Chapter 4

Global Management
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Globalization :the trend of the world economy toward becoming a more
interdependent system

Global village :the “shrinking” of time and space as air travel and the
electronic media have made it much easier for the people of the globe to
communicate with one another

Global village :the “shrinking” of time and space as air travel and the
electronic media have made it much easier for the people of the globe to
communicate with one another

E-commerce :the buying and selling of products and services through
computer networksU.S. retail e-commerce sales were estimated at $48.2
billion in the third quarter of 2011

Multinational corporation:business firm with operations in several countries
Multinational organization:nonprofit organization with operations in several
countries

You may deal with foreign customers or partners

You may deal with foreign employees or suppliers

You may work for a foreign firm in the United States

You may work for an American firm outside the United States — or for a
foreign one

Ethnocentric managers :believe that their native country, culture, language,
and behavior are superior to all others

Parochialism :narrow view in which people see things solely through their
own perspective

Polycentric managers:take the view that native managers in the foreign
offices best understand native personnel and practices, and so the home
office should leave them alone

Geocentric managers :accept that there are differences and similarities
between home and foreign personnel and practices and that they shoulduse
whatever techniques are most effective

Geocentric managers :accept that there are differences and similarities between
home and foreign personnel and practices and that they shoulduse whatever
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techniques are most effective

Global Importing, Licensing & Joint Wholly-owned
outsourcing exporting, & franchising ventures subsidiaries
countertrading

Lowest risk & Highest risk
& investment

World Trade Organization (WTO) designed to monitor and enforce trade
agreements
a. Agreements are based on the General Agreement on Tariffs and
Trade (GATT)
b. Consist of 153 countries

World Bank: purpose is to provide low-interest loans to developing nations
for improving transportation, education, health, and telecommunications
International Money Fund (IMF) :designed to assist in smoothing the flow of
money between nations

Power distance :how much unequal distribution of power should there be in
organizations and society

Uncertainty avoidance :how much should people rely on social norms and
rules to avoid uncertainty

Institutional collectivism :how much should leaders encourage and reward
loyalty to the social unit

In-group collectivism:how much pride and loyalty should people have for
their family or organization

Gender egalitarianism: how much should society maximize gender role

Global Importing, Licensing & Joint Wholly-owned
outsourcing exporting, & franchising ventures subsidiaries
countertrading

Lowest risk & Highest risk
investment & investment
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differences

6. Assertiveness :how confrontational and dominant should individuals be in
social relationships

7. Future orientation :how much should people delay gratification by planning
and saving for the future

8. Performance orientation :how much should individuals be rewarded for
improvement and excellence

9. Humane orientation :how much should society encourage and reward
people for being kind, fair, friendly, and generous

10. Future orientation: how much should people delay gratification by planning
and saving for the future

11. Performance orientation :how much should individuals be rewarded for
improvement and excellence
Humane orientation :how much should society encourage and reward
people for being kind, fair, friendly, and generous

1. Low-context culture: shared meanings are primarily derived from written
and spoken words

2. High-context culture :people rely heavily on situational cues for meaning
when communicating with others

Chapter 9
Human Resource Management
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Human Resource Management :consists of the activities managers perform to plan
for, attract, develop, and retain an effective workforce
1. Establish the mission and vision .
Establish the grand strategy .
Formulate the strategic plans .
Plan human resources needed .
Recruit and select people .
Oriented, train, and develop .
Perform appraisals of people .

No ok wnN

Strategic human resource planning :consists of developing a systematic,
comprehensive strategy for understanding current employee needs and predicting
future employee needs

lad Alale 348 o pla¥)y ¢ skl y adad Aadld 3% (5 e Aail (e (5S4 Hdall 3 ) sall 3)1)
Al el Sli) L 1

REBTNE NN o I

AU A Al ) gl Jadadi - 4

RETE - N PR N I

_ﬁ#} c)\.laﬂ\ chA.'uJ\ 6

Al (a5 52l 7

Glaliinl agdl Aol s daagia Loadl inl pai s (e 0585 14l 3 ) sall ool Y Laplassl)
Sine Calh pall Cilalials 53l 5 Gullall il sl

Jalal 5 38l agad Al pualinll 32a3 il ) Jilas

3




Job analysis :determining the basic elements of a job by observation and
analysis

e Job description :summarizes what the holder of a job does and why they do it
e Job specification: describes the minimum qualifications a person must have to
perform a job successfully

Human resource inventory :report listing your organization’s employees by name,
education, training, languages, and other important information

e National Labor Relations Board :enforces procedures whereby employees may
vote for a union and collective bargaining

® Collective bargaining :negotiations between management and employees about
disputes over compensation, benefits, working conditions, and job security

Fair Labor Standards Act of 1938 :established minimum living standards for workers
engaged in interstate commerce, including provision of a federal minimum wage

1- Equal Employment Opportunity Commission :job is to enforce
antidiscrimination and other employment related laws

2- Discrimination :occurs when people are hired or promoted - or denied hiring
or promotion - for reasons not relevant to the job

3- Affirmative action :focuses on achieving equality of opportunity within an
organization including establishment of minority hiring goals

Adverse impact : occurs when an organization uses an employment practice or
procedure that results in unfavorable outcomes to a protected class

Disparate treatment: results when employees from protected groups are
intentionally treated differently.
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Recruitment :process of locating and attracting qualified applicants for jobs open in
the organization internal, external
Realistic job preview :
a. gives a candidate a picture of both the positive and negative features of
the job and the organization before he is hired
b. people tend to quit less frequently and be more satisfied

Selection process
a. screening of job applicants to hire the best candidate
b. application forms, résumés, reference checks

Unstructured interview
a. no fixed set of questions and no systematic scoring procedure
b. involves asking probing questions to find out what the applicant is like

Structured interview
a. involves asking each applicant the same questions and comparing their
responses to a standardized set of answers
b. Situational — focuses on hypothetical situations
c. Behavioral — explore what applicants have actually done in the past

Employment tests
a. legally considered to consist of any procedure used in the employment
selection decision process
b. ability, performance, personality
reliability, validity

Orientation :
a. helping the newcomer fit smoothly into the job and the organization
b. designed to give employees the information they need to be successful
Following orientation, the employee should emerge with information about:
a. Thejob routine
b. The organization’s mission and operations
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c. The organization’s work rules and employee benefits

1- Performance management :the continuous cycle of improving job
performance through goal setting, feedback and coaching, and rewards and
positive reinforcement

2- Performance appraisal :consists of assessing an employer’s performance and
providing him with feedback

3- Objective appraisal :

a. based on fact and often numerical
b. measure results

c. harder to challenge legally

d also called results appraisal

Subjective appraisal
1- based on a manager’s perceptions of an employee’s traits and
behaviors
2- BARS - rates employee gradations in performance according to scales
of specific behaviors
Forced ranking
1- all employees within a business unit are ranked against one another and
grades are distributed along some sort of bell curve

e Formal appraisal :conducted at specific times throughout the year and based on
performance measures that have been established in advance

e Informal appraisal :conducted on an unscheduled basis and consists of less
rigorous indications of employee performance

Compensation :wages or salaries, incentives, and benefits
Base pay :basic wage or salary paid employees in exchange for doing their jobs

1- Promotion — moving upward
2- Transfer — moving sideways
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3- Disciplining & Demotion — the threat of moving downward

4- Dismissal — moving out of the organization

Labor unions :organizations of employees formed to protect and advance their
members’ interests by bargaining with management over job-related issues

Union security clause :the part of the labor-management agreement that states that
employees who receive union benefits must join the union, or at least pay dues to it

Worlkplace

Closed shop

Union shop

Agency shop

Open shop

Definition

Employer may hire only workers for a
job who are already in the union

Workers aren’t required to be union
members when hired for a job but must
join the union within a specified time

Worlkers must pay equivalent of union
dues, but aren’t required to join the
union

Workers may choose to join or not join
a union

Status

lllegal

Not allowed in 22 states
(right-to-worl states)

Applies to public-sector
teachers in some states,
prohibited in others

Applies in 22 states (right-
to-worlk states)

1- Two-tier wage contracts :new employees are paid less or receive lesser

benefits than veteran employees have

2- Cost-of-living adjustment (COLA) :clause during the period of the contract

ties future wage increases to increases in the cost of living

3- Givebacks :the union agrees to give up previous wage or benefit gains in

return for something else

Workplace Definition Status

Closed shop Employer may hire only workers for a [llegal
job who are already in the union

Union shop Workers aren’t required to be union Not allowed in 22 states
members when hired for a job but must (right-to-work states)
join the union within a specified time

Agency shop Workers must pay equivalent of union Applies to public-sector
dues, but aren’t required to join the teachers in soma states,
union prohibited in others

Open shop Workers may choose to join or not join ~ Applies in 22 states (right-

a union to-work states)
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Grievance :a complaint by an employee that management has violated the terms of
the labor-management agreement

1- Maediation: process in which a neutral third party, a mediator, listens to both
sides in a dispute, makes suggestions, and encourages them to agree on a
solution.

2- Arbitration :process in which a neutral third party, an arbitrator, listens to both
parties in a dispute and makes a decision that the parties have agreed will be

binding on them

Chapter 10

Organizational Change & Innovation
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Outside Forces

Demographic characteristics

e Age

* Education

e Skill level

* Gender

* |Immigration

Market changes

* Mergers & acquisitions

* Domestic & international competition
* Recession

Technological advancements
* Manufacturing automation
* Office automation

Social & political pressures
* Leadership
* Values

Inside Forces

Employee problems

* Unmet needs

Job dissatisfaction
Absenteeism & turnover
Productivity
Participation/suggestions

Managers’ behavior

e Conflict

e Leadership

* Reward systems

* Structural reorganization

THE NEED FOR CHANGE

Outside Forces

Demographic characteristics

e Age

* Education

*  SKill level

* Gender

* Immigration

Market changes

* Mergers & acquisitions

* Domestic & international competition
* Recession

Technological advancements
* Manufacturing automation
* Office automation

Social & political pressures
* Leadership
* Values

THE NEED FOR CHANGE

Em
o

Managers’ behavior

Inside Forces

ployee problems

Unmet needs

Job dissatisfaction
Absenteeism & turnover
Productivity
Participation/suggestions

Conflict

Leadership

Reward systems
Structural reorganization




Employee

characteristics

Change agent

Resistance to
change

Change

characteristics

Resistance to change: an emotional/behavioral response to real or imagined

agent-employ
relationship

threats to an established work routine.

Step

. Establish a sense of
urgency.

b

Create the guiding
coalition.

o

Develop a vision and a
strategy.

2

Communicate the
change vision.

5

Empower broad-based
action.

&

Generate short-term
wins.

N

Consolidate gains and
produce more change.

®

Anchor new approaches
in the culture.

Description

Unfreeze the organization by creating a compelling reason for why change is needed.

Create a cross-functional, cross-level group of people with enough power to lead the change.

Create a vision and a strategic plan to guide the change process.

Create and implement a communication strategy that consistently communicates the new
vision and strategic plan.

Eliminate barriers to change, and use target elements of change to transform the organization.

Encourage risk taking and creative problem solving.

Plan for and create short-term “wins” or improvements. Recognize and reward people who
contribute to the wins.

The guiding coalition uses credibility from short-term wins to create more change.Additional
people are brought into the change process as change through the organi on,
Attempts are made to reinvigorate the change process.

Reinforce the changes by highlighting connections between new behaviors and processes and
organizational success. Develop methods to ensure leadership development and succession.

1- Managing conflict

2- Revitalizing organizations

Employee
characteristics

Resistance to
change

Change agent agen(t:hange
ploy
characteristics relationshi
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Step

|. Establish a sense of
urgency.

b

Create the guiding
coalition.

&

Develop a vision and a
strategy.

4. Communicate the
change vision.

i

Empower broad-based
action.

o

Generate short-term
wins.

~N

. Consolidate gains and
produce more change.

®

Anchor new approaches
in the culture.

Description

Unfreeze the organization by creating a compelling reason for why change is needed.

Create a cross-functional, cross-level group of people with enough power to lead the change.

Create a vision and a strategic plan to guide the change process.

Create and implement a communication strategy that consistently communicates the new
vision and strategic plan.

Eliminate barriers to change, and use target elements of change to transform the organization.
Encourage risk taking and creative problem solving.

Plan for and create short-term “wins” or improvements. Recognize and reward people who
contribute to the wins.

The guiding coalition uses credibility from short-term wins to create more change. Additional
people are brought into the change process as change cascades throughout the organization.
Attempts are made to reinvigorate the change process.

Reinforce the changes by highlighting connections between new behaviors and processes and
organizational success. Develop methods to ensure leadership development and succession.




3- Adapting to mergers

1. Diagnosis 2. Intervention

What is the " What shall we do I

problem? ' about it?
Feedback

How can the
diagnosis be
further refined?

3. Evaluation
How well has
the intervention
worked?

1- Product innovation : change in the appearance or performance of
a product or the creation of a new one
2- Process innovation :change in the way a product is conceived,

manufactured, or disseminated

3- Incremental innovation :creation of products, services, or

technologies that modify existing ones
4- Radical innovation :creation of products, services, or technologies

that replace existing ones

I. Diagnosis
What is the
problem?

2. Intervention
What shall we do I
about it?

Feedback

How can the I

diagnosis be
further refined?
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3. Evaluation
How well has
the intervention
worked?
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Chapter 11 | 11 Jadll
Managing Individual Differences & Behavior 40 8l (35 8l 5 & gluall 3l

Personality :the stable psychological traits and behavioral attributes that give Leasd o) 4isn padd (ant A &Sl landl 58 e dpndil) Cldiall:duad i)
a person his or her identity
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3. Conscientiousness: how dependable, responsible, achievement-oriented,
and persistent one is
Emotional stability :how relaxed, secure, and unworried one is

5. Openness to experience :how intellectual, imaginative, curious, and broad-
minded one is
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Proactive personality :someone who is more apt to take initiative and === ===

persevere to influence the environment PR . . .
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1- Locus of control :indicates how much people believe they control
their fate through their own efforts internal, external
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a. Expect different degrees of structure and compliance for each

type
b. Employ different reward systems for each type

2- Self-efficacy :belief in one’s ability to do a task learned helplessness

3- Self-esteem: the extent to which people like or dislike themselves,
their overall self-evaluation

4- Self-monitoring :the extent to which people are able to observe their
own behavior and adapt it to external situations

5- Emotional intelligence :ability to cope, empathize with others, and be
self-motivated
Values :abstract ideals that guide one’s thinking and behavior across
all situations
Attitude :a learned predisposition toward a given object

1- Affective :consists of feelings or emotions one has about a situation

2- Cognitive :beliefs and knowledge one has about a situation

3- Behavioral :refers to how one intends or expects to behave toward a
situation

1- Cognitive dissonance the psychological discomfort a person
experiences between his or her cognitive attitude and incompatible
behavior

2- Importance, control, rewards

3- Change attitude or behavior

4- Belittle importance of the inconsistent behavior

5- Find consonant elements that outweigh dissonant ones
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Perception :process of interpreting and understanding one’s environment

1- Selective attention

2- Interpretation & evaluation

3- Storing in memory

4- Retrieving from memory to make judgment & decisions

Stereotyping :tendency to attribute to an individual the characteristics
one believes are typical of the group to which that individual belongs sex-
role, age, race/ethnicity

Halo effect :forming an impression of an individual based on a single trait

Regency effect :Tendency to remember recent information better than
earlier information

Causal attributions :activity of inferring causes for observed behaviors
fundamental, self-serving bias

The phenomenon in which people’s expectations of themselves or others
lead them to behave in ways that make those expectations come true
also called the Pygmalion effect

Employee engagement :an individual’s involvement, satisfaction, and

enthusiasm for work

Job satisfaction :extent to which you feel positively or negatively

about various aspects of your work

Organizational commitment :

o reflects the extent to which an employee identifies with an
organization and is committed to its goals

e Strong positive relationship between organizational commitment
and job satisfaction
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Performance and productivity
Absenteeism and turnover
Organizational citizenship behaviors
Counterproductive work behaviors

Diversity :represents all the ways people are unlike and alike—the differences
and similarities in age, gender, race, religion, ethnicity, sexual orientation,
capabilities, and socioeconomic background

Internal dimensions :those human differences that exert a powerful,
sustained effect throughout every stage of our lives gender, age, ethnicity,
race, sexual orientation, physical abilities
Internal dimensions :
a. those human differences that exert a powerful, sustained effect
throughout every stage of our lives
b. gender, age, ethnicity, race, sexual orientation, physical abilities
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23-Barriers to Diversity

g5l jalsall
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Stereotypes and prejudices

Fear of reverse discrimination

Resistance to diversity program priorities

Unsupportive social atmosphere

]Lack of support for family demands

Stereotypes and prejudices

Fear of reverse discrimination

Resistance to diversity program priorities

Unsupportive social atmosphere

\Lack of support for family demands

‘Lack of support for career-building steps

26- Symptom of Stress
1- Physiological :backaches, headaches, sweaty palms, nausea

2- Psychological :boredom, irritability, nervousness, anger, anxiety,
depression

3- Behavioral :sleeplessness, changes in eating habits, increased
smoking/alcohol/drug abuse

27- Consequences of Stress
Burnout :state of emotional, mental, and even physical exhaustion

Chapter 12

'Lack of support for career-building steps
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Motivating Employees

1. Motivation: What It Is, Why It’s Important

Feedback Reward informs you whether behavior worked and should be used again.

2. Maslow’s Hierarchy of Needs
Hierarchy of needs theory proposes that people are motivated by five levels
of needs
1. Physiological
Safety
Love
Esteem
Self-actualization

AW

Self-actualization

Physiological

Feedback Reward informs you whether behavior worked and should be used again.
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ERG theory :assumes that three basic needs influence behavior-existence, . . ) X Lﬁ-»‘é.wu‘ R
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1. Two-Factor Theory :proposed that work satisfaction and
dissatisfaction arise from two different factors - work satisfaction
from so-called motivating factors and work dissatisfaction from so-
called hygiene factors
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3. Motivating factors :factors associated with job satisfaction which
affects the job content or the rewards of work performance

4 gl avaial
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1. Expectancy Theory :suggests that people are motivated by two e1a¥ 5 La ) 3ol 31
things: (1) how much they want something and (2) how likely they Ak sll o) il cdaall o a5 g cJeall Japas.
think they are to get it
2. Expectancy :belief that a particular level of effort will lead to a
particular level of performance
. . Five core Three
3. Instrumentality :expectation that successful performance of the task job characteristics psychological states Work outcomes
will lead to the desired outcome Skill variety
4. Valence :the value a worker assigns to an outcome Experienced
Task identity meaningfulness of — High work
work motivation
Task significance
High work
Experienced performance
o Autonomy — > responsibility for —f—— "
Job design a2 High work
e division of an organization’s work among its employees and the saisfaction
application of motivational theories to jobs to increase satisfaction Knowledge of soysbsenteeism
Feedback _ actual results — & turnover
and performance T of the work T
e Job simplification, job enlargement, job enrichment

Contingency factors
Degree to which individuals want personal and psychological development:
* Knowledge & skill
* Desire for personal growth
* Context satisfactions
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Five core
job characteristics

Skill variety

Three

psychological states Work outcomes

Experienced

Task identity meaningfulness of — High work
work motivation
Task significance
High work
Experienced performance
Autonomy — > responsibility for ——— "
work outcomes High work
satisfaction
Knowledge of Low absenteeism
Feedback — = actual results — & turnover
T of the work T
Contingency factors

Degree to which individuals want personal and psychological development:
* Knowledge & skill
* Desire for personal growth
* Context satisfactions

Reinforcement theory :attempts to explain behavior change by
suggesting that behavior with positive consequences tends to be
repeated, whereas behavior with negative consequences tends not to be

repeated

hapter 13
Groups & Teams
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The Improvements

Increased productivity

Increased speed

Reduced costs

Improved quality

Reduced destructive
internal competition

Improved workplace
cohesiveness

Example

At one GE factory, teamwork resulted in a workforce that was 20% more productive than
comparable GE workforces elsewhere.

Guidant Corp., maker of lifesaving medical devices, halved the time it took to get products
to market.

Boeing used teamwork to develop the 777 at costs far less than normal.

Westinghouse used teamwork to improve quality performance in its truck and trailer division
and within its electronic components division.

Men’s Wearhouse fired a salesman who wasn't sharing walk-in customer traffic,and total
clothing sales volume among all salespeople increased significantly.

Cisco Systems told executives they would gain or lose 30% of their bonuses based on how
well they worked with peers and in three years had record profits.

The Improvements

Increased productivity

Increased speed

Reduced costs
Improved quality
Reduced destructive
internal competition

Improved workplace
cohesiveness

Example

At one GE factory, teamwork resulted in a workforce that was 20% more productive than
comparable GE workforces elsewhere.

Guidant Corp., maker of lifesaving medical devices, halved the time it took to get products
to market.

Boeing used teamwork to develop the 777 at costs far less than normal.

Westinghouse used teamwork to improve quality performance in its truck and trailer division
and within its electronic components division.

Men’s Wearhouse fired a salesman who wasn't sharing walk-in customer traffic,and total
clothing sales volume among all salespeople increased significantly.

Cisco Systems told executives they would gain or lose 30% of their bonuses based on how
well they worked with peers and in three years had record profits.
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2. Ways to Empower Self-Managed Teams

. Managers should make team members accountable for their work,allow them to set their

own team goals,and let them solve their own work-related problems.

The team should work with a whole product or service (not just a part),assign jobs and
tasks to its members, develop its own quality standards and measurement techniques, and
handle its own problems with internal and external customers.

Team members are cross-trained on jobs within their (and other) teams; do their own
hiring, training, and firing; do their own evaluations of each other;and are paid (at least in
part) as a team.

The team has access to important information and resources inside and outside the
organization, is allowed to communicate with and draw support from other teams and
departments, and sets its own rules and policies.

3. Five Stages of Group and Team Development

Forming Storming Norming Performing Adjourning
Getting Individual Conflicts Solving Preparing
oriented & personalities - resolved, - problems & - for
getting & roles relationships completing disbandment
acquainted emerge develop, the assigned
unity emerges task

4. Building Effective Teams

Cooperation Cohesiveness.

Motivation
through mutual
accountability

Performance
goals and

feedback

Awareness of
groupthink
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. Managers should make team members accountable for their work,allow them to set their

own team goals,and let them solve their own work-related problems.

. The team should work with a whole product or service (not just a part), assign jobs and

tasks to its members, develop its own quality standards and measurement techniques, and
handle its own problems with internal and external customers.

. Team members are cross-trained on jobs within their (and other) teams; do their own

hiring, training, and firing; do their own evaluations of each other;and are paid (at least in
part) as a team.

. The team has access to important information and resources inside and outside the

organization, is allowed to communicate with and draw support from other teams and
departments, and sets its own rules and policies.
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Getting Individual Conflicts Solving Preparing
oriented & personalities - resolved, problems & for
getting & roles relationships completing disbandment
acquainted emerge develop, the assigned
unity emerges task
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Cohesiveness.
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goals and
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Cooperating :efforts are systematically integrated to achieve a collective
objective.

Trust :reciprocal faith in others’ intentions and behaviors

Cohesiveness :tendency of a group or team to stick together

Groupthink :a cohesive group’s blind unwillingness to consider
alternatives

1. Invulnerability, inherent morality, and stereotyping of opposition
2. Rationalization and self-censorship

3. lllusion of unanimity, peer pressure, and mind guards

4. Groupthink versus “the wisdom of the crowds”

1. Reduction in alternative ideas

2. Limiting of other information

1. Allow criticism
2. Allow other perspectives

1. process in which one party perceives that its interests are being
opposed or negatively affected by another party

2. Dysfunctional conflict: conflict that hinders the organization’s
performance or threatens its interest

3. Functional conflict: conflict that benefits the main purposes of the
organization and serves its interests

1. Personality conflict: interpersonal opposition based on personal
dislike, disagreement, or differing stylesPersonality clashes,
competition for scarce resources, time pressure, communication
failures

2. Intergroup conflicts: Inconsistent goals or reward systems,
ambiguous jurisdictions, status differences
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3. Multicultural conflicts

1-Avoiding :“Maybe the problem will go away"

2-Accommodating : “Let’s do it your way"

3-Forcing : “You have to do it my way"

4-Compromising: “Let’s split the difference"

5-Collaborating : “Let’s cooperate to reach a win-win solution that
benefits both of us"

Programmed Conflict

1. Devil’s advocacy :process of assigning someone to play the role of
critic to voice possible objections to a proposal and thereby generate
critical thinking and reality testing

2. Dialectic method :process of having two people or groups play
opposing roles in a debate in order to better understand a proposal

Chapter 14
Power, Influence, & Leadership
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Being a Manager Means
1-Planning, organizing, directing, controlling
2-Executing plans and delivering goods and, and services
3-Managing resources
4-Being conscientious
5-Acting responsibly
6-Putting customers first responding to and acting for customers
7-Mistakes can happen when managers don't appreciate people are
the key
resource, underlead by treating people like other resources or fail to
be held accountable

Being a Leader Means
1-Being visionary
2-Being inspiring, setting the tone and articulating the vision
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3-Managing people

4-Being inspirational (charismatic)

5- Acting decisively

6-Putting people first responding to and acting for followers
7-Mistakes can happen when leaders choose the wrong goal,
direction, or inspiration, overlead : or fail to implement the vision

-Rational persuasion
-Inspirational appeals
-Consultation
-Ingratiating tactics
-Personal appeals
-Exchange tactics
-Coalition tactics
-Pressure tactics
-Legitimating tactics

WO NOULRWDN PR

I. Trait approaches

Kouzes & Posner's five traits-honest, competent, forward-looking, inspiring.
Intelligent Gender studies motivating others, fostering communication,
producing high-quality work, and so on

Leadership lessons from the GLOBE project visionary and inspirational
charismatic leaders who are good team builders are best worldwide

2. Behavioral approaches

Michigan mode-two leadership styles: job-centered and employee-centered
Ohio State modet two dimensions: initiating-structure behavior and
consideration behavior

3- Contin getacy approaches

Fiedlers contingency modek-task-oriented style and relationship-oriented
style-and three dimensions of control leader-member, task structure, position
power House's path-goal revised leadership model-clarifying paths for
subordinates' goals, and employee characteristics and environmental factors
that affect leadership behaviors

4. Full range approach

Transactional leadership-clarify employee roles and tasks.and provide rewards
and punishments

Transformational leadership-transform employees to pursue organizational
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goals over self-interests, using inspirational motivation, idealized influence,
individualized consideration, intellectual stimulation

5. Three additional perspectives

Leader-member exchange (LMX) model. Leaders have different sorts of
relationships with different subordinates

Greenleaf's servant leadership Providing service to others, not oneself
E-Leadership using information technology for one-to-one, one-to-many, and
between group and collective interactions

1. Determine what needs to be done.

2. Determine the right thing to do for the welfare of the entire
enterprise or organization.

3. Develop action plans that specify desired results,probable restraints,
future revisions. check-in points, and implications for how one should
spend his or her time.

4. 4.Take responsibility for decisions.

5. Take responsibility for communication action plans and give people
the information they need to get the job done.

6. Focus on opportunities rather than problems. Do not sweep problems
under the rug, and treat change as an opportunity rather than as a
threat

7. Run productive meetings. Different types of meetings require
different forms of preparation and different results. Prepare
accordingly.

8. Think and say "we" rather than Consider the needs and
opportunities of the organization before thinking of your own
opportunities and needs.

9. Listen first, speak last.
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Style of Leader Behaviors

|. Path—goal clarifying
(“Here’s what's expected of
you and here’s how to do it")

2. Achievement oriented
(“I'm confident you can accomplish
the following great things.”)

3. Work facilitation
(“Here’s the goal, and here’s what |
can do to help you achieve it")

4. Supportive
(“I want things to be pleasant, since
everyone’s about equal here.”)

S. Interaction facilitation
(“Let’s see how we can all work
together to accomplish our goals.")

6. Group-oriented decision making
(“1 want your suggestions in order
to help me make decisions.”)

7. Representation & networking
(“I've got a great bunch of people
working for me whom you'll
probably want to meet.”)

Description of Behavior Toward Employees

Clarify performance goals. Provide guidance on how employees can complete tasks.
Clarify performance standards and expectations. Use positive and negative rewards
contingent on performance.

Set challenging goals. Emphasize excellence. Demonstrate confidence in employee
abilities.

Plan, schedule, organize,and coordinate work. Provide mentoring, coaching, counseling,
and feedback to assist employees in developing their skills. Eliminate roadblocks.
Provide resources. Empower employees to take actions and make decisions.

Treat as equals. Show concern for well-being and needs. Be friendly and approachable.

Emphasize collaboration and teamwork. Encourage close employee relationships and
sharing of minority opinions. Facilitate communication, resolve disputes.

Pose problems rather than solutions to work group. Encourage members to
participate in decision making. Provide necessary informaticn to the group for analysis.
Involve knowledgeable employees in decision making.

Present work group in positive light to others. Maintain positive relationships with
influential others. Participate in organization-wide social functions and ceremonies. Do
unconditional favors for others.

Transformational leadership
transforms employees to pursue organizational goals over self-interests
influenced by individual characteristics and organizational culture

Style of Leader Behaviors

1. Path—goal clarifying
(“Here’s what's expected of
you and here’s how to do it")

2. Achievement oriented
(“I'm confident you can accomplish
the following great things.”)

3. Work facilitation
(“Here’s the goal, and here’s what |
can do to help you achieve it")

4. Supportive
(“1 want things to be pleasant, since
everyone’s about equal here.”)

5. Interaction facilitation
(“Let’s see how we can all work
together to accomplish our goals.)

6. Group-oriented decision making
(“I want your suggestions in order
to help me make decisions.”)

7. Representation & networking
(“I've got a great bunch of people
working for me whom you'll
probably want to meet.”)

Description of Behavior Toward Employ

Clarify performance goals. Provide guidance on how employees can complete tasks.
Clarify performance standards and expectations. Use positive and negative rewards
contingent on performance.

Set challenging goals. Emphasize excellence. Demonstrate confidence in employee
abilities.

Plan, schedule, organize,and coordinate work. Provide mentoring, coaching, counseling,
and feedback to assist employees in developing their skills. Eliminate roadblocks.
Provide resources. Empower employees to take actions and make decisions.

Treat as equals. Show concern for well-being and needs. Be friendly and approachable.

Emphasize collaboration and teamwork. Encourage close employee relationships and
sharing of minority opinions. Facilitate communication, resolve disputes.

Pose problems rather than solutions to work group. Encourage members to
participate in decision making. Provide necessary informaticn to the group for analysis.
Involve knowledgeable employees in decision making.

Present work group in positive light to others. Maintain positive relationships with
influential others. Participate in organization-wide social functions and ceremonies. Do
unconditional favors for others.
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Chapter 15
Interpersonal Organizational Communication
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1-Sender: person wanting to share information-called a message
2-Receiver: person for whom the message is intended

3-Encoding: translating a message into understandable symbols or
language

4-Decoding: interpreting and trying to make sense of the message
5-Medium: the pathway by which a message travels

6-Feedback: the receiver expresses his reaction to the sender’s
message

7-Noise: any disturbance that interferes with the transmission of a
message

2. Message is transmitted
through a medium (e.g.,
Did you telephone). What assign-
finish your
ment do you

assignmen t?
& l mean?

Noise!
(e.g., static, slurring)

£ t 1
|. Sender encodes 4. Receiver expresses 3. Receiver decodes
mess selects reaction, or feedback, the message,
me e.g., through a medium decides if feedback
telephone). needed.

Nonverbal communication

consists of messages sent outside of the written or spoken word
Expressed through interpersonal space, eye contact, facial expressions,
body movements & gestures, touch, setting and time

-Formal communication channels

follow the chain of command and are recognized as official vertical,
horizontal,

external

-Informal communication channels

develop outside the formal structure and do not follow the chain of
command
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2. Message s transmitted
through a medium (e.g.,

s telephone). What assign-
finish your i assig
assignment? ment do you
mean?
Noise!
(e.g., static, slurring)

4. Receiver expresses 3. Receiver decodes
reaction, or feedback, the message,
through a medium decides if feedback

,,,,,, fed.
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Grapevine
unofficial communication system of the informal organization

Management by wandering around
term used to describe a manager’s literally wandering around his

organization and talking with people across all lines of authority

1. Physical barriers: sound, time, space, & so on
Semantic barriers: when words matter
3. Personal barriers: individual attributes that hinder

communication

N

Chapter 16
Control Systems & Quality Management

16 Juadll

1. Productivity :outputs divided by inputs where: outputs are the goods and
services produced, and inputs are labor, capital, materials, and energy

Controlling :defined as monitoring performance, comparing it with goals, and taking
corrective action as needed

Planning Organizing Leading Controlling
You set goals You arrange You motivate You monitor
& decide tasks, people to performance,
how to people, work hard compare it F
| : ' or
achieve L & other i to achieve with goals, i 5
productivity
them. resources to the organiza- & take
accomplish tion’s goals. corrective
the work. action as
needed.

To adapt to change & uncertainty
To discover irregularities & errors
To reduce costs, increase productivity, or add value

To detect opportunities
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Planning Organizing Leading Controlling
You set goals You arrange You motivate You monitor
& decide tasks, people to performance,
how to people, work hard compare it For
I ; ' :
achieve L & other ] to achieve | with goals, | productivity
them. resources to the organiza- & take
accomplish tion’s goals. corrective
the work. action as
needed.
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5. To deal with complexity
6. To decentralize decision making & facilitate teamwork

Step I. Step 2. Step 3. Step 4.

Establish Measure Compare Take

standards. performance. performance corrective

to standards. action, if
necessary.

If yes, take If no,
corrective continue
action; work
perhaps progress &
revise recognize
standards. success.

1. Establish standards:
a. performance standard is the desired
b. performance level for a given goal
c. best measured when they can be made quantifiable
2. Measure performance :
usually obtained from written reports, oral reports, and personal observations
3. Compare performance to standards
Management by exception — control principle that says managers should be
informed of a situation only if data show a significant deviation from standards
4. Take corrective action if necessary :
a. Make no changes
b. Recognize and reinforce positive performance
c. Take action to correct negative performance

Strategic control :monitoring performance to ensure that strategic plans are
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Step I. Step 2. Step 3. Step 4.

Establish Measure Compare Take

standards. performance. performance corrective

to standards. action, if
necessary.
If yes, take If no,
corrective continue
action; work
perhaps progress &
revise recognize
standards. success.
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being implemented and taking corrective action as needed

2. Tactical control :monitoring performance to ensure that tactical plans - those at
the divisional or departmental level - are being implemented

3. Operational control :monitoring performance to ensure that operational plans -
day-to-day goals - are being implemented and taking corrective action as needed

1. Bureaucratic control:an approach to organizational control that is
characterized by use of rules, regulations, and formal authority to guide
performance

2. Decentralized control: an approach to organizational control that is
characterized by informal and organic structural arrangements

Balanced scoreboard gives top managers a fast but comprehensive view of the
organization via four indicators:

1. customer satisfaction

2. internal processes

3. innovation and improvement activities

4. financial measures
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1. Financial Perspective

“How do we look to
shareholders?”

Goals Measures
2. Customer Perspective 3. Internal Business
Perspective
“How do customers see us?”
“At what must we excel?”
Goals Measures Goals Measures

4. Innovation & Learning
Perspective

“Can we continue to improve
and create value?”

Goals Measures

Strategy map:visual representation of the four perspectives of the balanced scorecard
that enables managers to communicate their goals so that everyone in the company
can understand how their jobs are linked to the overall objectives of the organization

e wN R

Financial :profitability, growth, shareholder values

Customer: priority is taking care of the customer

Internal business :quality, employee skills, and productivity

Innovation & learning :learning and growth of employees

Strategy map :visual representation of the four perspectives of the balanced
scorecard that enables managers to communicate their goals so that everyone in
the company can understand how their jobs are linked to the overall objectives of
the organization

1. Objectives are fuzzy
2. Managers put too much trust in informal feedback systems

1. Financial Perspective

“How do we look to
shareholders?”

Goals Measures
2. Customer Perspective 3. Internal Business
Perspective
“How do customers see us?”
“At what must we excel?”
Goals Measures Goals Measures

4. Innovation & Learning
Perspective

“Can we continue to improve
and create value?”

Goals Measures
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3. Employees resist new measurement systems

4. Companies focus too much on measuring activities instead of results

1. Budget :formal financial projection
2. Incremental budgeting :

a. allocates increased or decreased funds to a department by using the

last budget period as a reference point

b. onlyincremental changes in the budget request are reviewed

Type of Budget

Cash or cashflow budget

Capital expenditures budget

Sales or revenue budget

Expense budget

Financial budget

Operating budget

Nonmonetary budget

Fixed budgets: resources are allocated on a single estimate of costs
Variable budgets: resources are varied in proportion with various levels of

activity

Balanced sheet : summarizes an organization’s overall financial worth — assets

Description

Forecasts all sources of cash income and cash
expenditures for daily, weekly, or monthly period

Anticipates investments in major assets such as land,
buildings, and major equipment

Projects future sales, often by month, sales area, or
product

Projects expenses (costs) for given activity for given
period

Projects organization’s source of cash and how it
plans to spend it in the forthcoming period

Projects what an organization will create in goods or
services, what financial resources are needed,and
what income is expected

Deals with units other than dollars, such as hours of
labor or office square footage

and liabilities - at a specific point in time

Income statement :summarizes an organization’s financial results — revenues and

expenses - over specified period of time
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Type of Budget Description

Cash or cashflow budget Forecasts all sources of cash income and cash
expenditures for daily, weekly, or monthly period

Capital expenditures budget Anticipates investments in major assets such as land,
buildings, and major equipment

Sales or revenue budget Projects future sales, often by month, sales area, or
product

Expense budget Projects expenses (costs) for given activity for given
period

Financial budget Projects organization’s source of cash and how it

plans to spend it in the forthcoming period

Operating budget Projects what an organization will create in goods or
services, what financial resources are needed,and
what income is expected

Nonmonetary budget Deals with units other than dollars, such as hours of
labor or office square footage
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1. Liquidity ratios:: indicate how easily a firm’s assets can be converted to cash

2. Debt management ratios :degree to which a firm can meet it’s long-term
financial obligations

3. Return ratios :how effective management is generating a return or profit

1. Audit :formal verification of an organization’s financial and operational systems
External :performed by outside experts
3. Internal : performed by organization’s own professional staff

N

@ PLAN desired and @ Do implement the
important changes, change or make a
based on observed small-scale test.

data. Make pilot
test, if necessary.

© AcTon lessons e CHECK or observe

learned, after study what happened after
of results. Determine the change or during
if predictions can be the test.

made as basis for
new methods.

Total Quality Management (TQM) :a comprehensive approach - led by top
management and supported throughout the organization - dedicated to continuous
quality improvement, training,

and customer satisfaction

1. People orientation :everyone involved in the organization should focus on
delivering value to customers

2. Improvement orientation :everyone should work on continuously improving
work processes
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(@ PLAN desired and @ Do implement the
important changes, change or make a
based on observed small-scale test.

data. Make pilot
test, if necessary.

@) AcTon lessons ) CHECK or observe
learned, after study what happened after
of results. Determine the change or during
if predictions can be the test.

made as basis for
new methods.
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22. Applying TQM to Services: The Rater Scale
RATER scale :enables customers to rate the quality of a service along dimensions —
reliability, assurance, tangibles, empathy, and responsiveness
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