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Definition of Management

Working with and through individuals and groups in order to achieve desired goals.

Chain of command - work around and with other

WITH - work with, co-operate with other

THROUGH - delegate work and use others

INDIVIDUALS - everyone has different needs and wants

GROUPS - 2 or more individuals

GOALS - long term, obtained through objectives

Managerial Functions: POLC - Planning, Organizing, Leading, Controlling

Organizational Functions: Finance, operations management, HR, marketing

Process of Management

Mission statement - shows purpose/mandate of the business

Reflection of: Society, Organization, money/resources,culture,legal,politics,market,employees,competition,technology

Goals - Long term desired results

Objective - short term goals to reach final goal (ladder analogy)

· need to be reasonably achievable
· specific and measurable
· time framed
· set by those responsible for achieving them
Planning - Detailed course of action
Policy - Guideline to action

Procedure - sequence of steps to carry out the policy

Rules - MUST, and MUST NOT do

Budget - outlines finances of the organization. Must forecast.

Organize - arrange resources to carry out the plan

Lead - Motivate other to go toward objectives

Controlling - Monitoring and evaluating performance

1. Establish standards
2. Measure performance
3. Did performance match standards?
4. Take corrective action (if deviation is significant)
All leads to the art of communication

A managers main responsibility is to co-ordinate ALL the factors

-synergy, everything is interrelated

Managerial Roles

A role is a set of tasks a person performs because of their position

Roles are inside and outside of the organization

1. Interpersonal (between people)
2. Informational (inside and outside)
3. Decisional (specific directions)
Managerial Skills

1. Conceptual Skills - ability to analyze a situation
2. Humans Skills - ability to control others, inter-relate
3. Technical Skills - Job specific knowledge to perform tasks
Measuring Performance

Economy - Terms/conditions on how human and material resources are acquired

Efficiency - amount of resources used to produce goods

Effectiveness - Did the organization meet it’s goals?

Forms of Ownership

Sole proprietors, partnerships, and corporations

Sole Proprietorship

When management and ownership are the same

· Most common (60-70%)

Advantages

· Easy to form/dissolve. Must be legal

· License may be required, simplicity (chip wagon - food license, peoples well-being)

· Preferential treatment from government (taxes and benefits) - backbone of economy (jobs, competition)

· Sole claim on profits, or losses - a lot of bankruptcies

· personal incentive and satisfaction

· pays only personal income tax (progressive tax system - tax brackets, highest is 46%, at around 125,000 taxable income)

· Secrecy - ideas kept to themselves

Disadvantages

· unlimited liability, responsible for all consequences, with personal assets

· lack of continuity (duration), if dead, company stops

· difficult to raise money (capital)

· Management limitations, no variety of skills/knowledge

Partnerships

When two or more people combine their abilities to operate a business for profit

· least common, many challenges

General Partnership

· all partners have unlimited, or general liability

· Most common, as everyone is responsible

· Joint and several liability

Limited Partnership

· one general partner (by law), must have reasonable assets

· one or more limited partners

Articles of Partnership

· prevents misunderstanding at a future date

· not legally required (do it when everyone is happy)

· witnessed by someone neutral, in logical sense

Advantages

· Easy to form
· Owners are taxed at a personal rate
· Larger availability of money
· Diverse Management skills
· Retention of valuable employees
· Personal interest/satisfaction
Disadvantages

· usually unlimited liability (several liability) - Everyone is accountable - Jointly liable
· Management Difficulties
· Difficult to withdraw investment (end it) (why you use articles of partnership)
· Death, 
· Insanity,
· incarceration,
· simple withdraw
Corporations

Economic and Social Benefits

· Most effective means of managing productive resources (land, labor, capital)
· Professional management and research
· Higher living standards (produce goods in large quantities, cheaper for customer, so more people buy it. Circular flow Model)
Economic and Social Problems

· Bigness (Monopolies, morale, price fixing)
· Environmental Concerns
· Political Concerns
Forming the Corporation (like creating another person) (also called Charter)

· Done either Federally or Provincially
· Apply for Articles of Incorporation
· Name of Corp (new name)
· Type/number of shares to be issued (equity financing, selling shares of stock)
· Number of directors (must have board of directors)
· Location of operations (where is the head office, dictates laws)
· Purpose of business
Control of the Corporation

· Shareholders (owners of the business)
· Board of Directors (decision makers, represent shareholders)
· Senior Management
Shareholders

· owners of the corporation
Two types:

· Common (garbage owners)
· Preferred (more expensive)
Rights:

· to vote for the board (one vote per share)(meaningless)(can give “proxy”, give vote)
· To receive dividends if declared (BoD might decide to retain earnings for resources)
· To hold/sell any share registered in name
· To share in assets on a pro rata basis (payed off after company sells)
· Pre emptive right( to maintain percentage ownership business, Get option to keep %)
· To inspect the books (must prove cause for examining)
How Does a Corporation obtain Funds?

· Equity Financing (Selling of shares, Diluting ownership)
· Debt Financing (borrowing money, interest payments, date of maturity on the loan)
Most business’s have a mix, according to what makes sense

Equity Financing (shares)

Common (Residual)

· vote
· dividends (if declared, after preferred), redeemable
· share of assets (after preferred)
· MORE RISK, but potential return is much more
Preferred

· No vote, (can get temporary vote, if chosen by the BOD)
· Dividends (if declared), Rate of return put on the share.
· share of assets (before common)
· Cost more
· Most Accumulative (if dividends aren’t paid one year, it adds onto the next)
· LESS RISK (hoping for dividends)
The Board of Directors

· represents rights
· formulate a set of corporate bylaws (how the company will run)
· oversees and evaluates the job of senior management
· Liable for GST and Income Tax
· Liable for 6 months of employee wages (if company goes under)
What is a Corporation?

· “artificial being, invisible, intangible, and existing only in the eyes of the law”
· Legal entity, exists on paper only. Has all the rights of an individual
Rights

· buy, own, sell, manage property
· sue or be sued**** important
· recognized as the legal owner of the business
· to continue forever
Advantages

· Limited Liability
· easier to obtain capital
· continued existence
· greater efficiency of management
· easier to expand, take over other businesses
· legal entity
Disadvantages

· Double Taxation (paying income tax on income that has already been taxed)
· More expensive to organize
· large number of government restrictions
· Must publish annual reports
Types of Corporations

The Federal and Provincial charters allow for four types:

· Private
· Public
· Mixed
· Crown
Private

· limited to 50 shareholders
· Shareholders can not sell shares without BOD approval
· Public is not permitted to buy shares (not exchanged on the marketplace)
Public
· Can be more than 50 shareholders
· Can issue shares on the financial markets (IBM, Ford, etc)
· usually owned by hundreds or thousands of shareholders
Crown
· A business that is owned and operated by the Government (Fed or Prov)
· Considered a form of public ownership, which the government owns and operates on behalf of the general public (Petro-Can, Canada Post)
Why?

· Fosters competition
· Certain sectors (natural resources, transportation) are too important to be left in the hands of private firms
· Provides services which would not likely be offered by others
Mixed
· Jointly owned by the government and general public
· Politicians do not participate in day to day
· Most operate in the exploration and natural resource sectors
Franchising

· In business for yourself, not by yourself 
· Over 1100 franchiser companies (e.g.,Tim Hortons counts as one) in Canada
· Over 60,000 outlets in Canada
· Over $90 billion sales in Canada
Advantages

· Training and management assistance
· Personal Ownership
· Nationally recognized name
· Financial advice and assistance
Disadvantages

· Large start-up costs
· Share of profits, Management Regulation
· Coattail Effect - Your success is tied to the franchisor’s performance (Deny’s ex)
Buying a Franchise

· Shop around, do your homework
· Get Legal and financial advice
· Look for financial stability in the franchisor
· Scrutinize the business plan and pro-forma statements
The Evolution of Management Theory (essay question)

Summary

· Classical Approach (1880-1920)
· Human Relations Approach (1930’s)
· Contemporary Approach (1950-1980’s)
· Emerging Practices (1990’s-2000’s)
The Classical Approach 

Systematic Management
Adam Smith - 1776, advocate of systematization

· effectiveness
· division of labour
· productivity’
· efficiency
Focused on the definition of duties and responsibilities

· Led to SCIENTIFIC MANAGEMENT**********
Scientific Management
Basic question: How can management increase the level of worker productivity and motivation?

Group:

· F.W. Taylor
· Philosophy (The 3 S’s, Use Money as incentive)
· Break down the jobs into the “finest” elements
· Standardize, specialize, and simplify
Ex. car wash... 

First Standardize, Do all the same way (Spray Water)

Second Specialize, Have equipment that only does specific things (clean, spray, dry)

Third Simplify, Do everything as simple as possible

Piece-rate system

First wage incentive program that ever existed

Benefits of Taylor’s Work:

· traditional thinking to scientific analysis
· productivity did improve!
· Break it down, easier to achieve, figure out the best way of doing it
Problems of it:

· oversimplification
· failed to realize: influence of group norms, social needs, and pressures
Measurement Time Motion

Frank Gilbreth

· Believed the one best way to perform a job
· Took video’s of others doing job, timed them
· Therblig - each operation is broken into Therblig - unit of motion
Gilbreth said everyone has 17 Therbligs

#1: Search

#2: Find

#17: THINK

Says theres one best way to do each therblig

Results

(how to take a shower in one minute)

· foot-levers to open garbage cans
· special chairs for factory workers
· redesigning of typewriters
· new assembly line techniques
· SIMPLE YET EFFECTIVE
The Administrative Approach

Henri Fayol

· Philosophy
· Management is a universal process
· fit the person to the job
· Developed the General Principle of Management
Principles

1. Division of Labour - Allows for job specialization
2. Authority and Responsibility - Can’t hold someone responsible for something they have no authority for
3. Unity of Command - Everybody should have only one boss
4. Line of Authority - A clear chain from top to bottom of the firm (based on militaristic)
5. Centralization - The degree to which authority rests at the very top (power on top)
6. Unity of Direction - One plan of action to guide the organization
7. Equity - Treat all employees fairly in justice and respect
8. Order - Each employee is put where they have the most value
9. Initiative - Encourage innovation
10.  Discipline - Obedient, applied, respectful employees needed
11.  Remuneration of Personnel - The payment system contributes to success
12.  Stability of Tenure - Long-term employment is important, have job security
13.  General interest over individual interest - The organization takes precedence over the individual
14.  Esprit de corps - Share enthusiasm or devotion to the organization.
Problems

1. Based on observation (not trained observers)
2. Concerned primarily with the structure of the organization
3. Human element nothing more than a raw material
Bureaucratic Management

Max Weber

· Managers should manage in a systematic way
· Make decisions based on rules, regulations and impersonality
· Clear division of responsibilities and authority
The Human Relations Approach*******

- 1930’s

· Primarily, as result of the Hawthorne Plant studies - Elton Mayo
Philosophy: Change management emphasis from productivity to human element

(Happier people, means higher productivity)

The Study:

· Illumination will affect productivity level (lighting)
No matter what was done, productivity was increased.... Why?

A COHESIVE WORK GROUP DEVELOPED

Team Spirit - The environment is important

MANAGEMENT MUST CREATE A STIMULATING WORK ENVIRONMENT**************

Stimulating Work Environment

Stimulating is not the same for all people. Different ways for different people

Definition of Motivation: Need -> Action -> Goal

Need causes action to satisfy a goal

Maslow’s Hierarchy of Needs
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5 needs

· Self-Actualization (5% reach self-fulfillment)
· Ego
· Social
· Safety (Maintenance need)
· Physiological (Maintenance need)
Move from the bottom needs (Physiological) and continue to the top (Self-Actualization)

Everybody can be motivated

· Everyone has the same needs
The need that is least satisfied motivates us the most

· Where we place our emphasis varies
· If managers know their employees, they can more effectively motivate them
Problem is it takes time to find what motivates people, Time is money

Theory X and Y

Douglas McGregor

Theory X: Assumes the average worker is lazy, dislikes work and will do as little as possible

Theory Y: Assumes workers are not lazy, want to do a good job and the job itself will determine if the worker likes the work

SELF-FULFILLING PROPHECY

Contemporary Approaches

1950s-80s

Continue to question, should management be considered an art or science?

Art - Draw from experience, observations

Science - Use problem solving approach

Both, equal for human relations and productivity

Quantitative Approach

Organizational Behavior (X and Y)

The Process Approach

· Objective/goals, planning, organizations, leading, controlling, communicating
The Systems Approach

· Synergy, open vs closed system
· System parts: individual, formal org, informal organization (invisible structure), role and status arrangements, physical setting
Contingency Approach (Situational Management)

Emerging management practices

· Comparative Management - Constantly looking at other cultures and taking there good ideas
· Organization Culture - dictates the decision making
· Team Building - Decisions take place in teams
· Empowerment - Give people responsibility and entitlement
· Total Quality Management (meeting customer satisfaction/requirements 100%)
Summary

Classical Approach

· Scientific Management
· Administrative management
· Bureaucratic Management
· Systematic Management
· 1880-1920
Human Relations Approach

· 1930’s
Contemporary Approaches

· 1950s-80s
· Quantitative Techniques
· Organ. Behavior
· Process Approach
· Systems Approach
· Contingency Approach (situational)
Emerging Practices

- 2000’s

· Comparative
· Organization culture
· Team building
· Empowerment
· Quality Revolution
Organizational Environment

Why analyze?

· Organizations operate n an open system
Organizations operate in a PLURALISTIC ENVIRONMENT

· These are largely UNCONTROLLABLE FACTORS; external forces
The General Environment

Economic Environment

· interest rates (0.25% in summer, lowest ever)
· unemployment rates (Govt. supplies jobs, 
· trade balances(mostly with US, 80-85%)
· dollar strength(becoming even)
· market demand 
Economic:

Gross Income

· Taxes
=Disposable Income

· Essentials
=Discretionary income

Therefore, if the economy is low, Essentials will be bought, Discretionary items not

Behavioral

Have to be able to be aware of what people want, and where (quebec and there candy)

(maritimes and their tea)

Political/Legal Environment

· Democratic (majority rules)
Social Environment

· philosophies, attitudes and values (they change over time)
· changing demographics(people living longer - retirement communities)(urbanization)
· increasing urbanization
· education
Technological Environment

· Everything you get is out of date immediately
Ethical Environment

· Pressure groups
· values; morals (opening a door for lady)
International Environment

· increasing globalization - trade
· foreign direct investment
· expansion of transnational companies
Task Environment

Forces from suppliers, distributers, customers, and competitors

1. Supplies: Provide organization with inputs
· Need reliable input sources
· provide raw materials, components, and even labour
· Prefer to have many, similar suppliers of each item
2. Competitors
· Usually the most serious force facing managers, must be aware
· often means lower prices
· Barriers to entry keep new competitors out: Economies of scale, Brand loyalty
3. Distributors - Organizations that help others to sell goods
· Some have strong bargaining power (Wal-mart)(threaten not to carry your product)
4. Customers
· Usually, there are several groups of customers
ex. Dell Canada - business, home and government buyers

A Manager MUST SCAN and MONITOR

Decision Making

A process by which a choice is made between two or more alternatives

4 elements

· an Objective
· Alternatives
· Consequences
· the Choice
Types of Decision Making

Programmed decisions: Routine, almost automatic process

Non-programmed decisions: unusual situations that have not been often addressed.

First level managers (technical decisions)

Middle level managers (managerial decisions)

Top level managers (institutional decisions)

Conditions affecting decisions

· Certainty
· Risk
· Uncertainty
Certainty - Very rare in today’s world. Managers know exactly what will happen (100%)

Risk - The use of probabilities, outcome can be estimated

Uncertainty - Nothing is known, alternatives are not known. Can’t assign probabilities

Decisions making steps

1. Recognize need for a decision: Managers must realize that a decisions must be made. (sparked by an event, or change)
2. Generate alternatives: Managers must develop feasible alternatives courses of action
3. Evaluate alternatives: What are advantages and disadvantages of alternatives?
(When assessing ask: Is it practical? economically feasible? ethical? Is it legal?)

4. Choose among alternatives
5. Implement chosen alternative: managers must now carry out the alternative
6. Learn from feedback: managers should consider what went right and wrong with the decisions and learn for the future.
Group decision making

Better than individual decision making, as it gives different backgrounds, cultures, values, traditions, education. Come to a consensus

Decision making aids

***The Expected Value Concept and Payoff Matrix
The use of probabilities to measure the values of various outcomes for each alternative

Expected Value=Income Produced x The probability of generating the outcome

EV=I x P

Ex.

Co. wants to increase revenue by $100,000

	3 Alternatives
	Anticipated Income(Revenue)
	Probability of outcome

	New Product
	$150,000
	55%

	Marketing Program
	$125,000
	70%

	Modernize Plant
	$110,000
	88%


Choose best option - One with highest expected value

150,000 x 0.55= 82,500

125,000 x 0.70= 87,500

110,000 x 0.88= 96,800** Highest expected value!

ALL THINGS BEING EQUAL (OTHER FACTORS)

****The Break even Analysis

All calculations to 2 decimal places (show the cents)

Always Annualize the break even point (rent is $1 a month, $12 a year)

The point at which there is NO PROFIT OR LOSS

· Volume of production at which all COSTS, both FIXED and VARIABLE are met
Total Costs= Fixed Costs + Variable Costs

Fixed costs

Costs that don’t vary with level of production

· Costs you have no matter what (rent every month, office salaries, insurance, etc)
Variable Costs
Costs that DO vary with the level of production

(Sales commission, overtime payments, electricity, raw materials)

Fixed or Variable?

Sometimes difficult to determine

Break even Calculation
Diagram Method

1) BEP= FC/ 1- (VC/SP) = 24000/ 1- (6/10) = 240000/6=40000
2) BEP=(SP-VC)= UC..... FC/UC= 4000
Problem

Sales=500000

FC=100000

VC=75% = 375,000

WHAT IS BEP

500000/0.75= 375,000

= 400,000

Sales=500,000

FC=200,000

VC=275,000

WHAT IS BEP?

= 4444.44444

Story Problem

SP=0.90

FC=200

VC=0.50

WHAT IS BEP

=500 in units 

Ethics, Social Responsibility, and Diversity
Remember E-----B; B------E

Environment has impact on business, and vice versa

Consumerism

The economic and social justification of a firms existence is to meet the needs and wants of the consumer

Many orgs. are now considering ETHICAL CONSIDERATIONS into their decision-making process

Stakeholders

The interested parties in success

· Shareholders
· Employees
· Communities
· Neighbors
· Government
Ethics

For each stakeholder, what is ethical might be different

Ethical Reasoning

· Depends on moral values
· We are all different
· Perceptions, values and beliefs
· determining the definition of proper conduct
Ethical Models

1. Utilitarian Model
A decision that produces the greatest good for the greatest number of people

2. Moral Rights model
A decision that best maintains and protects the fundamental rights and privileges of the people affected by it

3. Justice Model
A decision that distributes benefits, and harms among stakeholders in a fair, equitable or impartial way

Arguments for Social Responsibility

· In the business’s long term interest
· improves public image
· improves viability of business
· avoids government regulation
· In stakeholders best interest
· better able to solve problems
· problems can become profitable
How to Manage Diversity

· Increase diversity awareness: Managers need to become aware of their own bias
· Understand cultural differences: How they impact working styles
· Exercise effective communication with diverse groups
Be sure TOP MANAGEMENT IS COMMITTED to diversity

Sexual Harassment

Damages the person being harassed and the organization

· both men and woman can be victims
Quid Pro quo Harassment

Victim is requested to perform sexual favors to keep a job or win promotion

Hostile work environment harassment

Some members are faced with a hostile, intimidating work environment.

· Inappropriate jokes, porno displays and remarks
How to Avoid

Develop and communicate a sexual harassment policy.

· point out that these actions are unacceptable
Set up a complaint system to investigate allegations.

· If there are problems, correct them at once
Conclusion

HOW THE BUSINESS FINALLY PERFORMS DEPENDS ON THE CULTURE WITHIN

Finance and Accounting

Ratio Analysis

· Can the company pay it’s bills?
· Is too much money tied up in inventory?
· Is the firms credit policy adequate?
What to do with the ratios?

- Look at Industry standards (competition)

· Historical Standards (past results compared)
· Company Ratios (other ratios done by business)
Commonly Used Ratios

- Liquidity Ratios (ability to pay current debts)

· Operating Ratios (deal with stability of the firm)
· Indebtedness Ratios (deal will debt)
· Profitability Ratios (measures profit level of the company)
Liquidity Ratios

Current Ratio

CA / CL - 2:1 is a good ratio

Quick Ratio (Acid test)

CA - (Inv. + Prepaid Expenses) / CL - 1:1

Working Capital ($ value between CA and CL)

CA - CL

Operating Ratios

Average Collection Period (A/R turnover)

AR/(Net sales ÷ 360)

Inventory Turnover

COGS / (B Inv. + E. Inv. ÷ 2)

Indebtedness Ratios (Leveraging)

Debt to total assets

Total Debt/Total Assets

Profitability Ratios

Return on investment

Net Profit/Owners Equity

Economic order quantity

Example

Annual Demand for spools =$50,000 A 

Cost per Spool= $75 C

Cost to place an order= $25 S

Annual inventory carrying charge= 12% I

Arbitrary decision: Order on a quarterly basis. 50,000/4=12,500

If we order 4x a year... 12500= $50,000

Annual costs:

Cost to order 4x 25= $100

Cost of spools 50,000x75= $3,750,000

Annual cost to carry: 6250(Av. inventory) x 75 x 12% = $56,250

Total Costs: $3,806,350

EOQ= Sqrt(2AS/IC)

= SQRT(2(50000)(25))/((0.12)(75))

=SQRT(2,500,000)/(9)

=SQRT (27777777)

=527.05

therefore every time you place an order you purchase 527.05 spools.

If EOQ is used Annual costs are:

Cost to order: 50,000/527.05 = 94.87... 94.87 x 25 = $2371.75
Cost of Spools: 50,000 x 75 = $3,750,000

Annual cost to carry the inventory: 263.53 (Av. inventory) x 75 x 0.12 = $2,371.77

Total: $3,754,743.52

EOQ balances the order costs and the carrying costs.

Saves around $50,000.

Quiz: Balance sheet, Income statement, Break even point, economic order quantity, ratios

The Manager as a planner and strategist

Managerial Objectives and Planning

If you don’t know where your going, any road will take you there.

Goals

Goals are different to different people

Organization - Maximize Profits

Employees - Higher wages

Customers - Quality products

Owners - Higher Dividends

Management - Promotions

Goals and Strategies

Objectives for performance

· Starting points of successfully managing a business
The planned method of REACHING A GOAL is STRATEGY

Purpose of setting goals

Provides direction, guidance, motivation

· Assists in allocating resources
· Helps define corporate culture
· Helps access performance
Goals vs Objectives

Goals = Long term desired results

Objectives = Short term (rungs in the ladder) that one must achieve in order to reach the long term goal

Setting goals and objectives

- Be specific and measurable

- TIME oriented

- Realistic, yet challenging

· Set by THOSE RESPONSIBLE for achieving them
· Must be balanced
· Integrated to performance appraisal
· Flexible
Planning

Determine how best to use resources

· Identifying objectives to be attained and the ways to realize them
What is a plan?

· Detailed course of action
· covers specific activity
· specifies goals and short term objectives
· specifies human and material resources
· specifies methods
Why plan?

· focuses attention on objectives and goals
· Offsets (to a degree) uncertainty and change
· Minimizes costs through efficiency of operations
· Forces managers to be creative
· Helps integrate short with long term plans
· Facilitates managerial control
Why planning is important

Provides:

· Participation
· Sense of direction and purpose
· Coordination
· Control
LOOK AT 3 STEPS OF PLANNING FROM BOOK.

Types of plans

Strategic

· Broad
· prepared by top level management
· how to achieve long term goals
Tactical

· Short term plans
· born from strategy
Operational

· very detailed
· short range plans
· prepared by first level managers
Strategy Formulation

· Analyze current situation to develop strategies to achieve the mission
· Accomplished by SWOT ANALYSIS
(Organizational Strengths and Weaknesses)

(Environmental Opportunities and Threats)

Managing Organizational Structure

Organizing

How to use existing resources to implement the plan

· Arranging jobs to create an efficient task system within the firm
Principles of Organizing

· Laurence Urwick
Principle of Objectives 

Principle of Specialization - put people with similar characteristics together

Principle of Coordination - Make sure they work together

Principle of Authority 

Principle of Responsibility - Do duties assigned to them with responsibility

Principle of Definition - Job description needs to be communicated to job recipient

Principle of Parity of Authority and Responsibility- Cant hold someone responsible for something they have no authority for.

Principle of Span of Management - Can only manage a certain amount of people (no more then 7)

Principle of Balance - All power should be equal in the organization

Principle of Continuity - homeostasis... self correcting tendency. They evolve.

Types of Departments

Function (Marketing, finance, accounting, human resources, etc) - Same characteristics

Product (chev, pontiac, buick, etc) - Same kind of product

Geography (east, west, north, south) - Territory

Customer (University, Hospital, Security) - Same type of consumers

Organizational Culture and Change

Organizational Culture

Collection of values, norms, and behavior shared by workers

· controls how workers interact with each other.
Levels of Culture

2 levels:

1. Visible
See culture through its artifacts; what you see, hear and feel when you are within an organization

2. Invisible
The values, beliefs, and assumptions that make up the organization culture.

Creating and sustaining culture

Three ways:

Hiring

· only hire and keep employees who think and feel the way senior management does.
Socialization

· management socializes employees to their way of thinking and feeling
Role Modeling

· Top managers serve as role models
Communication

The meaning of communication

The transfer of information from one person to another

· Is more then just words, includes facial, gestures, feelings, voice inflections
Importance of good communication

Increase efficiency

Improve Quality of product or service

Become more responsive

Foster innovation
The Basic Model

Sender-------Message------Receiver

Whats wrong?

· Creating common images
· We must encode
· We must decode
The Communication Process

Sender

Message (verbal or nonverbal)

Channel

Receiver

Feedback

Different perceptions

Enhanced Process

Source-----Encoding----Channel----Decoding----Receiver

Feedback

· people don’t see things the same way you do
Potential Problems?

· Failure in encoding
· failure in decoding
· the actual transmission
Barriers to Effective Communication

Hearing what we want to hear

Ignoring information that conflicts

Credibility of source

· Words mean different things to different people
FAST

· Runner
· Friend
· company
· asleep
· no eating
500 words----14000 diff. meanings

Jargon

Nonverbal

Emotion

Noise - psychological, social, physical

Overcoming Barriers

Utilize feedback

Use many channels

Use face to face

Proper timing of messages

Reinforce words with actions

Direct, simple language (K.I.S.S)

Proper amount of redundancy

Human Resources Management

Managing the most important asset-- People

Typical Organization

· Training - Expensive, can have high turnover, go through probation period
· Employee Benefits - Insurances, Plans, very important
· Counseling - substance abuse, stress, death
· Wage and Salary administration - Income, increases, 
· Labour Relations - dealing with contracts, etc
· Employee Selection - interviews, etc
Recruitment

· Word of mouth
· Government
· Private Agencies
· College/Uni
· Ads
· Professional
What do employers want today!

Communication Skills

· Ability to understand and to speak
· Ability to listen and learn
· Ability to read and write
Thinking Skills

Positive Attitude

Self Confidence

High Standard of Personal Ethics

Sense of Responsibility

· Ability to plan and manage time, money, and other resources
Ability to Adapt to changes

Teamwork Skills

Selection Process

· First Contact (walk in; mail in)
· Application Form
· Interview (most used, poorest predictor)
· Reference (academic, non-academic, personal)
· Tests
· Physical Exam
· EMPLOYMENT (3 - 4 months on average) 
Resume

· Personal Cover Letter
· Typed
· 1 - 2 pages Max.
· Action Verbs ( WHAT YOU DID, how you made an impact, what did you achieve)
9 Most Often asked Interview Questions

1. Tell us about yourself (your history, born, schools, interests, where you are today)
2. Why do you want to work with us? (Know the company, tell how skills you have will benefit the company)
3. What are your strengths? (Communication, leadership, organization, etc)
4. What are your weaknesses? (Procrastination, perfectionist) - Be honest, turn into positive
5. What are your two greatest accomplishments? Why?
6. Whats your biggest disappointment? Why?
7. Where do you see yourself in 5 years? 10 years?
8. Whats the most important thing to you in your life? Why?
9. Why should we hire?
Interviewing Hints

· Be Confident! Don’t beg
· Research the Company, Show them how your skills will help them
· Have a good Resume
· Dress Effectively. Clothing is a tool (Navy blue suit, grey slacks)
· Pick a job that suits your personality
· Overcome fear by seeing many...
Testing

Performance Test (Skills)

Intelligence Test

Personality Test

Validity Problems?

Training and Development

On the Job Training

· Coaching
· Job Rotation
· Special Assignments
Off the Job Training

· Classroom (Lectures)
· Cases
· Role Playing
Compensation and other functions

Initial determination of income, then what?

Plant Services (Safety programs, suggestion plans, medical facilities, cafe)

Labour Relations

Employee Benefits and Services

· Pension plans
· Life insurance/Disability Insurance
· Profit-sharing Plans
Human Resources - Trends

Technology, Globalization, and down-sizing of the workforce

· Employees working at home
· Emphasis on employee participation, teamwork, quality, customer satisfaction
· Better training, higher education of the work force
Human Resources Challenges

· Complex Laws and regulations
· Excess of untrained workers
· More older workers
· Low morale due to downsizing
· Increasing demand for part-time workers
· Cheap labour from low wage countries
· Need for new and innovative compensation packages
Marketing

Selling a product or a service

· how people buy
· Everything from stage one of the idea to after sales
The marketing concept - 2 stages

1. Everything you do is oriented towards the customer
2. Profit Maximization
Consumerism

The feeling that everything you do is oriented towards the consumer

· The economic and social justification, that an institution is there to meet the needs and wants of consumers
Market Segmentation

First thing to understand is what the product you are trying to sell is.

Second is who is likely to buy my product. Understand the market

Ex. Selling a Bentley for $250,000. Ad in Ottawa Citizen? No, be selective in distribution (Van, Mon, Tor)

Geographic

Demographic (age, sex, family, size, life cycle)

Personality

Income/Lifestyle

What does Marketing Deal with?

Consumer Goods - Good is produced and sold directly to the consumer

· Convenience - Can be bought anywhere (Convenience stores - Butter, Milk)
· Shopping - Secure as much info as possible, shop around (Compare different brands)
· Specialty - Only found at special stores (Cheese only found at certain cheese shop)
· Unsought Goods - Casket, etc
Industrial Goods - Goods produced and sold to other industrial users, who then use them to manufacture consumer goods.

Services- Fastest growing sector of the economy (consultant)

The Marketing Mix

· Understand YOUR PRODUCT
· Develop the marketing strategy (Mix)
Product

Price

Place

Promotion

Public Image - Can take years to build, can be taken down quickly.

Products

More than just the physical good

· Packaging, warranty, size, shape, color, image, service, etc
Strategies

· Width (Least to most expensive), Depth (One line has different models), and Consistency (developing and marketing services which are similar to which you are already selling)
All include 3 basic elements: Branding, Packaging and Labeling

Product Life Cycle - Every product eventually goes off the market

· Length varies on the nature of the product
Integration - growth - Maturation - Saturation - Decline

Pricing

Strategies
Cost-Plus - Charge a certain percent more then it cost you to produce

Price Lining - Each product line has a price line

Loss Leader - Put on sales to generate impulse purchases (Go in for the kleenex, end up buying other products)

Bait/Switch - Baited into the store using fake sale, then get you to look at other products

Skim the Cream - Put out at high price, when sales decrease, decrease price.

Mass Penetration - Put product out at low price

Odd Pricing -  (Psychological pricing)- tend to buy items that are oddly priced

Prestige Pricing - Creates an image, priced high to show value

Promotional Pricing - When you buy something, then give you incentive to come back (Canadian tire money)

Place (Distribution)

Getting the product from the manufacturer to the consumer

· Many channels
Direct - Sell directly to the consumer (No middle man)

Wholesaler - Provide a service (Middle man)

Retailer - 

Promotion

Exercise in Persuasion, Information, and Influence

· Personal Selling - One on One experience
· Sales promotion devices - Coupons, contests, point of purchase displays
· Publicity - Free advertising if good.
· Advertising (Product, Institutional) - Direct action, makes you go now (deals) - Indirect action, makes you go when you need that product (cokes the best) - Institutional, Goodwill. provides gift to consumers
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