CHAPTER ONE:  
· What is an organization
· Collection of people working together to achieve a common goal, to achieve a common purpose 
· Operate in an open system: draw in resource to create a product or service then be able to give in back to provide for the environment 
· Close system: don’t have to worry about the outside
· Measuring organizational performance 
· Productivity: quantity and quality of outputs relate to the cost of inputs. Involves two common performance measures: 
· Use the correct amount of resources, to be able to provide service and quality to the environment 
· Efficiency: the amount of resources incurred to produce goods and services and meet goals (doing things right), an input measure of resource cost associated with goal accomplishment 
· Effectiveness: how well the organization is doing in meeting its goals (doing the right things), an output measure of task or goal accomplishment 
· The organizational environment 
· General environment: external conditions that impact an organization's decision making 
· Draw in resource from the outside, have to be aware of the environment around them	
· Socio-cultural conditions: demographics of a population, age, sex, cultural background, population demographics, education system, health/nutrition values 
· Technological conditions: changes, using technological process to provide services/products, new products, IT systems/infrastructure, broadband internet access 
· Economic conditions: interest rates rise that means you don’t want to borrow a lot of money, no control, economic growth, unemployment rate, disposable income	
· Political-legal conditions: NAFTA, laws and regulations, business forms, political trends 
· Natural environment conditions: disasters, “green” values	
· Thinking of the global context  
· What is management 
· Planning, organizing, leading and controlling of resources to achieve goals effectively and efficiently   
· Definition: the P.O.L.C of resources to achieve goals effectively and efficiently 
· Manager: the person responsible for supervising resources to achieve goals 
· Managerial functions
· Herni Fayol was the first to describe the 4 managerial functions 
· Noted that all managers must perform: 
· Planning 
· Organizing 
· Leading 
· Controlling 
· Planning
· Creating a plan of action to achieve a goal 
· Used to select goals and a course of action 
· It’s a process: 
· Establish objectives 
· Is there a gap? 
· Develop action plan to achieve objectives 
· Organizing
· Process of assigning tasks, allocating resources, and coordinating work activities 
· Creates organizational structure:
· A formal system of relationships 
· Ex: functional (organized by business function: HR, accounting) vs geographic (all functional area of business in one location, then another location) 
· Leading
· Managers articulate vision/strategy of org. 
· Must use: power, persuasion, communication, motivation
· Not all managers are leaders, don’t need to be a manager to lead 
· The result 
· Employees work in harmony
· Employees perform at a high level 
· Controlling 
· Essential to evaluate 
· Evaluates how organization is doing in achieving goals 
· Allows organization to regulate efficiency and effectiveness
· Financial controls: money coming in, where we at with profit, how it relates to cost, sales 
· Managerial roles 
· Described by Mintzberg
· A role is a set of specific tasks a person performs because of the position they hold 
· Roles directed insides (employees) as well as outside (shareholders, etc) the organization - 3 categories 
· Interpersonal
· Informational
· Decisional 
· Interpersonal roles 
· Coordinate and interact with others 
· Figurehead role: symbolizes the organization 
· Leader role: provide direction and instill enthusiasm 
· Liaison role: coordinate people inside and outside the organization 
· Informational roles
· Obtain and transmit information 
· Monitor: information seeking, analyses info. inside and outside organization 
· Disseminator: transmits info. to influence member’s work and attitude 
· Spokesperson: uses info. to promote organization 
· Decisional roles
· Gain information and use it to make decisions 
· Entrepreneur role: deciding upon new projects to initiate and invest
· Disturbance handler role: assume responsibility for handling and unexpected event 
· Resource allocator role: assign people/money between functions  
· Negotiator role: helps find solutions between stakeholders 
· Managerial skills 
· Conceptual skills: ability to analyze and diagnose a situation and find the cause and effect 
· Human skills: ability to understand, alter, lead, and control people’s behaviour 
· Technical skills: job-specific knowledge required to perform a task 
· Time management and decision making skills 


	CHAPTER TWO: THE EVOLUTION OF MANAGEMENT THOUGHT 
OBJECTIVE: Learn from the past to make management, managers, and organizations more effective and efficient today 

· Classical Approach
· Systematic Management 
· Adam Smith (1776) - The Wealth of Nations 
· Advocate of systemization (logical set of steps to achieve some type of activity) 
· Efficiency and effectiveness 
· Division of labour 
· Productivity: will improve through division of labour 
· 10 workers = 48000 pins ——— 1 worker  10 pins 
· Focused on defining duties and responsibilities 
· Led to scientific managements 
· Scientific Management 
· Study of relationships between people and tasks to increase efficiency 
· F.W Taylor -focused on time-study, trying to improve it 
· What is the fastest approach
· How can management increase the level of worker productivity and motivation? 
· Philosophy: 
· One best way to do task ex: “how much load should i use” 
· Used $ as incentive 
· Piece-rate system: getting paid based on the number you are producing 
· Benefits: productivity did improve, efficiency 
· Problems: forgot about the human element and how we are all different, oversimplification-motivation would last so long  
· Administrative Management: started to look at the human elements 
· Henri Fayol 
· Study of how to create organizational structure that leads to high efficiency and effectiveness 
· Philosophy: 	
· Management is a universal process 
· Fit the person to the job
· Workers should accept management's decision without question 
· Principles: 	
· DIVISION OF LABOUR allows for job specialization to increase efficiency 
· AUTHORITY AND RESPONSIBILITY included both formal and informal authority resulting from special expertise 
· UNITY OF COMMAND employees should only have one boss
· LINE OF AUTHORITY a clear chain from top to bottom of the firm 
· CENTRALIZATION the degree to which authority rests at the very top
· UNITY OF DIRECTION one plan of action to guide organization 
· EQUITY treat all employees fairly 
· ORDER each employee is placed where they have the most value 
· INITIATIVE encourage innovation 
· DISCIPLINE obedient, respectful employees needed 
· REMUNERATION OF PERSONNEL the payment system contributes to success 
· PERSONNEL TENURE long term employment is important
· SUBORDINATION OVER INDIVIDUAL INTEREST organization over individual  
· ESPRIT DE CORPS share enthusiasm for organization
· Problems: 
· Based on observation 
· Concerned primarily with structure of the organization 
· Behavioural Approach 
· 1920’s and 1930’s 
· Philosophy: change management emphasis from productivity to human element 
· Started with Follet- “mother of modern management” 
· Viewed organization as “communities” 
· Believed in teamwork 
· Ideas of “employees ownership” and “ethics” 
· Hawthorne Plant Studies  - Elton Mayo
· Study: illumination will affect productivity 
· Results: productivity improved even though the lights were getting dim, knew someone was observing them, cohesive group: developed cohesion, felt involved and special so they wanted to work hard, team spirit: the environment is important 
·  What’s stimulating to me is not necessarily stimulating to you
· Maslow’s Hierarchy of Needs
· Physiological- basic needs to survive 
· Safety- need for security and safe environment 
· Social- need to belong 
· Esteem- need to feel good about oneself 
· Self-Actualization- need to realize one’s full potential 
· Everyone has the same needs 
· Where we place our needs varies 
· If managers know their employees, they can more effectively motivate them 
· Theory X and Y- Mc Gregor 
· There are two different assumptions: 
· Theory X: average worker is lazy, dislikes work, and will do as little as possible 
· Theory Y: assumes workers want to do a good job and is motivated based on the work 
· SELF-FULFILLING PROPHECY: when a person acts in ways that confirm another’s expectations  
· Contemporary Approaches 
· 1950’s - 1980’s 
· Continue to question - should management be an art or science?
· Art - draw from experience and observations 
· Science - use problem solving approach 
· The process approach 
· Planning, organizing, leading, and controlling 
· System approach 
· Open system (take in raw materials, create product and service, and sell it back to the environment) 
· Contingency thinking/management 
· Thinking about various alternatives, adapting to the environment 
· Assumes there is no one best way to manage 
· The environment has an impact 
· Managers must be flexible to environment 
· Organization's design and control depends on the environment   
· Emerging management practices 
· Organizational culture (values, norms, beliefs that guide the organization) / team building 
· Empowerment 
· High-performing organizations
· Seeks excellence in results and quality of work life 
· Total quality management 
· Commitment to continuous improvement, product quality, and customer satisfactions 



CHAPTER THREE: GLOBAL DIMENSIONS OF MANAGEMENT 
· Assessing a company's external environment 
· Conditions that affect the way an org. operates 
· Conditions change due to
· Opportunities: new technologies, new markets 
· Threats: economic downturns (consumers have less money at their disposal to spend on G&S)
· Managers must seek opportunities and avoid threats 
· SWOT Analysis
· Structured way of looking at a project or company for evaluation 
· Internal strengths and weakness 
· External opportunities and threats 
· Conditions to be aware of 
· socio-cultural, technological, economical, political-legal, global, natural environment 
· External environment 
· Sociocultural forces 
· Demographics: descriptive elements of people in society (baby boomers) 
· Increasing urbanization (population centres) 
· Education 
· Societal values 
· SUV’s to Hybrids 
· Technological forces: changes in skills and equipment for use to design, produce, and distribute goods and services 
· Product technological changes 
· Process technological changes (how do i make it more efficient
· Economic forces: general well being of a nation
· GDP: gross domestic product: value of all goods and services produced in a nation 
· Interest rate: price of borrowing money, when interest rate is high good for the lenders and bad for the borrowers  
· Unemployment rate: % of people not working but who are looking for work 
· Dollar strength: low dollar.. good or bad? 
· Dollar at par: good for us
· Political/Legal forces: outcomes of changes in laws and regulations 
· Government spending 
· Ex: Canadian Human Rights Act 
· Ex: strengthened environmental laws 
· What does this do for business?
· Global forces: outcomes of changes in international relations 
· There has been an increase in economic integration 
· NAFTA 
· World Trade Organization: enforces trade policies among 150 members nations 
· Decreasing trade barriers

· Natural environment forces: increased importance on “green” initiatives 
· Business should create environmentally friendly products 
· Sustainable business: meet customer needs and protect environment 
· Sustainable innovation (Tesla, 10Tree)
· Why and How Companies Go Global 
· WHY?
· More resources in terms of labour, financial resources 
· Cheaper labour cost 
· Profits, customers, suppliers, capital and labour
· HOW? 
· Exporting and importing 
· Licensing: local firm pays a fee to foreign firm to be able to sell product 
· Joint venture: operates new business in a foreign country through co-ownership 
· Strategic alliance: partnership where firms share resource for mutual gain 
· Values and national cultures 
· Hofstede’s work 
· His work focused on understanding cultural dimensions 
· Power distance: does society accept unequal balance of power
· Individualism-collectivism: emphasizing group or individual
· Uncertainty avoidance: degree to which society tolerates risk and uncertainty 
· Masculinity-femininity:  degree to which society values assertiveness and materialism 
· Short term - long term orientation: goal related  
· Ethical challenges for global corporations 
· Corruption: illegal practices to further one’s business activities 
· Child labour: having children do work that should be completed by adults 
· Sustainable development: meeting the need of the person without hurting the future 
· SUMMARY 
· Understand the external environment 
· Know how companies “go global”
· Have an understanding of Hofstede’s work  





CHAPTER FIVE : ENTREPRENEURSHIP AND OPTIONS FOR BUSINESS OWNERSHIP 
· The Entrepreneur 
· Recognize and size an opportunity 
· Many characteristics 
· Internal locus of control: believe that they are in control of their own destiny; they are self-directing and like autonomy 
· High energy level: persistent, hard working, willing to exert extraordinary efforts to succeed 
· Self confidence
· Tolerance for ambiguity: risk takers
· Self-reliance and desire for independence: want to be their own boss  
· High need for achievement: motivated to accomplish challenging goals 
· Flexibility: willing to admit problems and errors and change course of action 
· Passion and action orientation 
· Strict process
· Idea 
· Screening (adds value / marketable, competitive advantage: better at delivering a product/service than your competitors, low exit costs) 
· Development 
· Social entrepreneurship: unique form of ethical entrepreneurship that seeks novel ways to solve pressing social problems  
· Develop a business plan 
· Attract investors 
· Set up goals 
· Why be an Entrepreneur? 
· Be your own boss 
· Financial success 
· Job security 
· Quality of life 
· Where to Get Money?
· Personal, friends, family 
· Debt financing - borrow money 
· Equity financing - allow people to invest for ownership 
· Crowd-funding, angel investors: provide some amount of money to help get the business started but doesn’t want to do anything with the day to day business, venture capitalists: provide significant amount of money to help the business grow, probably want to be “involved” in the business  
· Sole Proprietorships 
· When management and ownership of a business are one and the same 
· Typically employ less than 50 people 
· The oldest form of legal ownership in Canada 
· Advantages 
· Easy to form/dissolve 
· Government preferential treatment 
· Sole claim on all profits 
· Personal incentive/satisfaction 
· Pays only personal income tax = federal and provincial … more income, more tax 
· Secrecy 
· Disadvantages 
· Unlimited liability 
· Lack of continuity (uncertainty of duration) 
· Time commitment 
· Difficulty in raising monies
· Management limitations 
· Partnerships 
· When two or more people combine their financial, managerial, and technical abilities to operate a business 
· Types of partnerships: 
· General : all partners = unlimited liability 
· Limited: one partner must have unlimited liability 
· Joint venture: established for a specific project 
· Limited liability: only responsible for the amount of money you invested in
· Advantages 
· Easy to form
· Larger availability of money
· Diversification of management skills 
· Shared risk 
· Personal interest/satisfaction 
· Decision making
· Disadvantages 
· Unlimited liability 
· Distribution of profits 
· Management difficulties 
· Difficult to withdraw investment 
· Death 
· Simple withdraw 
· Corporations 
· Artificial being existing only in the eyes of the law (same rights and obligations as a person) 
· Legal entity whose assets and liabilities are separate from owners 
· Articles of incorporation must be drawn 
· Name and address of corporation 
· Objectives of coporation 
· type/number of shares to be issued
· Number of directors 
· Control of the corporation 
· Shareholders 
· Board of directors 
· Senior management 
· Shareholders 
· Owners of corporation 
· Share = unit of ownership
· Two classifications of shareholders: 
· Common: have voting rights, but don’t receive preferential treatment regarding dividends (more risks, higher gains) 
· Preferred: no voting rights, claim to dividend before common (less risk, guaranteed dividend) 
· Rights of a common shareholder 
· To vote for the board 
· To hold/sell any share registered in name 
· Pre-emptive right (right to maintain percentage ownership of business) 
· To inspect the accounting statements 
· Board of directors 
· Members for both inside and outside company (diverse backgrounds) 
· Sets long-term objectives of the corporation 
· oversees/evaluates job of senior management 
· Corporation: Advantages 
· Limited liability 
· Easier to obtain capital 
· Easier to transfer ownership
· Length of life; continued existence 
· Greater efficiency of management 
· Easier to expand 
· Corporation: Disadvantages 
· Double taxation: company has to pay tax, person has to pay tax on those dividends 
· Employee: owner separation 
· Large number of government restrictions 
· Extensive paperwork 
· Must publish annual reports 
· Franchising 
· Franchisee purchases right to sell product or service of franchisor 
· In business for yourself; not by yourself 
· Over 1000 franchisor companies in Canada 
· Over 70000 outlets in Canada 
· Directly employs over 1 million people in Canada 
· Over $110 billion in sales in Canada 
· Advantages 
· Training and management assistance 
· Personal ownership
· Nationally recognized name 
· Financial advice and assistance 
· Disadvantages 
· Large start up costs
· Share your profits 
· Management regulation 
· Coattail effect: your success is tied to the franchisor’ performance 



CHAPTER SIX: PLANNING 
· Agenda - manager as planning 
· Planning involves defining goals, establishing strategy to achieve goals, and develop plans to coordinate activities
· Planning 
· Decision making process that focuses on the future of an org.and how to achieve goals 
· Identifying the objectives to be attained and the ways to realize them 
· Results in company strategy 
· Why Plan? 
· Focuses on attention on objectives and goals 
· Offsets (to a degree) uncertainty and change 
· Minimizes costs through efficiency of operations 
· Helps integrate short with long term plans 
· Facilitates managerial coordination and control 
· Planning Process 
· Define your objective 
· Determine where you stand relative to your objective
· Generate alternatives 
· Analyze alternatives (pros and cons) 
· Implement alternative(s) 
· Evaluate results 
· Types of Plans 
· Strategic (2-10 years) 
· Broad plans 
· Prepared by top level management  
· How to achieve long term goals/vision 
· Tactical (1 year) 
· Intermediate term plans (ex: marketing plans) 
· Born from a strategy 
· Operational (month, week, day) 
· Very detailed (procedures or rules) 
· Short range plans 
· Prepared by first level management 
· Planning Tools
· Forecasting- attempt to predict the future 
· Contingency planning- alternative courses of action if things didn’t work 
· Benchmarking- external and internal comparisons to plan for future improvements 
· Goals Setting as Part of the Plan 
· Goals are objectives for performance 
· They are the starting point of successfully managing a business 
· They provide direction for all management decisions 
· Setting Goals 
· S: specific (clearly state desired result) 
· M: measureable (answer “how much”)
· A: attainable (must be challenging but not impossible) 
· R: referred to (must have a deep commitment from organization)
· T: timely (must meet deadlines, milestones)
· Final Thoughts on Planning 
· Define the task and the planning process steps 
· Understand planning tools used to offset uncertainty 
· Use various goal setting theories to ensure plan is accomplished 




CHAPTER 8: ORGANIZATIONAL STRUCTURE AND DESIGN 
· Organization structure 
· Outlines the jobs to be completed in an organization and how the jobs relate to one another 
· Arranging jobs to create an efficient task system within the firm 
· Traditional Structures 
· Functional (marketing, finance, accounting) 
· Divisional 
· Product (Chrysler, Jeep, Dodge) 
· Geography (East, West, North, South) 
· Customer (corporate, individual, government) 
· Matrix 
· Combination of divisional and functional approaches to emphasize project teams 
· Horizontal Structures 
· Team Structure 
· Cross-functional (different functions coming together) 
· Project team (get together to achieve the project goal) 
· Boundaryless Structure (seen in start up systems) 
· Eliminate subsystems (marketing dept, hr dept. Breaking these dept. down) (everyone doing what it takes to achieve the goals) 
· Open communication, little hierarchy, high usage of technology, non-permanent 
· Tall and Flat Organizations 
· Tall structures: many levels of authority relative to the organization’s size 
· Communication gets difficult 
·  More time needed to implement decisions 
· Flat structures: few levels of authority, but wide spans of control 
· Results in quick communications 
· Can lead to overworked managers 
· Biggest fear 
· DELEGATING 	
· How to change 
· Can’t do everything 
· More subordinate training 
· If they perform well, so do you 
· Proper time and understanding 


CHAPTER 11: LEADERSHIP AND COMMUNICATION 
· Objectives 
· Understanding leadership and traits 
· Assessing the communication process 
· Describing barriers to effective communication and ways to overcome barriers 
· Leadership 
· Behaviours used by managers to influence and inspire subordinates to work toward a certain goal 
· Leadership traits? 
· Personal leadership development 
· Transactional: use of tasks, rewards, and structure to influence (use of frameworks and application) 
· Transformational: recognize need for change, create vision to guide and execute (motivate followers) 
· Charismatic: envisioning, energizing, and enabling (use charm to get followers) 
· The Emotionally Intelligent Leader 
· Motivated 
· High-self awareness 
· Good relationship management 
· Good self-management 
· High social awareness 
· Drucker’s Leadership
· Define and communicate a clear vision 
· Accept leadership as a responsibility
· Surround yourself with talented people 
· Don’t blame others when things go wrong 
· Keep your integrity; earn trust 
· Don’t be clever, be consistent 
· The Meaning of Communication
· The transfer of information from one person to another 
· Is more than just words; includes facial gestures, feelings, voice inflections 
· The Communication Process
· Sender - wishes to share information 
· Message - info. to communicate 
· Channel - medium used to communicate message, ex:letter, face-to-face 
· Receiver - person for which message is intended 
· Feedback - to ensure message was understood 
· Barriers to Effective Communication 
· Selective perception - ignoring information that conflicts with our own desires 
· Credibility of the source 
· Halo effect - when one trait of a person influences our entire judgement of that person 
· Words mean different things to different people 
· Jargon 
· Specialized terminology used by a particular group to communicate with each other 
· Nonverbal 
· Emotion 
· More in textbook 
· Overcoming Barriers 
· Utilize feedback
· Use many channels 
· Use face-to-face 
· Be sensitive to the audience 
· Proper timing of message 
· Develop empathy 
· Reinforce words with action
· 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 SIXTEEN: FINANCIAL RESOURCES AND CONTROL 
· Accounting 
· An information system for the complete processing of financial information 
· Financial 
· Serves external users, relates to activities of firm as a whole 
· Managerial accounting
· Serves internal users, helps in planning, forward looking rather than historical 
· Balance sheet: 
· Double-entry accounting 
· Concept of writing every business transaction in two places- this is why the balance sheets “balances” 
· Example: borrow $30k from bank 
· Current assets increase, long-term liabilities 
· Ratio analysis 
· Logical relationship exists between certain pairs of items on financial statements
· Can the company pay its bills? 
· Is too much money tied up in inventory? 
· Commonly used ratios 
· Liquidity ratios: ability to pay current debts 
· Indebtedness ratios: relate to how much debt an organization is using 
· Operating ratios (activity ratio): deal with the stability of the firm 
· Profitability ratios: measures the profit level of a business 
· Liquidity ratio 
· Current ratio = current assets/current liabilities 
· Measures ability of firm to cover current obligations 
· Quick ratio = (current assets -(inventory + prepaid expense))/current liabilities 
· More strict measure of liquidity 
· How well a company can meet its short-term liabilities 
· Looking one to one 
· Indebtedness ratio
· 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” 
· Closer this gets to one, it is financed more with debt than equity 
· One or less 
· Highly leverage is not necessary a bad thing; starting a company, expanding operations 
· A bad thing when; don’t need the debt, do not have the money to pay off the debts  
· Operating ratios 
· Avg. collection period = A/R /avg. daily sales 
· How long it takes us to collect our money 
· Avg. daily sales: use net sales/365 
· Inventory turnover = COGS/avg. inventory 
· Average number of times inventory is sold and restocked each year 
· Avg. inventory: beginning inventory + ending inventory /2 
· Profitability ratios: 
· Profit margin = net incomes/sales 
· 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/shareholders equity 
· How much profit a company generates with shareholders’ money 


CHAPTER SEVEN: STRATEGY 
· Defining strategy 
· The outcome of planning 
· Guides resource allocation 
· Assists in achieving organizational goals 
· Competitive advantage 
· Strategy process stage
· 4 step process 
· Organizational vision, mission, and goals/objectives 
· Vision: dreams for the future
· Mission: defines orgs. purpose; identifies orgs. products and customers 
· Goals: desired future outcomes to achieve 
· Goals/objectives 
· Depending on where you “sit”, you goals can be quite different 
· Organization: maximize profits 
· Employees: higher wages 
· Customers: quality products 
· Owners: higher dividends 
· Management: promotions 
· Organization and industry analysis 
· SWOT analysis 
· Internal strengths and weakness 
· External opportunities and threats 
· Porter’s 5 forces model 
· Competitive rivalry
· Barriers to entry (new entrants) 
· Threat of substitutes 
· Bargaining power of suppliers 
· Bargaining power of customers 
· Formulating strategy 
· Analyze current situation and develop strategies to guide the allocation of resources 
· Various techniques
· Corporate -long term for entire enterprise 
· Growth strategy : looking for new markets, expanding products 
· Diversification strategy: related, unrelated 
· Globalization strategy: same product all around  
· E-business strategy 
· Business -focus on a particular business unit 
· Differentiation, cost leadership 
· Implementing strategy 
· Involves the entire management process (P.O.L.C) 
· Supported by leaders
· Corporate governance - control system and performance monitor of top management 


CHAPTER 9: INNOVATION AND CHANGE 
· What is innovation? 
· Process of coming up with new ideas and putting them in practices
· Characteristics of innovative organizations 
· Strategy and culture focuses on innovation
·  Horizontal and organic structure 
· Top management supporting innovation 
· Systems that allow teams to work with technology
· Allowing employees to be creative 
· Artificial intelligence in banking 
· Chatbots -search for keywords
· Use of modelling in capital planning 
· Recognize unusual trends 
· Robo advisors 
· Types of innovation 
· Business: product and process innovations, business model innovation (snapchat glasses, cheaper manufacturing process)
· Sustainable: create product and processes that have low environmental impact 
· Social business: find ways to create business models to address social problems
· Change and change management 
· An alteration of an organization’s environment, structure, technology, or people 
· An organizational reality 
· An opportunity or threat  
· Change agent is the person who initiates change in an organization
· Lewin’s model 
· Unfreezing: create need for change 
· Establish good relationships, help others realized, minimize resistance 
· Changing: implement change 
· Identify new ways of behaving, choose changes to implement, take actions 
· Refreezing: stabilize change 
· Create acceptance, provide support, reward 
· Resistance to change 
· Uncertainty and ambiguity 
· Concern over personal loss 
· Belief that change is not beneficial 
· Techniques to reduce resistance 
· Technique: when used 
· Education and communication: when resistance is due to misinformation 
· Participation: when resisters have the expertise to make a contribution
· Facilitation and support: when resisters are fearful and anxiety-ridden 
· Negotiation: necessary when resistance comes from a powerful group - make an exchange 
· Manipulation: when a group’s cooperation and an endorsement is needed 
· Coercion: direct force on resisters  


CHAPTER 15: TEAMWORK AND COLLABORATION 
· Teams
· Collection of people who interact and work toward a common goal 
· Team size - most effective is 6-7 people, but ranges vary 
· Team level and diversity - level of ability, experience, as well as differences among members 
· Teamwork cons 
· Absence of trust 
· Avoidance of accountability 
· Social loafing (do not do any work, but reaping the benefits from the team) 
· Inattention to detail 
· Teamwork pros 
· More resources to solve the problem 
· Improved creativity 
· Greater commitment to tasks 
· Higher motivation through collective 
· Better control 
· Types of teams 
· Problem solving 
· 5-122 employees from the sme 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 
· Cross-functional 
· Employees of similar hierarchical level, but from different work areas 
· Virtual 	
· Use computer technology to tie together physically dispersed members in order to achieve a common goal 
· Stages of team development 
· Forming: initial task orientation and interpersonal testing 
· Storming: conflict over tasks and working as a team
· Norming: cooperation and harmony gets stronger as roles are established within the team 
· Performing: team is now organized and well-functioning. Team is motivated 
· Adjourning: closure with praise around job well done 
· Organizational conflict 
· Occurs when individuals or groups have incompatible goals, and this has potential to block goal attainment 
· Parties tend to put their own objectives ahead of the organization 
· Can improve organizational effectiveness if channeled properly
· Critical management skill is dealing with conflict 
· Substantive: conflict over resources, rewards, tasks, etc
· Emotional: results from feeling of distrust, anger, personality issues 
· Conflict management strategies 
· Avoiding: withdrawing from conflict 
· Competing: person tries to satisfy own interest, without regard to other party
· Compromising: each party concerned with their own and the other party’s goals 
· Accommodating: one person tries to please the other 
· Collaborating: each party satisfies goals without concession 

HUMAN RESOURCES MANAGEMENT 
· Goals 
· Getting the right people 
· Developing a quality workforce 
· Maintaining a quality workforce
· The HRM process 
· Planning for needs: demand forecasts, supply forecasts, outsourcing 
· Pre-selection: job analysis (job description; job specifications) 
· Recruitment 
· Selection 
· Training and development 
· Employee performance appraisal 
· Employee compensation 
· Recruitment 
· Word of mouth 
· College and universities 
· Ads/internet (social media) 
· Linkedin 
· Professional firms 
· Internal 
· Recruiting statistics 
· 90% of organizations use social media to recruit 
· About 20% have applied to a job they learn about through social media 
· About 30% use social media to check in on employees 
· What do employers want today? 
· Communication skills 
· Critical thinking skills 
· Positive attitude 
· Self confidence
· Sense of responsibility 
· Teamwork skills 
· Selection process 
· Screening job applicants to ensure proper candidate is hired 
· First contact 
· Interview 
· Tests/physical exam
· References 
· Analysis and employment 
· Nine popular interview questions 
· Tell us about yourself 
· Why do you want to work with us? 
· What are your strengths? 
· What are your weakness? 
· What are your two greatest accomplishments? Why? 
· What is your biggest disappointment? Why?
· Where do you see yourself in 5 years? 10? 
· What is the most important to you in your life? Why?
· Why should we hire you? 
· Interviewing hints 
· Be confident! Never beg for a job! 
· Answer the question succinctly 
· Research the company 
· Have a strong resume 
· Dress effectively! Clothing is a tool 
· Pick a job that suits your personality 
· Have a list of questions ready
· Testing (part of selection) 
· performance : performing actual job (ex: translator) 
· Intelligence: measures general intellectual ability to perform job 
· Personality: characteristics relevant to performance (ex: service people) 
· Validity problems?
· Training and development 
· On the job training 
· Coaching / mentoring 
· Job rotation 
· Off the job training 
· Management development 
· Classroom (lectures) 
· Cases / role playing 
· Performance appraisal 
· Graphic rating scales 
· Set of qualities on which employees is evaluated 
· Vague ranking system (typically 1-5) 
· Behaviourally anchored rating scales 
· Rate a set of qualities 
· Have a specific detail of behaviours linked to a particular rank 
· 360-degree feedback 
· System or process in which employees receive confidential, anonymous feedback from the people who work around them. Typically included the employee’s manager, coworkers, and direct reports 
· Compensating employees 
· Attracting qualified workers 
· Proper reward for efficient, productive work 
· Merit pay, bonus pay, stock options 
· Retain valued employees 
· Maintain competitive position with satisfied workplace 
· Protection from layoffs, illness, and disability
· Fringe and flexible benefits  
· Human resources - trends
· Technology, globalization, and downsizing 
· Cheap labour from low wage countries 
· Chatbots 
· Better training, higher education 
· Employees in blended workforce 
· Increase in part-time/contract workers consultants 
· Emphasis on employee participation, teamwork, culture


MARKETING 
· Set of processes for creating, communicating and delivering value to customers 
· Market segmentation 
· The process of dividing the entire market into several similar groups 
· Geographical: 
· Demgraphic: 
· Psychometric: 
· What does marketing deal with?
· Consumer goods 
· Convenience (2% milk)
· Shopping (shop around - furniture)
· Specialty (no substitute) 
· Industrial goods 
· Services 
· Market research 
· Study of 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 
· Price 
· Place (distribution) 
· Promotion 
· Products 
· More than just the physical good 
· Branding, packaging, size, shape, colour, image 
· Developing new products 
· Idea development 
· Screening new ideas 
· Business analysis 
· Product development 
· Test marketing 
· Full introduction
· Product life cycle 
· Intro. Stage: consumer awareness and acceptance of product 
· Growth stage: sales increase, profits peak then start to decline as new companies enter the market 
· Maturity: sales continue to peak then decrease; lost of competition 
· Declining: sales continue to fall, marketing expenditures decreased 
· Pricing 
· Choosing the appropriate price for a product 
· An interesting phenomenon 
· The less you pay the better off you are
· The more you pay the better off you are 
· Pricing strategies 
· Price lining: (ex: men’s suits) (based on quality) 
· Loss leader: discount attracts future business 
· Bait/switch: (ex: furniture stores) 
· Skim the cream: (ex: Sony TVs)
· Mass penetration: low price and less profit, but can help gain market share 
· Psychological pricing: customers are not rational when making purchases  
· Promotional pricing: cash, seasonal, quantity 
· Place 
· Getting the products from the producer to the buyer 
· Channel - organizations that move product from producer to customers 
· Retailer: buy from manufacturers, sell to consumer (Walmart) 
· Wholesalers: sell to other businesses who then sell to consumer (McCartney Farms) 
· Direct: skips the middleman 
· Promotion 
· Selecting the appropriate technique to sell product...an exercise in persuasion, information, and influence 
· Promotion mix
· Personal selling: 
· Sales promotion: 
· Publicity:
· Advertising:  
