Chapter 1: Introducing Management
What is an organization?
· A collection of people working together to achieve a common purpose
· Operate in an open system
· Measuring Organizational Performance:
· Productivity:
· Quantity and quality of outputs relative to the cost of inputs
· Involves two performance measures:	
· Efficiency:
· Amount of resources acquired to produce goods and services (doing things right)
· Effectiveness:
· How well the organization is doing it in meeting its goals (doing the right things)

What is the Management?
· The planning, organization, leading, and controlling of resources to achieve goals effectively and efficiently
· Manager:
· The person responsible for supervising resources to achieve goals

Managerial Skills:
· Conceptual Skills:
· Ability to analyze and diagnose a situation and find the cause and effect
· Human Skills:
· The ability to understand, alter, lead, and control people’s behaviour
· Technical Skills:
· The job-specific knowledge required to perform a task
· Time Management and Decision Making Skills

Managerial Functions:
· Henri Fayol:
· Described the 4 Managerial Functions
· All Managers must perform:
· Planning:
· Used to select goals and a course of action
· It is a process:
· Establish Objectives
· Is there a gap?
· Develop an action plan to achieve objectives 
· Organizing:
· Process of assigning tasks, allocating resources, and coordinating work activities
· Create organization structure
· A formal system of relationships
· Example: Functional VS. Geographical
· Leading:
· Managers articulate visions/strategy for organization
· Must use: Power, Persuasion, Communication, and Motivation
· Result:
· Employee 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

Managerial Roles:
· Described by Mintzberg
· A role is a set of specific tasks a person performs because of the position they hold
· Roles directed inside (employee) as well as outside (shareholders, etc.) the organization—3 Category:
· Interpersonal Roles:
· Coordinate and interact with others
· Figurehead Role: Symbolize the organization
· Informational Roles:
· Obtain and Transmit Information
· Monitor:
· Information seeking, analyze information inside and outside organization
· Disseminator:
· Transmits information to influence members work and attitude

· Spokesperson:
· Uses information to promote organization
· Decisional Roles:
· Gain information and use it to make decisions
· Entrepreneur Role:
· Deciding upon new projects
· Disturbance Handler Role:
· Assume responsibility for handling an unexpected event
· Resource Allocator Role:
· Assign people/money between functions
· Negotiator Role:
· Helps find solutions between stakeholders 

Module 1: Management History
Classical Approach
Advocate of systemization
· Efficient and Effective
· Division of labour - everybody has a job and productivity increases
· Productive
· Focusing on defining rules and responsibilities of workers

Scientific Management 
·  Study of relationships between people and tasks to increase efficiency
· F.W. Taylor - focused on time-study
· Use money as incentive(Motivate or encourage to work)
· Benefit: Productivity and efficiency increases
· Problem: Oversimplification, didn’t consider human element

Administrative Management Theory
· Study of how to create organizational structure that leads to high efficiency and effectiveness
· Management is a universal process
· Fit the person to the job
· Workers should accept management
· Fayol’s Principle
· 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 have only one boss
· Line of Authority: 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 the organization
· Equality
· Order: each employee is placed where they have the most value 
· Initiative
· Discipline
· Remuneration of Personnel: payment system contributes to success
· Stability: long term employment is important
· Company’s interest over your own: organization over individual
· Share enthusiasm for organization

The Behavioural Approach
· Change management emphasis from productivity to human element
· Emphasis from productivity to human element
· Viewed organizations as communities
· Believed in teamwork
· Ideas of employee ownerships and ethics
· Munsterberg
· Psychological tests for employee selection - Test
· Learning theory for training 
· Human behaviour for motivation - Reward to keep you working hard and better
· Bernard:
· Discussing Organization as open systems
· Managers job to stimulate employee level of effort
· Organizations as social systems requiring cooperation

Contemporary Approach
· Should management be an art or science?
· Art - draw from experience and observation meaning watching what stimulates them to work
· Science - use problem solving approach
· Contingency Thinking [Fail safe]
· Assume there is no one best way to manage
· The environment has an impact
· Managers must be flexible to environment
· Organizations design and control depends on the environment
· Process Approach: Planning, Organizing, Leading, and Controlling


Emerging Management Practices
· Organizational Culture/Team Building(Values, Norms binding an organization together)
· Empowerment - giving the authority to do certain jobs and to make decisions
· High Performing Organizations
· Seeks excellence in results and quality of work life
· Total Quality Management - introduced in the 50’s
· Commitment to continuous improvement; product quality and customer satisfaction
 
Chapter 4: Managing in a Global Environment
USMCA
· Renegotiation of NAFTA (originally came into effect in 1994)
· Agreement in late 2018, but each country now needs to approve
· Some key areas that have updates are dairy, automobile origin (75%), labour, and dispute settlement
 
Brexit
· Started in 2016 where the UK voted to leave European Union-had two years to do so
· EU-28 countries focused on common economic, social, and security policies 
· Agreement to leave has still not been finalized(Further delay to Oct 31, 2019)

Organization’s Environments
· Internal
· Owners, Board Directors, Management, Employees, Culture
· Specific
· Customers, Distributors, Labour, Competitors, Suppliers
· General
· Global, Technology, Economic, Political, Sociocultural

Company’s External Environment
· Conditions that affect the way an organization operates
· Conditions change due to:
· Opportunities: new tech, new markets
· Threats: Economic downturn
· Managers must seek opportunities and avoid threats

SWOT
· = Strength, Weakness, Opportunity and Threats
· A structured way to look at a project or company for evaluation
· Internal Strength and Weakness(Inside of the Organization)
· External Opportunities and Threats(Outside of the Organization)

External Environment
· Political/Legal forces: outcomes of changes in laws and regulations
· Political Risk
· Government Spending
· Ex. Canadian Human Rights Act
· Ex. Strengthened Environmental Laws
· Economic Forces: general well being of a nation
· Gross Domestic Product
· Interest Rate: Price of borrowing money
· Unemployment Rate: percent of people not working but who are looking for work
· Dollar Strength: Low Dollar
· Sociocultural Forces:
· Demographics: descriptive element of people in society
· Increasing urbanization
· Education
· Societal Values
· Technological Forces: changes in skills and equipment for use to design, produce and distribute goods and services
· Product technological changes [ex. AI, updates to computers, e-Banking]
· Process technological changes [ex. e-Banking, Assembly lines, Monitoring Inventory]
· Environmental Forces: increased importance on ‘green’ initiatives
· Businesses should create environmentally friendly products
· Sustainable business-meet customer needs and protect environment
· Sustainable innovation (Tesla, 10Tree)
· Global Forces: outcomes of changes in international relations
· There has been an increase in economic integration, decrease in trade barriers
· NAFTA
· EU
· The World Trade Organization: enforces trade policies
· International Monetary Fund: provides policy advice loans, and assistance to maintain financial stability

Why and How Companies Go Global
· Why
· Profits, Customers, Suppliers, Capital, Labor
· Cheaper/better manufacturing process
· Current market may be saturated through more competitors/outdated practices, new markets might be emerging elsewhere
· More Potential for profit
· 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 resources for mutual gain

Values and National Cultures
· Hofstede’s work
· His work focused on understanding cultural dimensions
· Power distance: does the society in question accept unequal balance of power?
· Individualism-collectivism: does the society in question emphasize the groups or individuals?
· Uncertainty avoidance: degree to which society in question tolerate risk and uncertainty
· Short Term - Long term orientation: goal oriented


Chapter 5: Managing Entrepreneurially and Options for Business Ownership 
Job of an Entrepreneur: (all with limited resources on a limited budget)
· Sales
· Marketing 
· Finance 
· Accounting
· Human Resources
· Operating Management 
· Strategic Planning 
· Building Product 

Sole Proprietorship:
· When management and ownership of a business are one and the same
· Typically employ less than 50 people
· The oldest and most common form of legal ownership in Canada
· Example: House Cleaning
· 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 Tax = More Money
· Secrecy
· Disadvantages:
· Unlimited Liability 
· Lack of Continuity (uncertainty of duration)
· Time Commitment
· Difficulty in raising money
· Management Limitations (Cannot be great at everything)

Partnership:
· When two or more people combine their financial, managerial and technical abilities to operate a business
· Types of Partnerships:
· General Partnership: 
· All people involved have unlimited liability both doing day to day operations: all partners = unlimited liability 
· Limited Partnership:
· Person involved in day to day operations have unlimited liability and the other person has limited liability because the other person is not involved in day to day operations
· One Partner must have unlimited liability 
· Advantages:
· Easy to Form
· Larger availability of money 
· Diversification of management skills
· Shared Risk
· Personal Interest/ Satisfaction
· Decision Making 
· Disadvantages:
· Unlimited Liabilities 
· Distribution of Profits
· Management Difficulties 
· Difficult to withdraw investment 
· Death
· Simple Withdraw

Corporation:
· An artificial being existing only in the eyes of the law (same rights and obligations as a person)
· A legal entity whose assets and liabilities are separate from owners 
· Articles of incorporation must be drawn 
· Control of the Corporation:
· Shareholders
· The owners of the corporation 
· Share = Unit of Ownership
· Classification of Shareholders:
· Common: Have voting rights; but don’t receive preferential treatment regarding dividends (more risk, higher gains)
· Preferred: No voting rights, claim to dividends before common (less risk, guaranteed dividends) 
· Board of Directors
· Members from both inside and outside company (diverse backgrounds)
· Sets long-term objectives of the corporation 
· Oversees/ Evaluation job for senior management 
· Senior Management
· Advantages:
· Limited Liability 
· Easier to Obtain Capital
· Easier to transfer ownership
· Length of Life; Continued Existence
· Greater Efficiency of Management 
· Easier to expand
· Disadvantages:
· Double Taxation 
· Employee- Owner Separation
· Large Number of Government Restrictions
· Extensive Paperwork
· Must Publish Annual Report

Franchising:
· Franchising purchases right to sell a product or service of franchisor
· In business for yourself not by yourself
· Advantages:
· Training and Management Assistance
· Personal Ownership
· Nationally recognized name
· Financial advice and assistance
· Disadvantages:
· Large Start-Up Costs
· Share your profits
· Management Regulations
· Coattail Effect: Your success is tied to the franchisor’s performance


Chapter 8: Decision Making
Objective
· Assess how information is used to make decisions

Data and Information
· Data- raw facts and observations
· Information- data made useful for decision making
· Idea of analytics
· Systematic gathering and processing of data to make informed decisions

What is Decision Making?
· Process by which managers make a choice between two or more alternatives to solve a problem

Types of Decision Making
· Programmed - routine, almost automatic process
· Follows established rules
· Non Programmed - unusual situations that have not often been addressed
· Responds to unusual opportunities and threats

Conditions Affecting Managerial Decisions
· Certainty - very rare, manager knows exactly what will happen
· Risk - use of probabilities, outcome can be estimated
· Uncertainty - little is known, alternatives are not well known, can’t assign probabilities 

Decision Making Steps
1. Identify and define problem: sparked by an event either internally or externally
2. Identify Decision Criteria: what is relevant in making decisions?
3. Allocate Weights to Criteria: what criteria are most important?
4. Generate and evaluate Alternative: managers must develop feasible alternative course action
5. Decide on a preferred course of action: were the weights correct? Role of Intuition
6. Implement chosen alternative: managers must now carry out the alternative
7. Evaluate: Consider what went right and wrong with the decisions and learn for future



Decision Making Challenges
· Availability bias: make judgment based on recent events
· Anchoring: use an initial value from prior experience and give it a strong weight in the final decision
· Sunk Cost Bias: current choices can’t correct past actions
· Escalation of Commitment: increase in time, increase in commitment

Guidelines for Decision Making
· Cultural differences and diversity
· Decisions based on it being forward looking, informative, assessing viable alts (good standards)
· Know when to modify or stop – be adaptable
· Have a process

Chapter 9: Planning
What is Planning?
· Decision making process that focuses on the future of the organization and how to achieve goals
· Identifying the objectives to be attained and the ways to realize them
· Results in company strategy
· Focuses attention on goals and avoiding complacency trap
· Offsets uncertainty and change
· Minimize costs through efficiency of operation 
· Helps integrate short with long term
· Facilitates managerial coordination and control

Types of Plans
· Strategic
· Broad plans
· Often prepared by top level managers
· How to achieve long term goals/visions
· Operational 
· Focus on a particular organization unit
· Short range plans
· Prepared by first level managers/middle managers 

Planning Tools
· For casting - attempt to predict the future
· Contingency Planning - alternative courses of action if things don’t work
· Benchmarking- external and internal comparisons to plan for future improvements 
· Environmental Scanning - assess emerging trends

Goal Setting As Part of the Plan:
· S.M.A.R.T Goals
· Specific, Measurable, Attainable, Relevant, Time-Based
· Management by Objectives(M.B.O)
· Manager working together with employees to fulfill objectives for themselves aligned with the goals of the company
· Means End Chain - integrates accomplishment of goals across levels

Chapter 10: Strategy
Agenda—Why Strategy Matters:
· Defining Strategy
· How the organization will compete and how to satisfy customers
· It's the outcome of planning
· Guides resource allocation 
· Strategy Process:
· Analysis of Vision, Mission, and Objectives
· Analysis of Organization and Industry
· Strategy Formulation
· Strategy Implementation 
· Competitive Advantage:
· Warren Buffet
· Berkshire Hathaway
· Owns majority shares in Dairy Queen, and Fruit of the Loom
· Strong ownership in American Express, Kraft, USG Corporation (Home Building)
· Planning Process Stages (1-6):
· 1) Organization Vision, Mission, and Goals
· Vision: Dream for the Future
· Mission: Defines Organization purpose, identifies organizations products and customers 
· Goals: Desired Future Outcomes to Achieve
· For Example:
· Organization: Maximize Profits
· Employees: Higher Wages
· Customers: Quality Products
· Owners: Higher Dividends
· Management: Promotions  

· 2,3) Organization and Industry Analysis
· SWOT Analysis
· Internal Strengths and Weaknesses 
· External Opportunities and Threats 
· Porter’s 5 Forces Model
· Competitive Rivalry 
· Barriers to entry (new entrants)
· How easy or hard is it to get into industry 
· Threat of substitutes 
· Bargaining power of suppliers
· Bargaining power of customers 

· 4) Formulating Strategy
· Analyze the current situation and develop strategies to guide the allocation of resources
· Various techniques
· A). Corporate- long-term for entire enterprise
· Growth strategy
· Concentration- increase offering products/markets (Tim Horton)
· Diversification (Pepsi Co)
· B). Competitive – find a particular way to gain competitive
advantage
· - Differentiation, cost, leadership, focus

· 5, 6) Implementing and Evaluating Strategy
· Involves the entire management process (P.O.L.C.).
· Supported by Leaders
· Corporate Governance – control system and performance monitor of top management

Chapter 12: Managers and Communication
Objectives
· Assessing the communication process
· Describing barriers to effective communication and ways to overcome barriers

The Meaning Of Communication
· The transfer and understanding 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 – 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 or ideas that conflict with our own desires
· Credibility of the source
· Halo effect- when one trait of a person influences entire judgement of that person
· Filtering- intentional distortion of information to make it seem more favorable to recipient
· Words mean different things to different people
· Jargon- specialized terminology used by a particular group to communicate with each other

Overcoming Barriers
· Nonverbal (from previous slide)
· Emotion
· Utilize feedback
· Use many channels, MBWA- management by walking around
· Use face-to-face
· Be sensitive to the audience
· Proper timing of messages
· Reinforce words with actions
· Direct, simple language – make it easy to understand!
· Proper amount of redundancy

Concept of Active Listening
· Make eye contact, head nods,
· Avoid distracting actions
· Ask questions
· Paraphrase
· Avoid interrupting

Communication Opportunities in Today’s Organizations
· Communicating in the internet world- email, social media, etc.
· Communities of practice- groups of people sharing ideas
· Communication and customer service – keep the customer in mind
· Communication and employee input
· Communicating ethically


Chapter 13: Human Resources Management 
HRM Goals:
· Getting the right people
· Developing a quality workforce—How do I organize them?
· Maintaining a quality workforce—How do I keep them?

Yahoo CEO:
· Decided to have all people work in the office…..how do we feel about working in and out of the office?
The HRM Process:
· Planning for Needs—demand forecasts, supply forecasts, outsourcing 
· Pre-Selection—job analysis (job description; job specifications)
· Recruitment/ Decruitment 
· Selection 
· Training and Development
· Employee Performance Management
· Employee Compensation 
Recruitment:
· What is it?
· How do we do it?
· 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 30% have applied for a job they learn about through social media
· About 30% use social media to check in on employees

Selection Process: 
· Screening job applicants to ensure proper candidate is hired
· Various steps … could include?
· First Contact
· Interview
· Test/ Physical Exam 
· References 
· Analysis and Employment 

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 (ie. Translator)
· Intelligence—measures general intellectual ability to perform job
· Personality—characteristics relevant to performance (services people)
· Validity Problems?

Training and Development:
· On the Job Training:
· Coaching/ Mentoring
· Job Rotation
· Off the Job Training 
· Classroom (Lectures)
· Cases
· Role Playing

Employee Performance Management:
· Graphic Rating Scales
· Set of qualities on which employee is evaluated
· Vague ranking system (typically 1-5)
· Behaviourally Anchored Rating Scales
· Rate a set of qualities 
· Have specific detail of behaviours linked to a particular rank
· 360-Degree Feedback 
· Getting feedback from everybody that you interact with in association of your position

Compensating Employee:
· Attracting qualified workers
· Proper rewards for efficient, productive work
· Bonus pay, stock options
· Retain valued employees
· Maintain competitive position with satisfied workforce
· 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 a blended workforce
· Increase in part-time/ contract workers, consultants
· Emphasis on employee participation, teamwork, culture 

Chapter 14: Leadership
Objectives:
· Understanding leadership and leadership traits
· Looking at various leadership models 
· Appreciating that leadership has opportunities and challenges 

Leadership:
· Leadership— behaviours used by managers to influence and inspire subordinates to work toward a certain goal
· Leadership Traits?
· Drive 
· Desire to Lead
· Honesty 
· Self-Confidence
· Intelligence
· Job-Relevant Knowledge 
· Extraversion
· Others??
· Contingency Theories of Leadership
· Situational Leadership Theory:
· Focus on followers’ readiness (willingness to accept a task)
· Links leader dimensions of task and relationship to 4 leadership styles (delegating, participating, selling, and telling)
· Then links this to the follower readiness 
· Path-Goal Theory:
· Leaders role is to assist followers in attaining goals and provide direction/ support
· Contemporary Views of Leadership:
· Transactional Leadership
· Use of tasks, rewards and structure to influence (use of frameworks and application)
· Eg. many political leaders
· Transformational Leadership
· Recognize need for change
· Create collective vision to guide, engage and execute (motivate followers)
· Eg. Steve Jobs
· Charismatic Leadership
· Envisioning, energizing and enabling (use of charm to get followers based on the behaviours of leader)
· Eg. Jack Welch

· The Emotionally Intelligent Leader
· Motivated
· High social awareness
· High self awareness
· Good self management 
· Good relationship management 

· Leadership Challenges in the 21st Century
· Managing power
· Legitimate, coercive, reward, expert, refert
· Developing trust
· Ethical leadership
· Empowerment 
· Leading across cultures







Ch 16 - Managing Teams
Teams
· A collection of people who interact and work toward a common goal
· Team size
· Most effective is usually 6-7 people but ranges vary
· Team level and diversity
· Skill sets, experience, cultures, age, etc.

Challenges
· Different work ethics
· Communication issues 

Teamwork Cons
· Absence of trust
· Group  think 
· Everyone gravitates towards the ‘unofficial’ leaders ideas only
· Social loafing
· Lack of attention to detail

Teamwork Pros
· More resources to solve problem
· Improved creativity 
· Greater commitment to tasks
· Higher motivation through collective

Stages of Team Development
· Forming: initial task orientation, interpersonal testing
· Storming: conflict over task and working as a team
· Norming: cooperation and harmony get stronger, de-escalate conflict and establish roles
· Performing: team is organized, well functioning and motivated
· Adjourning: closure with praise of a job well done




Organizational Conflict
· Occurs when people have 2 incompatible goals
· Blocks goal attainment
· Parties tend to put their own objective over the organization

Conflict Types
· Substantive: conflict over resource, rewards and tasks
· Emotional: results from distrust, anger and personality issues

Conflict Management Theories
· Avoiding: withdraw from conflict
· Competing: a person who tries to satisfy own interest, without regard to other party
· Compromising: each party is concerned with their own and other party’s interest
· Accommodate: one person gives up to please the other
· Collaboration: each party satisfies goal without persuasion or threat

Chapter 17: Controlling
Why is it Important?
· Essential to evaluate/follow up
· Measures performance and allows company to take caution
· Allows for greater efficiency, keeps company on track, allows for empowerment
· Makes link back to planning

Internal External Controls
· Self Control - encouraging people to exercise self discipline in performing job
· Bureaucratic Control: implement policies and procedures to guide organization 
· Clan Control: influence behaviour through norms and expectations set forth in organization culture
· Market Control: influence of competition on organization




Steps in the Control Process
· Establish Objectives and Standards
· Measure performance result
· Compare Results with Objectives
· Take Corrective Action

Types of Control
· Feed Forward: anticipates problems before they take place
· Concurrent: Control that takes place while activity in process
· Feedback: Control that takes place after activity takes place
· Project Management: 
· Gantt Charts - displays the scheduling of tasks required to complete a project
· CPM/PERT 
· Critical path method: identify longest stretch of dependent activities and measure the time to complete
· Program evaluation and review technique: analyze and represents tasks involved in completing a project
· Financial Controls: Budgets and Financial Statements
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