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Manage​ment: the process of planning,
organi​zing, leading and contro​lling a
business's financial, physical, human, and
inform​ation resources in order to achieve its
goals.

Effici​ency: achieving the greatest level of
output with a given amount of input.

Effect​ive​ness: achieving organi​zat​ional
goals.

Managers: people who plan, organize, lead
and control the operations of an organi​‐
zation.

Planning: that portion of a manager's job
concerned with determ​ining what the
business needs to do and the best way to
achieve it

Chapter 6Chapter 6

Technical Skills: skills associated with
performing specia​lized tasks within a firm

Human Relations Skills: skills in unders​‐
tanding and getting along with people

Conceptual Skills: abilities to think in the
abstract, diagnose and analyze various
situat​ions, and see beyond the present
situation

Time Management Skills: skills associated
with the productive use of time

Decision Making Skills: skills in defining
problems and selecting the best courses of
action
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Organi​zat​ional Politics: the actions that
people take to as they try to get what they
want

Intuition: an innate belief about something,
often without serious consid​eration

Escalation of Commit​ment: condition in
which a decision make becomes so
committed to a course of action that s/he
stays with it even when there is evidence
that the decision was wrong

 

Chapter 6 (cont)Chapter 6 (cont)

Risk Propen​sity: extent to which a decision
maker is willing to gamble when making a
decision
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Corporate Level Strategy: Identifies the
various businesses that a company will be
in, and how these businesses will relate to
each other

Business Level (Compe​titive) Strategy:
Identifies the ways a business will compete
in its chosen line of products or services

Functional Strate​gies: Identify the basic
courses of action that each department in
the firm will pursue so that it contri​butes to
the attainment of the business's overall
goals

Corporate Strategy (Outside) --> Busine​ss/​‐
Com​pet​itive St. --> Functional St.

Concen​tration Strategy: Involves focusing
the company on one product or product line

Market Penetr​ation: Boosting sales of
present products by more aggressive
selling in the firm's current markets

Geographic Expansion: Expanding
operations in new geographic areas or
countries

Product Develo​pment: Developing
improved products for current markets

Horizontal Integr​ation: Acquiring control of
compet​itors in the same or similar markets
with the same or similar products

Vertical Integr​ation: Owning or contro​lling
the inputs to the firm's processes and/or
channels through which the products and
services are distri​buted

Divers​ifi​cation: Expanding into un/related
products or market segments

Investment Reduction: Reducing the
company's investment with one or more of
its lines of business

 

Chapter 6 (cont)Chapter 6 (cont)

Cost Leader​ship: Becoming the low-cost
leader in an industry

Differ​ent​iation Strategy: A firm seeks to be
unique in its industry along some dimension
that is valued by buyers

Focus Strategy: Selecting a market
segment and serving the customers in that
market niche better than compet​itors

Chapter 9 LO2 LO3Chapter 9 LO2 LO3

Individual Differ​ences: personal attributes
that vary from one person to another

Person​ality: the relatively stable set of
psycho​logical attributes that distin​guish one
person from another

 Agreea​ble​ness, Consci​ent​iou​sness,
Emotio​nality, Extrav​ersion, Openness

Emotional Intell​igence Quotient (EQ): The
extent to which people are self aware, can
manage their emotions, can motivate
themse​lves, express empathy for others,
and possess social skills

Attitudes: A person's beliefs and feelings
about specific ideas, situat​ions, or people

Job Satisf​action: Extent to which people
have positive attitudes toward their jobs

Organi​zat​ional Commit​ment: An indivi​duals
identi​fic​ation with the organi​zation and its
mission

Psycho​logical Contract: The set of expect​‐
ations held by an employee concerning
what s/he will contribute to an organi​zation
and what the organi​zation will provide the
employee (induc​ements) in return

 Contri​butions from the Indivi​dual: effort,
ability, loyalty, skills, time, competency
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 Induce​ments from the Organi​zation: pay,
benefits, job security, status, promotion
opport​uni​ties, career opport​unities

Person-Job Fit: the extent to which a
person's contri​butions and the organi​zat​‐
ion's induce​ments match one another

Chapter 9 LO7Chapter 9 LO7

Trait Approach: A leadership approach
focused on identi​fying the essential traits
that distin​guished leaders

Behavi​oural Approach: A leadership
approach focused on determ​ining what
behaviours are employed by leaders

Task-o​riented Leader Behaviour: Leader
behaviour focusing on how tasks should be
performed in order to meet certain goals
and to achieve certain perfor​mance
standards

Employee Oriented Leader Behaviour:
Leader behaviour focusing on satisf​action,
motiva​tion, and well being of employees.

Autocratic Style: A form of leader behaviour
in which the manager issues orders and
expects to be obeyed without question

Democratic Style: A form of leader
behaviour in which the manager requests
input from subord​inates before making
decisions, but the manager retains decision
making power

Free Rein Style: A form of leader behaviour
in which the manager serves as an adviser
to subord​inates who are given a lot of
discretion when making decisions

 

Chapter 9 LO7 (cont)Chapter 9 LO7 (cont)

Situat​ional (Conti​ngency) Approach to
Leader​ship: Leadership approach that
assumes that approp​riate leader behaviour
varies from one situation to another
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Strategic Plans: plans that reflect decisions
about resource alloca​tions, company priori​‐
ties, and steps needed to meet strategic
goals

Tactical Plans: generally, short-​range plans
concerned with implem​enting specific
aspects of a company's strategic plans

Operat​ional Plans: plans setting short-term
targets for daily, weekly, or monthly perfor​‐
mance

Organi​zing: that portion of a manager's job
concerned with mobilizing the necessary
resources to complete a particular task

Leading: that portion of a manager's job
concerned with guiding and motivating
employees to meet the firm's objectives

Contro​lling: that portion of a manager's job
concerned with monitoring the firm's perfor​‐
mance and, if necessary, acting to bring it in
line with the firm's goals

Chapter 6: The Rational Decision MakingChapter 6: The Rational Decision Making
ProcessProcess

1. Recogn​izing and defining the decision
situation

 Some stimulus indicates that a decision
must be made. The stimulus may be
positive or negative

 example: the plant manager sees that
employee turnover has increased by 5
percent

2. Identi​fying altern​atives

 

Chapter 6: The Rational Decision MakingChapter 6: The Rational Decision Making
Process (cont)Process (cont)

 Both obvious and creative altern​atives are
desired. In general, the more important the
decision, the more altern​atives should be
generated

 example: the plant manager can increase
wages, increase benefits, or change hiring
standards

3. Evaluating altern​atives

 Each altern​ative is evaluated to determine
its feasib​ility, its satisf​act​ori​ness, and
conseq​uences

4. Selecting the best altern​ative

 Consider all situat​ional factors and choose
the altern​ative that fits the manager's
situation

5. Implem​enting the chosen altern​ative

 The chosen altern​ative is implem​ented into
the organi​zat​ional system

6. Following up and evaluating the results

 At some time in the future, the manager
should ascertain to which altern​ative
chosen in step 4 and implem​ented in step 5
has worked

Chapter 6Chapter 6

Contin​gency Planning: Identi​fying aspects
of a business or its enviro​nment that might
require changes in strategy

Crisis Manage​ment: An organi​zat​ion's
methods for dealing with emerge​ncies

Corporate Culture: The shared experi​‐
ences, stories, beliefs, and norms that
charac​terize a firm
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Chapter 9: Forms of Employee BehaviourChapter 9: Forms of Employee Behaviour

Employee Behaviour: the pattern of actions
by the members of an organi​zation that
directly or indirectly influences the organi​‐
zat​ion's effect​iveness

Perfor​mance Behavi​ours: the total set of
work-r​elated behaviours that the organi​‐
zations expects employees to display

Organi​zat​ional Citize​nship: positive
behaviours that do not directly contribute to
the bottom line

Counte​rpr​odu​ctive Behavi​ours: behaviours
that detract from organi​zat​ional perfor​‐
mance

Absent​eeism: when an employee does not
show up for work

Turnover: annual percentage of an organi​‐
zat​ion's workforce that leaves and must be
replaced

Chapter 9Chapter 9

Motiva​tion: The set of forces that cause
people to behave in certain ways

Classical Theory of Motiva​tion: A theory of
motivation that presumes that workers are
motivated solely by money

Scientific Manage​ment: Analyzing jobs and
financing better, more efficient ways to
perform them

Time-a​nd-​Motion Studies: The use of
indust​ria​l-e​ngi​neering techniques to study
every aspect of a specific job to determine
how to perform it most effici​ently

Hawthorne Effect: The tendency for
workers' produc​tivity to increase when they
feel they are receiving special attention from
management

Theory X: A management approach based
on the belief that people must be forced to
be productive because they are naturally
lazy, irresp​onsible and uncoop​erative

 

Chapter 9 (cont)Chapter 9 (cont)

Theory Y: A management approach based
on the belief that people want to be
productive because they are naturally
energetic, respon​sible, and cooper​ative

Hierarchy of Human Needs Model
(Maslow): Theory of motivation describing
five levels of human needs and arguing that
basic needs must be fulfilled before people
work to satisfy higher​-level needs

 Physio​logical needs (shelt​er/​sal​ary),
Security needs (stabi​lity), Social needs
(frien​dship), Esteem needs (status), Self
Actual​ization Needs (self-​ful​fil​lment)

Two-Factor Theory: A theory of human
relations developed by Frederick Herzberg
that identifies factors that must be present
for employees to be satisfied with their jobs
and factors that, if increased, lead
employees to work harder (refer to figure
9.4 on page 199)

Expectancy Theory: The theory that people
are motivated to work toward rewards that
they want and that they believe they have a
reasonable chance of obtaining

 Individual Effort (effort perfor​mance issue) -
> Individual Perfor​mance (perfo​rma​nce​-
reward issue) -> Organi​zat​ional Rewards
(rewar​ds-​per​sonal goals issue) -> Personal
Goals

Equity Theory: The theory that people
compare (1) what they contribute to their job
with what they get in return, and (2) their
input/​output ratio with that of their
employees
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Transf​orm​ational Leader​ship: The set of
abilities that allows a leader to recognize
the need for change, to create a vision to
guide that change, and to execute the
change effect​ively

Transa​ctional Leader​ship: Comparable to
manage​ment, it involves routine,
regimented activities

Charis​matic Leader​ship: Type of influence
based on the leader's personal charisma

Strategic Leader​ship: Leader's ability to
understand the comple​xities of both the
organi​zation and its enviro​nment and to
lead change in the organi​zation so as to
enhance its compet​iti​veness

Ethical Leader​ship: Leader behaviours that
reflect high ethical standards

Virtual Leader​ship: Leadership in settings
where leaders and followers interact electr​‐
oni​cally rather than in face to face settings

Chapter 6Chapter 6

Top managers: those managers respon​‐
sible for a firm's overall perfor​mance and
effect​iveness and for developing long-range
plans for the company

 set general policies, formulate strate​gies,
and approve all signif​icant decisions

 represent the company in dealings with
other firms and government bodies

Middle managers: those managers respon​‐
sible for implem​enting the decisions made
by top managers

First-Line managers: those managers
respon​sible for superv​ising the work of
employees

 ensure employees understand and are
properly trained in company policies and
procedures
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Chapter 6 (cont)Chapter 6 (cont)

Human Resource Managers: those
managers respon​sible for hiring, training,
evaluating and compen​sating employees

Operations Managers: managers respon​‐
sible for contro​lling produc​tion, inventory,
and quality of a firm's products

Inform​ation Managers: managers respon​‐
sible for the design and implem​ent​ation of
systems to gather, process, and dissem​‐
inate inform​ation

Marketing Managers: managers respon​sible
for develo​ping, pricing, promoting and distri​‐
buting goods and services to buyers

Financial Managers: managers respon​sible
for planning and overseeing the financial
resources of a firm

Chapter 6Chapter 6

Strategic Manage​ment: the process of
helping an organi​zation maintain an
effective alignment with its enviro​nment

Strategy: the broad set of organi​zat​ional
plans for implem​enting the decisions made
for achieving organi​zat​ional goals

Vision (or Purpose): a statement indicating
why an organi​zation exists and what kind of
organi​zation it should be

Mission Statement: an organi​zat​ion's
statement of how it will achieve its purpose
in the enviro​nment in which it conducts its
business

The Purposes of Goal Setting

 1. Goal setting provides direction,
guidance, and motivation for all managers

 2. Goal setting helps firms allocate
resources
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 3. Goal setting helps to define corporate
culture

 4. Goal setting helps managers assess
perfor​mance

Long-Term Goals: goals set for extended
periods of time, typically five years or more
into the future

Interm​ediate Goals: goals set for a period of
one to five years

Short-Term Goals: goals set for the very
near future, typically less than one year

SMART Goals: Goals that are Specific,
Measur​able, Achiev​able, Realistic, and
Time-f​ramed

Strategy Formul​ation: Creation of a broad
program for defining and meeting an
organi​zat​ion's goals

 Refer to Figure 6.4 on page 132

 1. Set strategic goals

 2. Analyze the organi​zation and enviro​‐
nment

 3. Match the organi​zation and its enviro​‐
nment

 4. Formulate strategy

Strategic Goals: Long-term goals derived
directly from the firm's mission statement

SWOT Analysis: Identi​fic​ation and analysis
of organi​zat​ional strengths and weaknesses
and enviro​nmental opport​unities and threats
as part of strategy formul​ation

Organi​zat​ional Analysis: The process of
analyzing a firm's strengths and
weaknesses

Enviro​nmental Analysis: The process of
scanning the enviro​nment for threats and
opport​unities

 

Chapter 9 LO5Chapter 9 LO5

Reinfo​rce​ment: Contro​lling and modifying
employee behaviour through the use of
systematic rewards and punish​ments for
specific behaviours

Goal Setting Theory: the theory that people
perform better when they set specitic,
quanti​fied, time-f​ramed goals

Management by Objectives (MBO): A
system of collab​orative goal setting that
extends from the top of an organi​zation to
its bottom

Partic​ipative Management and Empowe​‐
rment: Method of increasing job satisf​action
by giving employees a voice in the
management of their jobs and the company

Quality Circle: a technique for maximizing
quality of produc​tion. Employees are
grouped into small teams that define,
analyze, and solve quality and other
proces​s-r​elated problems within their area

Problem Solving Teams: teams that focus
on developing solutions to specific problems
a company is facing

Project Teams (Venture Teams): Teams
that work on specific projects, such as
developing new processes, new products or
new businesses

Transi​tional Teams: Teams composed of
members working in different countries

Virtual Teams: Teams of geogra​phi​cally
dispersed indivi​duals who use teleco​mmu​‐
nic​ations and inform​ation techno​logies to
accomplish specific tasks

Job Enrich​ment: A method of increasing
employees' job satisf​action by extending or
adding motivating factors such as respon​‐
sib​ility or growth

Job Redesign: A method of increasing
employees' job satisf​action by improving
the person-job fit through combining tasks,
creating natural work groups, and/or establ​‐
ishing client relati​onships
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Chapter 9 LO5 (cont)Chapter 9 LO5 (cont)

Flextime: A method of increasing
employees' job satisf​action by allowing
them some choice in the hours they work

Compressed Workweek: Employees work
fewer days per week, but more hours on the
days they do work

Teleco​mmu​ting: Allowing employees to do
all or some of their work away from the
office

Worksh​aring (Job Sharing): A method of
increasing employee job satisf​action by
allowing two people to share one job

Leader​ship: The process of motivating
others to work to meet specific objectives
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