational performance
· Intellectual capital: the collective brainpower or shared knowledge of a workforce
The ultimate challenge of an organization is to combine the talents of many people
· Knowledge worker: one’s whose mind, not just physical capabilities are critical assets
· Dominates workplace
Futurist Daniel Pink says that we are entering the conceptual age, which belongs to people with “whole mind” capabilities – meaning they are high concept and high touch 
· High concept: creative and good with ideas
· High touch: joyful and good with relationships

Gary Hamel says that we have a creative economy where knowledge itself is a commodity
· How fast you can create something new
DIVERSITY
· Workforce diversity: differences among workers (gender, race, age, ethnicity, religion, sexual orientation
· More seniors, women, visible minorities, immigrants are in the work force 
Stats Canada predicts by 2031:
	3/10 Canadians will be a visible minority
	South Asian/Chinese will be the largest VM group
	Arab and West Asian will be fastest growing VM group
· Despite having a diverse workforce, resume’s with White sounding names are prioritized
· Prejudice: having negative, irrational attitudes towards members of diverse populations
· Discrimination: when VM are unfairly denied full benefits of an organization
· Glass ceiling effect: the invisible barrier limiting career advancement of women and VM
GLOBALIZATION
· The worldwide interdependence of resource flows, markets, and competition
TECHNOLOGY
· Vital to every part of business
ETHICS
· A code of moral principles of good/bad, right/wrong
· Integrity is key to leadership success and sets the ethical tone
CAREERS
· Career challenge: not finding a job, but career planning
· The SHAMROCK organization: 		3 leaves
· INDEPENDENT CONTRACTORS – performs key tasks, paid by job not wage
· FULL TIME CORE WORKERS – maintain critical skills = success
· PART TIME TEMPORARIES – are hired and fired bc businesses need rise and fall
· Be a portfolio worker: having up to date skills needed for career mobility
ORGANIZATION
· An organization is a collection of people working together to achieve a common purpose
· Allows more to be done as opposed to an individual effort
· “Quality products and services” + “customer satisfaction”

· An open system transforms resources to finished products 

Resource outputs		transformation process		 	product outputs

				Customer feedback









· Productivity is the quantity and quality of work performance
	Effective but not efficient
· goals achieved
· resources wasted
	Effective and efficient
· goals achieved
· no wasted productivity

	Neither effective nor efficient
	Efficient but not effective
· no wasted resources
· goals not achieved



· Performance effectiveness is the measure of goal accomplishment
· Performance efficiency refers to the use of resources

DYNAMIC FORCES AND THE GENERAL ENVIRONMENT
· Economic
· Economic growth
· Employment rate
· Socio-cultural
· Population demographics
· Education system
· Technological
· IT systems
· Broadband internet access
· Natural
· “green”  values
· Recycling infrastructure
· Legal-political
· Laws and regulations
· Political trends
· Sustainable business meets the needs of customers and protects the well-being of our natural environment
· Sustainable innovation creates new products reducing environmental impact


STAKEHOLDERS AND THE SPECIFIC ENVIRONMENT 
· Specific or task environment includes the people and groups of which the organization needs
· Stakeholders are the persons affected by an organization
· Value creation is the creation of value for and satisfying needs of stakeholders
· Competitive advantage allows an organization to deal with market forces better than competitors
· Strategic positioning occurs when an organization does things different from its competitors
· Costs
· Quality
· Delivery
· Flexibility 
ORGANIZATIONAL EFFECTIVENESS
· Organizational effectiveness is achieving high performance using resources 
· Approaches to Organizational Effectiveness
· Systems resource: focus on resource acquisition
· Internal process: focus on operations efficiency
· Goal: focus on accomplishing key objectives 
· Strategic Constituencies: focus on stakeholder impact
MANAGERS IN THE NEW WORKPLACE
· A manager is 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 of one of its major parts
· Middle managers oversee the work of large departments
· Team leaders report to middle managers and supervise non-managerial workers
Type of Managers
· Line managers directly contribute to producing goods + services
· Staff managers use expertise to advise line workers
· Functional managers are responsible for some area of specialty
· General managers are responsible for covering many functional areas
· Administrators = manager
Managerial Performance
· Accountability is the requirement of answering to a higher power (i.e. supervisor)
· Effective managers helps others achieve high performance + satisfaction at work
Functions of Management  P.O.L.C.
· Planning – setting performance objectives and deciding how to achieve them
· Organizing – arranging tasks, people, resources
· Leading – inspiring people to work hard to achieve high performance
· Controlling – Measuring performance and taking action
Managerial Roles
· Informational roles – How a manager exchanges information
· Interpersonal roles – How a manager interacts with other people
· Decisional roles – How a manager uses information in decision-making
· Agenda setting is prioritizing actions for goals
· Networking is the process of creating relationships with people who can benefit
· Social capital is the will to get things done with the help of others



CH 2: MANAGEMENT LEARNING 
A bureaucracy is an efficient form of organization based on: logic, order and authority
· Max Webber’s bureaucratic organization definition follows as:
· Clear division of labour
· Clear hierarchy of authority
· Formal rules and procedures
· Impersonality
· Careers based on merit
	Advantages of bureaucracy 
	Disadvantages of bureaucracy

	Resource efficiency
Employee equality
	Excessive paperwork
Resistance to change
Employee apathy 
Slowness in handling problems









The Hawthorne effect is the tendency of persons singled out for special attention to perform as expected
The human relations movement of the 1960’s claimed that managers using good human relations will achieve productivity
Organizational behaviour is the study of individuals and groups 

MASLOW’S THEORY OF HUMAN NEEDS
A need is a physiological deficiency that a person wants to satisfy
The theory is based on two principles:
1. Deficit – people act to satisfy deprived needs
2. Progression – A need at any level is only activated by the previous
[image: http://www.humanperformance-dna.com/wp-content/uploads/2011/08/Maslow-Hierarchy-of-Human-Needs.jpg]
MCGREGOR’S THEORY X AND THEORY Y 
· Theory X: managers assume people dislike work, lack ambition, act irresponsible, and prefer to be led
· Theory Y: managers assume people are willing to work, like responsibility and are self-directed	
· Managers who hold either assumption can create a self-fulfilling prophecy 
· This occurs when a person acts in ways that confirm its expectations
ARGYRIS’ THEORY OF ADULT PERSONALITY 
· Classical management approaches are not compatible with the mature adult personality
· They limit self-actualization, as people have very little control
· Advises to expand responsibilities, variety, and participation
MODERN MANAGEMENT FOUNDATIONS
· Contingency Thinking – tries to match management practices with situational demands
· Total Quality Management – managing with an organization-wide commitment to continuous improvement, product quality and customer needs
· Knowledge Management – the process of using intellectual capital for competitive advantage

ORGANIZATIONS AS SYSTEMS
· A system is a collection of interrelated parts working together for a purpose
· A subsystem is a smaller component of a larger system
· An open system interacts with its environment and transforms resource inputs to outputs

· Contingency thinking tries to match management practises with situation demands
· Total quality management is managing with an organization
· Continuous improvement involves searching new ways to improve quality + performance
· ISO certification indicates conformity with a rigorous set of international quality standards

· High performance organizations achieve excellence while creating a high quality work environment
· People oriented
· Team oriented
· Information oriented
· Achievement oriented
· Learning oriented



CH 3 – GLOBAL DIMENSIONS OF MANAGEMENT

MANAGEMENT AND GLOBALIZATION
· In our global economy, resource supplies, markets, and competition are worldwide
· It is affected by globalization – the growing interdependence of the global economy
· World 3.0 is where nations cooperate while respecting national interests

· Global management involves managing operations in more than one country

· A global manger should be aware and informed of international affairs

Why Companies Go Global

· Profits – greater profit potential
· Customers – new markets to sell products
· Suppliers – new resources for products and services
· Capital – access to financial resources
· Labour – lower labour costs
How Companies Go Global
	Market entry strategies
	Direct investment strategies

	Global sourcing
Exports + imports
Licensing + franchising 
	Joint ventures
Foreign subsidiaries



Global sourcing – is the process of purchasing resources around the world for local use

Licensing – refers to a firm paying for the rights to make or sell a product

Franchising – refers to paying a foreign business to locally operate using its name, brand, and methods 


Foreign direct investment (FDI) – involves investing in a foreign business
Insourcing refers to job creation as a result of FDI
A joint venture is a co-ownership in which foreign and local relations cooperate 

A foreign subsidiary is a local operation completely owned/operated by a foreign firm
A Greenfield investment builds an entirely new operation in a foreign country

· Political risk is the potential loss in value of a foreign investment due to changes in politics
· Political-risks analysis tries to predict political disruptions that may harm the investment
· Common legal problems faced by businesses include: 
· Ownership, Negotiating contracts, Foreign exchange, Intellectual property
Trade Agreements and Barriers
· World Trade Organization (WTO) is a global organization of 153 countries, resolving disputes about tariffs and trade restrictions
· WTO promotes free trade and open markets
· WTO members are supposed to give one another the most favoured nation status
Tariffs or taxes limit this freedom
· Tariffs are meant to protect local firms from foreign competition and save local jobs
Regional Economic Alliances 
· NAFTA – North American Free Trade Agreement – creates a trade zone with minimal barriers, free flow of goods + services, workers, and investments 
· Greater cross border trade
· Benefits to exports
· Greater productivity of manufacturers
· Lower wages
· Lack of resources
· EU – European Union – is a political and economic alliance of 27 European countries, removing barriers that limit trade and development
· APEC – Asian Pacific Economic Cooperation – promotes free trade in the Pacific region, with 21 member countries
· ASEAN – Association of Southeast Asian Nations – promotes economic growth and progress
· Global corporations or MNC’S are multinational businesses with extensive operations in more than one foreign country
· Walmart, Toyota, Sony, BMW, Nestle 
Pros and Cons of Global Corporations
· Larger tax bases
· Increased employment
· Technology transfers
· Development of local resources
· Extracts excessive profits
· Dominates local economy
· Interferes with local government
Ethics Challenges for Global Managers
Corruption – involves illegal practices to further one’s business interests
· Transparency International assesses and investigates corruption
Child labour – is the full time employment of children for work done by adults
· Rugmark International certifies business who provide ethical products
Sweatshops employ workers for very low wages and long hours with poor conditions
Goodworks International reviews business operations

Culture and Global Diversity
· Culture is the shared set of beliefs, values, and patterns
· Culture shock is the confusion and discomfort a person experiences in a different culture
· Ethnocentrism is the tendency to consider one’s culture superior
Silent Language of Culture 
· Low context cultures emphasize communication through spoken or written words
· High context cultures rely on nonverbal cues
· Monochronic cultures tend to do things one at a time
· Polychromic cultures tend to multitask
· Proxemics refers to space between people while communicating
· The ecology fallacy assumes that a there is a stereotype associated with all members of its culture
· Managers with geocentric attitudes highly value cultural intelligence, and take a collaborative approach to global management practices
· Intercultural competencies are skills that help us in cross-cultural situations


CH 5: ENTREPRENEURSHIP AND SMALL BM
· Entrepreneurship involves risk taking behaviour, leading to opportunity
· Characteristics of entrepreneurship:
· They are in control of their destiny
· Persistent, hard-working
· Goal oriented
· Risk takers
· Confident

· Web Based Entrepreneurship – the use of the Internet to pursue a venture 

Why Many Small Businesses Fail
· Lack of experience 
· Lack of expertise
· Lack of strategic leadership 
· Poor financial control
· Growing too fast
· Insufficient commitment
· Ethical failure

Life Cycles of Entrepreneurial Firms
Birth stage  Breakthrough stage  Maturity stage
Fighting for survival  coping with growth  investing wisely

Financing the New Venture
· Debt financing – borrowing money which must be repaid + interest
· Equity financing – exchanging ownership for returns
· Venture capitalists – large investments in return for an equity stake
· Initial public offering (IPO) – initial selling of stocks to the public

CH 6 – PLANNING PROCESSING AND TECHNIQUES

Strategic and Tactical Plans
· A strategic plan identifies long-term directions
· A vision clarifies the purpose of an organization
 
· Tactical plans helps to implement the strategic plan
· Functional plans indicate how different the enterprise will contribute to the overall strategy
· Other functional plans include:
· Production  methods, tech
· Financial  money, investments
· Facilities  work layouts
· Logistics  suppliers 
· Marketing  selling, distribution
· HR  dealing with a talented workforce

· Operational plans identifies short-term directions
· A policy is a standing plan that communications guidelines for action
· A procedure describes actions that are to be taken in specific situations
· A budget is a plan that commits resources to projects
· A zero-based budget allocates resources as if each budget were brand new
· Scenario planning identifies future scenarios and plans for each
· Benchmarking uses comparisons for future improvements
· Best practices are things people and organizations do that lead to efficiency
 
· Great goals are SMART;
· SPECIFIC – clearly target results
· MEASURABLE – results can be measured
· ATTAINABLE – challenging, realistic
· REFERRED TO – can keep people focused
· TIMELY – linked to due dates



CH 7 – STRATEGY AND STRATEGIC MANAGEMENT
Study Questions:
1. What is Strategic Management?
2. What are the essentials of strategic analysis?
3. What are the corporate strategies and how are they formulated?
4. What are business strategies and how are they formulated?
5. What are current issues in strategy implementation?

Basic Concepts of Strategy:
· Competitive Advantage – attributes that allows an organization to outperform its rivals
· Sustainable Competitive Advantage – difficult for competitors to imitate
· Strategy
· A comprehensive action plan
· Accomplish organizational goals with SCA
· Strategic Intent – focusing all organizational energies on a unifying and compelling goal

Wal-Mart:
· Made history in 2005 when CEO Lee Scott announced a bold sustainability strategy that would impact every aspect of its business

Goal of strategic management is to create above average returns for investors
· Returns exceeding those for alternative opportunities at equivalent risk

Drucker’s strategic questions for strategy formulation:
· What is our business mission?
· Who are our customers?
· What do our customers consider value
· What have been our results
· What is our plan?

SWOT – examines organizational strengths and weaknesses and environmental opportunities and threats


Internal Assessment of the Organization:
· What are our strengths?
· What are your weaknesses?

External Assessment of the Environment:
· What are our opportunities?
· What are our threats?

Porter’s Five Force Strategies:
· Rivalry Among Competitors
· New Entrants
· Suppliers
· Customers
· Substitute Products

Three Levels of Strategy in Organizations:
· Corporate Strategy
· Business Strategy
· Functional Strategy

Study Question 3:
Grand or Master Strategies:
· Growth strategies
· Stability strategies
· Renewal strategy
· Combination strategy

Growth Strategy – involves expansion of the organization’s current position

Stability Strategy – maintains current operations without substantial changes

Renewal Strategy – tries to solve problems and overcome weaknesses that are hurting performance

Combination Strategy – pursues growth, stability, and/or retrenchment in some combination


Growth and Diversification Strategies:
· Types of Growth Strategies
· Concentration Strategies
· Diversification Strategies
· Related diversification
· Unrelated diversification
· Vertical integration
· Restructuring Strategies:
· Tries to correct weaknesses by changing the mix or reducing the scale of operations
· Turnaround
· Downsizing
· Divestiture

· Global Strategies:
· Globalization Strategy
· World is one large market; standardize products and advertising as much as possible
· Ethnocentric view
· Multidomestic Strategy
· Customize products and advertising to local markets as much as possible
· Polycentric view
· Transnational Strategy
· Balance efficiencies
· Cooperative Strategies
· Strategic Alliances – two or more organizations partner to pursue an area of mutual interest

Corporate Governance:
· System of control and performance monitoring of top management
· Board of directors
· Relates both to financial and nonfinancial concerns

Study Question 4:

E-Business Strategies:

· E-Business Strategy – strategically uses the internet to gain competitive advantage
· B2B Business Strategy – uses IT and web portals to link organizations vertically in supply chains
· B2C Business Strategy – uses IT and web portals to link business with customers
· Portfolio Planning – approach seeks the best mix of investments among alternative business opportunities 
· BCG Matrix – analyzes business opportunities according to market growth rate and market share

Differentiation Strategy – offers products that are different from the competition

Cost Leadership Strategy – seeks to operate with low costs so that products can be sold at low prices

Focus Strategy:
· Concentrates on serving a unique market segment better than anyone else
· Focused Differentiation
· Strategy offers a unique product to a special market segment
· Focused Cost Leadership
· Strategy that seeks the lowest costs of operations within a special market segment

Study Question 5:
· Strategic Control
· Making sure strategies are well implemented and that poor strategies are scraped and modified

KEY TERMS

Operative Objectives – are specific results that organizations try to accomplish

Core Competency – is a special strength that gives an organization a competitive advantage 

Liquidation – business operations cease and assets are sold to pay creditors







CH 8 – ORGANIZATION STRUCTURES AND DESIGN
What is Organizing?
· Arranges people and resources to work toward a goal
Organization Structure – is a system of tasks, reporting relationships and communication linkages
Formal Structures:
· Organization Chart
· Describes the arrangement of work positions within an organization
· Formal Structure
· Is the official structure of the organization
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 Structure 
· Groups 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
· Is a lack of communication and coordination across functions


Divisional Structures:
· Divisional Structure
· Groups together people working on the same product, in the same area, with similar customers, or on the same processes
· Product Structures
· Groups together people and jobs focused on a single product or service
· Geographical Structure
· Groups together people and jobs performed in the same location
· Customer Structure
· Groups together people and jobs that serve the same customers
· Process Structures
· A work process is a group of people related tasks that collectively creates a valuable work product
· Process Structure
· Groups jobs and activities that are part of the same processes
· Matrix Structures
· Matrix Structure
· Combines functional and divisional approaches to emphasize project or program teams
· Advantages of Matrix Structures
· Better cooperation across functions
· Improved decision making
· Increased flexibility in adding, removing, or changing operations to meet changing demands
· Better customer service
· Better performance accountability 
· Improved strategic management
· Disadvantages of Matrix Structures
· The two boss system is susceptible to power struggles
· Creates confusion and conflicting work priorities
Team Structures:
· Team Structure
· Uses permanent and temporary cross-functional teams to improve lateral relations
· 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
· Team assignments break down barriers between departments
· Improve the speed and quality of decisions in many situations
· Disadvantages of Team Structures
· Conflicting loyalties for persons with both team and functional assignments
· Lots of time wasted, not all the time is productive
Network Structure:
· Network Structure
· Uses information technologies to link with networks of outside suppliers and service contractors
· Advantages of Network Structures
· Lean and streamlined, helping organizations stay cost competitive through reduced overhead and increased operating efficiency
· IT makes it easy to manage contracts and business alliances, even across great distances
· 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
Boundaryless Structures:
· Boundaryless Organization
· Eliminates internal boundaries among subsystems and external boundaries with the external environment
Organizational Design – is the process of creating structures that accomplish mission and objectives
Mechanistic and Organic Designs:
· Bureaucracy
· Emphasizes formal authority, order, fairness, and efficiency
· Mechanist Designs
· Is centralized with many rules and procedures, a clear-cut division of labour, narrow spans of control, and formal coordination
· Organic Designs
· Is decentralized, with fewer rules and procedures, open division of labour, wide spans of control, and more personal coordination
· Adaptive Organization
· Operates with a minimum of bureaucratic features and encourages worker empowerment and teamwork
Subsystems Design and Integration:
· Subsystem
· Is a work unit or smaller component within a larger organization
· Differentiation
· Is the degree of difference between subsystems
· Integration
· Is the level of coordination achieved between subsystems in an organization
Trends in Organizational Design:
Flat Structures
· 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
More Delegation and Empowerment
· Delegation
· Is the process of distributing and entrusting work to other persons
· Assign Responsibility – explain task and expectation
· Grant Authority – allow others to make decisions and act
· Create Accountability – require others to report back on results
· Empowerment
· Allows others to make decisions and exercise discretion in 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
CH 11 – LEADERSHIP AND COMMUNICATION
Leadership and Power:
· Power
· Is the ability to get someone else to do something you want done or to make things happen the way you want
· Leadership
· Is the process of inspiring others to work hard to accomplish
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 means of influencing other people
· Legitimate Power
· Is the capacity to influence other people by virtue of formal authority, or the rights 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 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
· Drive
· Self-confidence
· Creativity
· Cognitive Ability
· Job-Relevant Knowledge
· Motivation
· Flexibility
· Honesty and Integrity
· Leadership Behaviours
· Leadership style
· Is the recurring pattern of behaviours exhibited by a leader
Classic Leadership Styles:
· A leader with an autocratic style acts in a unilateral, command-and-control fashion
· A leader with a human relations style emphasizes people over tasks
· A leader with a laissez-faire style display a “do the best you can and don’t bother me” attitude
· A leader with a democratic style emphasizes both tasks and people
Fieder’s Contingency Model – proposed that good leadership depends on a match between leadership style and situational demands
Understanding Leadership Style:
· Least-preferred co-worker scale, LPC, is used in Fiedler’s contingency model to measure a person’s leadership style
Understanding Leadership Styles and Situations:
· 3 Contingency Variables
· Quality of Leader – member relations measures the degree to which the group supports the leader
· The Degree of Task Structure – measures the extent to which task goals, procedures, and guidelines are clearly spelled out
· Amount of Position – measures the degree to which the position gives the leader power to reward and punish subordinates


Hershey – 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 on task directions; low-task, high-relationship style
· Selling – explaining task directions in a supportive and persuasive way; a high-task, high relationship style
· Telling – giving specific task directions and closely supervising work; a high-task, low-relationship style
Path-Goal Leadership Theory:
· Directive Leadership – letting subordinates know what is expected
· Supportive Leadership – doing things to make work more pleasant
· Achievement-Oriented Leadership – setting challenging goals
· Participative Leadership – involving subordinates in decision-making
Substitutes for Leadership – are factors in the work setting that direct work efforts without the involvement of a leader
Leader-Participation Model:
· Authority Decision – is made by the leader and then communicated to the group
· Consultative Decision – is made by a leader after receiving information, advice, or opinions from group members
· Group Decision – is made by group members themselves
Charismatic Leader – develops special leader-follower relationships and inspires followers in extraordinary ways
Transactional and 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

[bookmark: _GoBack]Emotional Intelligence and Leadership:
· Emotional Intelligence
· Is the ability to manage our emotions in social relationships
Gender and Leadership:
· Gender Similarities Hypothesis
· Holds that males and females have similar psychological properties
· Interactive Leadership 
· Leaders are strong communicators and act in a 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
Effective Communication:
· Effective Communication
· The intended meaning is fully understood by the receiver
· Efficient Communication
· Occurs at minimum cost
Persuasion and Credibility in Communication:
· Persuasive Communication
· Presents a message in a manner that causes the other person to support it
· Credible Communication
· Earns trust, respect, and integrity in the eyes of others
Poor Choice of Channels:
· A Communication Channel
· Is a pathway through which a message moves from sender to receiver
Failure to Recognize Non-Verbal Signals:
· Non-Verbal 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
Status Effects:
· Filtering
· Is the intentional distortion of information to make it appear most favourable to the recipient
Active Listening:
· Active Listening
· Helps the source of a message say what he or she really means
1. Listen for message content
2. Listen for feelings
3. Respond to feelings
4. Note all cures
5. Paraphrase and restate
Constructive Feedback:
· Feedback
· Is the process of telling someone else how you feel about something that person did or said
Space Design:
· Proxemics
· Involves the use of space in communication
Channel Selection:
· Channel Richness
· Is the capacity of a communication channel to effectively carry information
Electronic Grapevines – use electronic media to pass messages and information among members of social networks
Management by Wandering Around (WBWA) – managers spend time outside their offices to meet and talk with workers at all levels
Ethnocentrism – is the tendency to consider one’s culture superior to any and all others


CH 13 – INFORMATION AND DECISION MAKING
Data: raw facts and observations
Information: data made useful for decision-making
Analytics: involves systematic gathering and processing of data to make informed decisions
What is useful information?
1. Timely – the information is available 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 hand; 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 Technology: helps us acquire, store, and process information
Business Intelligence: taps information systems to extract and report data in organized ways that are helpful to decision-makers
Management Information Systems (MIS): use IT to collect, organize, and distribute data for use in decision-making
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 solutions to problems
Problem Solving – involves identifying and taking action to resolve problems
Decision – a choice among possible alternative courses of action
Systematic Thinking – approaches problems in a rational and analytical fashion
Intuitive Thinking – approaches problems in a flexible and spontaneous way
Multidimensional Thinking – is an ability to address many problems at once
Strategic Opportunism – focuses on long-term objectives while being flexible in dealing with short-term problems
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 situation 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
Type of Managerial Problems:
1. Structured Problems – are straightforward and clear with respect to information needs
2. A Programmed Decision – applies a solution from past experience to a routine problem
3. Unstructured Problems – have ambiguities and information deficiencies
4. A Non-programmed Decision – applies a specific solution crafted for a unique problem

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
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
Decision-Making Process – beings with identification of a problem and ends with evaluation of implemented solutions
Cost-Benefit Analysis – involves comparing the costs and benefits of each potential 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
Bounded Rationality – describes making decisions within the constraints of limited information and alternatives
Behavioural Decision – describes decision making with limited information and bounded rationality
Lack-of-participation error – is failure to involve in a decision the persons whose support is needed to implement it
Spotlight Questions – test the ethics of a decision by exposing it to scrutiny through the eyes of family, community members, and ethical role models
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 – occurs when 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 made
Escalating Commitment – is the continuation of a course of action even though it is not working
Design Thinking – unlocks creativity in decision making through a process of experiencing, ideation and prototyping
Creativity – is the generation of a novel idea or unique approach that solves a problem or crafts an opportunity
Advantages of Group Decisions:
· Make greater amounts of information, knowledge and expertise available to solve problems
· They expand the number of action alternatives that are examined; they help avoid tunnel vision and consideration of only limited options
· Increase understanding and acceptance by members
· Increase the commitments of members to work hard to implement the decisions they made together

Disadvantages of Group Decisions:
· There may be many social pressure to conform
· Some individuals may feel intimidated or compelled to go along with the apparent wishes of others
· There may be minority domination where some members feel forced to accept a decision advocated by one vocal individual or small coalition
· Time required to make team decisions can sometimes be a disadvantage
· This added time may be costly, even prohibitively so, in certain circumstances

When Group Decisions Work Best:
· Individual lacks expertise or information
· Problem is unclear and hard to define
· Acceptance by others is needed for effective implementation
· Time is sufficient for group involvement
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