GMS 200 Notes + Definitions

Chapter 1:

Intellectual Capital: The shared knowledge of a workforce; the collective brainpower of a workforce
(To combine the talents of many people, to achieve unique and remarkable results)

Knowledge Worker: Employee's whose mind is the more critical asset than their physical body (it's basically saying, that today we are not paid for how strong we are physically but how smart we are and what we can do mentally)

Workforce Diversity: Describes the composition of the workforce in terms of different ethnicities, backgrounds, religion, age, and different sexual orientation. 

- These days, the diversity trends of changing demographics are being recognized and more seniors, minority groups, women and immigrants are being hired.
- On the other hand we still have many diversity issues, like why is it that more resume's with the name of Bob or Robert get more interest than if a resume had the name Kareem or Ali (White sounding names in contrast to black or Arab sounding names)
- This is where Prejudice comes into play

Prejudice: the display of negative feelings toward members of diverse populations
- One big example is why working mothers are not hired as much since they look like they won't be able to work as hard as other employees like men who the women who do not have children

- As soon as you show Prejudice against visible minorities, it's not called Prejudice anymore but Discrimination instead

Discrimination: When visible minorities are treated unfairly and are denied the full benefits of organizational membership
- This can include anything from not getting promoted because of your ethnicity or not even getting the chance to do an interview because of your age or religion
- While discrimination happens on many fronts, a major part of Discrimination is the "Glass ceiling effect"

Glass ceiling effect: This is known when there are limitations to certain employees and creating an invisible barrier limiting career advancement to women and other minorities

Globalization: is the tendency of businesses, and technologies to spread throughout the world, or the process of making this happen.
- It's like saying you can open up a business in Canada, but your sales can be from around the world and the majority of your sales can be from a foreign country
- With Globalization, you can work anywhere and do business anywhere in the world as well

Ethics: a set of moral standards of what is "good" and "bad", as well as what's "right" and "wrong" in a persons, groups, or an organizations view
- Many people believe that integrity is a key to leadership success and that the responsibility of setting the ethical tone starts at the top of the company
- When we say, the top of the company, we are talking about the CEO and all the executives

Shamrock's 3 Leaves: The 3 leaves of almost each and every organization are Full time workers, Contract Workers and Part-Time workers

Full Time Workers: These workers along with the success and maintenance of skills can advance within their own organizations and stay there for a long time, since they do most of the work.
Contract Workers: These workers perform specific tasks, they don't have a salary and are compensated on a fee-for services basis.
Part-Time Workers: These workers are at the bottom and are hired only as needed and for as long as needed.
- You could be any of these workers but in order to be full time which should be your goal, you need to upgrade your skills and keep them in check, rather than doing something once and then forgetting about that skill since you might be switching jobs from time to time
- This is where you need to be a "Portfolio Worker"

Portfolio Worker: Someone who has to have up-to-date skills so they can move from job to job or even careers

Organization: It's a collection of people who work together to achieve one common purpose or thing
- When one person cannot do all the work, an organization gives the opportunity to get results far beyond what one person alone could do
- Examples of organizations range from large corporations to small businesses, or non-profit organizations like schools, mosques, churches, and government agencies
- Organizations are also "Open Systems"

Open Systems: Transforming resource inputs from the companies external environment around them into product outputs
- We need to remember that external environments are the suppliers of the organization and the source of customers as well
- Feedback from the environment tells us how well the organization is doing

Resource Inputs → Transformation Process →Product Outputs

1. Resource Inputs includes: People, Money, Materials and Technology
2. Transformation Process is when work activities turn into product outputs 
3. Product Outputs are finished goods and services

Productivity: The quantity and quality of work performance 
- If an organization is to perform well, its resources are to be utilized well and its customers are to be well served
- If operations add value to the original cost of resource input, 2 things will happen
1. A business can earn more profit
2. A non-profit organization can add wealth to society (providing a public service that is worth more than it is cost, like giving out free food to the homeless or anyone in general)
- Productivity measures the quality and the quantity of outputs relative to the cost of inputs 
Performance Effectiveness: the output measure of goal accomplishment
- If your an employee at a shipping company, performance effectiveness may mean you meet your daily production target (you ship out "x" boxes of Fruit Loops)
- This helps production for the company as a whole since they are then maintaining their production schedule and will be able to meet customer satisfaction 

Performance Efficiency: An input measure of resource cost associated with goal accomplishment
- Going back to the Shipping company example, if you have a faster pace when you pack the boxes with fruit loops and ship the boxes faster without making any mistakes then you are most efficient in how you are performing

Dynamic Forces and the General Environment

General Environment: Composed of the 5 dynamic forces
- the general environment of organizations consists of all external conditions that set the context for managerial decision making
- The 5 dynamic forces are:
1. Economic
2. Legal-Political
3. Technological
4. Socio-Cultural
5. Natural Environment 

1) Economic Environment:
· Economic Growth
· Unemployment Rate
· Disposable Income
· Manages MUST be concerned the economic conditions which influence customer spending, resource supplies and investment capital
· Overall health in the economy in terms of financial markets, inflation, income levels, Unemployment, and gross domestic product are always important since they affect the AMOUNT of wealth available consumers, and that affects product markets and spending patters

2) Legal - Political
· Laws and regulations
· Business forms
· Political Trends
· Executives must always be attentive to what's going on in the political world, since it could and will change our business
· Each time an election happens, many debates occur will affect our economy and in the end affect our business

3) Technological
· Not only do managers need to stay side by side with the new technology changes that happen year round but must also be aware of their work implications
· IT Systems/Infrastructures
· Broadband internet access 

4) Socio-Cultural 
· Population Demographics
· Education Systems
· Health/Nutrition Values

5) Natural Environment
· "Green" Values
· Recycling Infrastructure
· Sustainable Business: Where firms operate in ways that both meet the customer's needs and  protects the well being of the natural environment as well
· Sustainable Innovation: When a business creates new products and production methods that have reduced environmental impact

Specific Environment: also called task environment consists of the actual organizations, committees, groups and persons with whom a business interacts with and conducts business with

- Members of the Specific Environment are described as Stakeholders

Stakeholders: the persons, groups and institutions affected in one way or another by the organizations performance
- Top level decisions are often made with the assistance of Stakeholders analysis focusing on Value Creation

Value Creation: the creation of value for and satisfying needs for stakeholders

Competitive Advantage: the ability to do things better than other businesses 
- When these are things other companies are not able to learn so quickly and apply them into their own businesses, then the competitive advantage becomes more sustainable
- "What does my organization to best?" 
- The answer to this question, is the competitive advantage for your business
- Competitive Advantage can be achieved through Cost, Quality, Quantity, Flexibility and Delivery

Strategic Positioning: Helping an organization do same things as other businesses (like marketing) but in different ways

Environmental Uncertainty: A lack of information for the external environment of a business or an organization
- This makes it more difficult to analyze the environment conditions and deal more specifically with stakeholders needs

Organizational Effectiveness: Sustainable high performance in using resources to accomplish missions and objectives
- Four different organizational effectiveness approaches:
1. The Systems Resource Approach looks at the input side and looks at what we need from the organizations environment in order to get success
2. The Internal Process Approach looks at the transformation process and figures out how to use the resources we have efficiently  to produce goods and services
3. The Goal Approach: Focus on accomplishing key objectives
4. The Strategic Constituencies Approach: Focus on Shareholder impact

Manager: A person who supports, activates, and is responsible for the work of others
- not just responsible for his or her own work, but the entire teams and how well they work together

Levels of Managers

Top Managers: Guide the performance of the organization as a whole or one of its parts
- they are supposed to pay special attention to the external environment, be alert to potential long-run problems and opportunities and develop solutions to them
- they should be strategic thinkers, capable of making decisions under competitive and uncertain conditions

Middle Managers: These are the managers who report to the top managers who are in charge or large divisions or departments
- They work with top managers and coordinate plans to complete organizational objectives

Types of Managers

Line Managers: Directly contribute to producing the organizations goods and services

Staff Managers: Use special technical expertise to advise and support line workers

Functional Managers: Are responsible for ONE area (ie. Finance or marketing)

General Managers: Are responsible for complex, multifunctional units

Admins: a manager in a public organization or a non-profit organization

Managerial Performance

Accountability: the requirement to show performance results to a supervisor

Effective Manager: Helps others achieve high performance and satisfaction work

Quality of work life: the overall quality of experiences in the workplace

Management: process of planning, organizing, leading and controlling the use of resources to accomplish performance goals

Planning: The process of setting objectives and determining what should be done to accomplish them
- Through planning, a manger identifies results and ways to achieve them

Organizing: Arranging tasks, people, and other resources to accomplish the work

Leading: Inspiring people to work hard to achieve high performance

Controlling: Measuring performance and taking action to ensure desired results
· There are 10 roles a manager must always fulfill which are divided into 3 categories (Information Roles, Interpersonal Roles and Decisional roles)

Information Roles: How a manager processes and exchanges information
· Monitor
· Disseminator 
· Spokesperson

Interpersonal Roles: How a manager interacts with other people
· Figurehead
· Leader
· Liaison

Decisional roles: How a manager uses information in decision making
· Negotiator 
· Disturbance Handler
· Entrepreneur 
· Resource Allocator

Social Capital: A capacity to get things done with the help of others

Learning:  A change in behaviour that results from experience

Lifelong Learning: Continuous learning from daily experiences 

Skill: the ability to translate knowledge into desired performance

Technical Skill: the ability to use expertise in order to perform special tasks
· Accountants, Engineers, Market Researchers, and Financial performers all acquire technical skill

Human Skill: The ability to cooperate and work with others
· A manager with good human skills will be able to work better with others since they will know how others feel during complex or difficult situations

Emotional Intelligence: The ability to manage ourselves and our relationships effectively 
· Emotional Intelligence is reflected based upon how well or poorly you recognize, understand, and manage feelings while working with others

Conceptual Skill: the ability to think critically and analytically 
· Involves the capacity to break problems, to see the relations between then and to recognize the implications of any one problems 

Managerial Competency: A skill based capability that contributes to high performance results 
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Classical Management Approaches:
1. Scientific Management
2. Administrative Principles
3. Bureaucratic Organization

Scientific Management (Fredrick Taylor): Emphasises careful selection and training of workers and supervisory support
· Includes four guiding action 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
3. Carefully train workers to do the job
4. Support workers by carefully planning their work for them

Motion Study: the science of reducing a task or a job to basic physical motions
· By using motion study, you are able to increase the productivity of workers

Administrative Principles (Henri Fayol):

· Henri Fayol identified 14 different principles of management that he felt should be taught to all managers 
· The 14 Principles:
1. Division of Labour: Specialization of work will result in continuous improvements in skills and methods
2. Authority: Workers need to understand that managers have the right to give orders to them
3. Unity of Command: Each worker should have 1 and only 1 manager
4. Disciple: Behaviour needs to be grounded in obedience and respect (no slacking off or bending the rules of the company)
5. Unity of Direction: The manager or leader generates a single plan and all workers and employees must play their part in that plan
6. Subordination of Individual Interests: While at work, only work issues should be undertaken or considered
7. Remuneration: All workers should be getting fair payment for their work
8. Centralization: While recognizing the difficulties in large organizations, decisions are primarily made from the top
9. Scalar Chain: 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 everything should be in their place
11. Equity: Managers should be kind and fair
12. Personal Tenure: Unnecessary turnover is to be avoided
13. Initiative: Undertake work with zeal and energy
14. Esprit De Corps: Work to build harmony



Fayol has also identified the 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 leas, 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 A
5. Control: To make sure things happen according to plan

Bureaucratic Organization (Max Weber):

Bureaucracy: the rational and efficient form of an organization founded on logic, order and authority
· Defining Characteristics: 
· Clear division of labour: jobs are well defined and workers are 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, and decisions in jobs and written files are kept for historical record

Behavioural Management Approaches

Organizations as communities (Mary Parker Follet): the idea is that Follet thought of organizations as communities and therefore managers and employees were on the same level instead of managers being on top so that everyone could work side by side more easily and the manager’s job, was to have employees and co-workers co-operate with each other

Hawthorne Studies (Elton Mayo): These studies are all dependent of the Psychological factors of employees in the workplace like how the lighting affects their work
· The Hawthorne Effect: the tendency of persons singled out for special attention to perform as expected
· The Human Relations Movement: this movement suggests that managers who use good human relations will achieve more productivity
· Organizational Behaviour: The study of groups and individuals within an organization

Theory of Human Needs (Abraham Maslow): 
· Need: a Psychological deficiency that a person wants to satisfy 
· Maslow’s five most important needs are Physiological, safety, social, esteem, and self-actualization
· This theory is based off of 2 principles:
1. The deficit principle: a satisfied need is not a motivator of behaviour
2. Progression Principle: a need at any level is activated only when the next lower level need is satisfied 

Highest Needs: Self Actualization and Esteem
Lowest Needs: Social, Safety, and Physiological 

Theory X and Y (Douglas McGregor): This theory states that all managers should move away from theory X and onwards to theory Y

Theory X: Assumes that people dislike work, lack ambition, act irresponsibly, and prefer to be led
Theory Y: Assumes that people like to work, take initiatives, like responsibility and are self-driven

A self-fulfilling prophecy:  Occurs when a person acts in ways that confirm another’s expectations

Personality and Organization (Chris Argyris): To expand job responsibilities, allow more task variety, and adjust supervisory styles to allow more participation and promote better human relations

Management Science and Operations Research: Using quantitative analysis and applied math to solve problems

Operations Management: study of how organizations produce goods and services

Systems

System: a collection of interrelated parts working together to achieve a common purpose
 
Sub-System: A smaller component of a larger system

Open Environments: interacts with the external environments and transforms resource inputs to outputs

Contingency Thinking: tries to match management practices with situational demands
· Contingency Thinking and its implications extend to all management functions from planning and controlling for diverse environmental conditions, to organizing for different strategies

TQM (Total Quality Management): It’s a process where it makes quality principles apart of the businesses objectives, applying them to all aspects of operations throughout the business

Continuous Improvement: Always looking for ways to improve on current performance 

Knowledge Management: the process through which organizations use Information Technology to develop, organize and share knowledge to achieve performance success

Learning Organization: An organization which keeps on changing and improves using the lessons from experience 

High-Performance Organization: Consistently achieves excellence while creating a high-quality workforce environment

Evidence Based Management: involves making decisions based on hard facts about what really works
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Globalization: The process of growing interdependence of these components in the global economy

Global Economy: Resource supplies, product markets and business competition are worldwide, rather than local or national

Global Management: involves managing operations in more than one country

Global Manager: someone who is culturally aware, and informed on international affairs

Why do companies go global?
· Profit: Greater profit potential
· Customers: New markets →New products
· Suppliers: Access to needed products and services
· Capital: Access to financial resources
· Labour:  you can find cheaper labour in third world countries

Global Business: Conducts commercial transactions across national borders
· When a business is beginning to go international it uses many different Market Entry Strategies like Global Sourcing, Exporting/Importing, and Licensing and franchising 

Global Sourcing
· Global Sourcing: the process of purchasing materials, manufacturing components, or business services
· It is an international division of labour in which activities are performed in countries where they can be done at the lowest cost

Exporting/Importing
· Exporting: Local products and services are being sold foreign companies
· Importing: When Canadian companies buy foreign products and services
· Exporting is a great pathway or businesses to grow (for both individual firms and economies)
· The goal of exporting is to find new customers and expand their markets 
· Since the growth of exporting creates more new jobs, governments assist businesses who are trying to export more into that specific country

Licensing and franchising

Licensing Agreement: a local company will pay money to a foreign company in order to sell its products and use its logo
Franchising: a fee is paid to foreign companies for rights to locally operate under the foreign companies name, brand, logo, methods and products 






Joint Ventures and Strategic Alliances

Foreign Direct Investment (FDI): Involves setting up, buying all or apart of a business in a foreign country

Insourcing: Job creation through FDI

Joint Venture: Operates in a foreign country through co-ownership with the local company and the foreign company
· This lets them pool resources, share risks, and jointly operate the new business

Global Strategic Alliance: A partnership between a local and foreign company where they share resources and knowledge for mutual benefit

Foreign Subsidiaries 
· Local operation completely owned by a foreign firm (like when Target came to Canada)
· Greenfield Investment: builds an entire new operation in a new country

Political Risk: the potential loss of an foreign investment due to political changes in the host country

Political Risk Analysis: trying to forecast political disruptions that can threaten the value of FDI

WTO – World Trade Organization: Members of this organization (as in different countries) agree to negotiate and resolve disputes over tariffs and trade restrictions

Global Corporation: businesses with extensive operations in more than one foreign country

Context

Low-Context Cultures: most communication takes place via in written format or spoken word
· This happens in the States, Canada, and Germany

High-Context Cultures: Relies on non-verbal and situational cues as well as on spoken or written words in communication
· Basically you need to have dinner parties or social events before talking about business
· Once you have a social relationship, then you can make business deals
· This happens in countries like Malaysia, U.A.E, and Thailand

Time

Monochronic Culture: Its when people tend to do things one at a time 
· Happens here in Canada and the US, where we like to have a scheduled time frame and not do too many things at once 

Polychronic Culture: Its when people are more likely to multi-task
· Happens in Countries where people like to have more of a flexible time schedule (Arab Countries)

Power Distance: The degree of which a society accepts unequal distribution of power among people in organizations

Individualism-Collectivism: the degree to which a society emphasises individuals and their self-interests

Uncertainty Avoidance: The degree to which a society is uncomfortable with risk, change and situational uncertainty versus having tolerance for them

Ethnocentric Attitudes: Managers with this attitude believe that the best approaches are found at home and tightly control foreign Operations

Polycentric Attitudes: Managers with this attitude 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 practices 

Intercultural Competencies: Skills and personal characteristics that help us be successful in cross cultural situations 

[bookmark: _GoBack]Space:
· Proxemics - is how people use space to communicate 
· Everyone has their space comfort
· In the US and in Canada, we like a lot of space around us and don’t like tight spaces
· In countries like Mexico or Japan however, they don’t mind small spaces

Values and National Cultures (Hofstede):
· Power Distance
· Uncertainty avoidance
· Individualism-Collectivism
· Masculinity-Feminity
· Long Term Orientation

CHAPTER 6 

Why and how managers plan

- Planning:
the process of setting objectives and determining how to best accomplish them

- Objective:
Identify the specific results or desired outcomes that one intends to achieve 

Steps:
1. Define your Objectives
2. Determine where you stand
3. Develop premises regarding future conditions
4. Analyze and choose among action alternatives
5. Implement the plan and evaluate results

Strategic and Tactical Plans
- Strategic Plans : Set Broad, Comprehensive, and longer term action directions for the entire organization

- Tactical Plans: Define what needs to be done in specific functions to implement strategic plans
Examples: 
· Production Plans
· Financial Plans
· Marketing Plans

- Forecasting: 
· Making assumptions about what will happen in the future
· Qualitative forecasting uses expert opinions
· Quantitative forecasting uses mathematical and statistical analysis
· All forecasts rely on human judgement

Planning Tools and Techniques

- Contingency Planning:
· Identify alternative courses of action that can be implemented if circumstances change

- Scenario Planning:
· A long-term vision of contingency planning
· Identifying alternative future scenarios 

- Benchmarking:
· Adopting best practices of other organizations that achieve superior performance

Implementing Plans to Achieve Results
- Goal Settings
- Great Goals are SMART
· Set specific goals
· Make sure goals are measurable 
· Ensure goals are attainable
· Goals must be referred to regularly
· Goals must be timely

- Management by Objectives (MBO)
· A structured process of regular communication
· Supervisor/team leader and workers jointly set performance objective
· Supervisor/team leader and workers jointly review results
 
CHAPTER 9

Chapter 9 - Innovation

Rational Problem Solving Model

Step 1
Define the problem

Step 2
Generate alternative solutions

Step 3
Evaluate and select alternative

Step 4
Implement and follow up on the solution

Left Brain: Analytical + Directive (Left brain thinkers: technical/task issues)
Right Brain: Conceptual + Behavioural (Right Brain thinkers: people/social issues)

Innovation in our thinking

Social Business Innovation
- Using micro-credit lending to help create small enterprises and fight poverty

Social Entrepreneurship
- Social Entrepreneurs are individuals with innovative solutions to society's most pressing social problems

Sustainable Innovation
- Creation of new products and processes that have lower environmental impacts than the available alternatives

Green Innovation
- The process of turning ideas into innovations that reduce the carbon footprint of an organization or its products

In highly innovative organizations
- Corporate Strategy and culture should:
· Accept Failure
· Be willing to take risks

- Organization Structure should
· Be Organic
· Use Cross-functional teams and task forces


Kurt Lewis's 3 phases of planned organizational change.
Unfreeze, Freeze (Change), Refreeze: - Transformational Change

Unfreeze
- Ensures that employees are ready for change

Change
- Execute the intended change

Refreeze
- Ensures that the change becomes permanent

Organization Development (O.D)
- a comprehensive approach to planned organizational change that involves the application of behavioural science in a systematic and long range effort to improve organizational effectiveness
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- Attribution:
· It is a process of explaining events
· (if someone cuts in line, Internal Attribution: Person is selfish
· External attribution: Person is unaware(Situational)
· If I cut in line, I would most likely believe that I was unaware

- Fundamental Attribution Error:
· Blame others performance problems on internal rather than external factors
· Ex: If a man is walking down a crowded sidewalk, carrying loaded bags from shops. If someone bumps into him, he is probably inclined to think "What an idiot"

- Self -Serving Bias
· Blame personal performance problems on external factors and attribute success to internal factors
· Ex: I earned an A on my POM exam because I studied hard. I received a C on my accounting exam because the Prof deliberately set a difficult exam

Perceptual Tendencies and Distortions
- Stereotypes
· Occur when someone is identified with a group or category are used to describe the individual

- Halo Effect
· Occur when one attribute is used to develop an overall impression of a person or situation

- Selective Perception
· The tendency to focus on parts of a situation or person that reinforce one's existing beliefs, values, or needs

- Projection
· The assignment of personal attributes to other individuals 
· (Self: Polite, so you expect everyone else to be.)


- Locus of Control
· The extent to which people believe they are in control of their destinies versus believing that what happens to them is beyond their control

- Authoritarianism 
· The degree to which a person defers to a authority and accepts status differences

The other personality traits that affect work behaviour

- Self Monitoring
· The degree to which someone is able to adjust and modify behaviour in response to the situation and external factors (Ex. How fast do you speak?) There are 2 types:

1. Type A
· Competitive, Time Urgent, Hostile and Aggressive

2. Type B
· Relaxed, One thing at a time

- Attitudes:
- Cognitive Dissonance: (Leon Festinger)
· The discomfort of a person feels when attitudes and behaviour are inconsistent
· Usually try to rationalize

Constructive Stress

Constructive Stress: 
Acts in a positive way to increase effort, stimulate creativity and encourage diligence in one's work

Destructive Stress

Destructive Stress:
Impairs the performance of an individual







 
