Fundamentals of

Vianagement

Essential Concepts and Applications
Ninth Edition

Robbins DeCenzo Coulter




Fundamentals
of Management

Essential Concepts and Applications




This page intentionally left blank



Funda‘mentals #‘f'"_* w0y,
of. Management et

Essential Concepts and Applications

NINTH EDITION

STEPHEN P. ROBBINS

San Diego State University

DAVID A. DECENZO

Coastal Carolina University

MARY COULTER

Missouri State University

PEARSON

Boston Columbus Indianapolis New York San Francisco Upper Saddle River
Amsterdam Cape Town Dubai London Madrid Milan Munich Paris Montréal Toronto
Delhi Mexico City Sao Paulo Sydney Hong Kong Seoul Singapore Taipei Tokyo



Editor in Chief: Stephanie Wall

Senior Acquisitions Editor: Kris Ellis-Levy
Program Manager: Sarah Holle

Program Manager Team Lead: Ashley Santora
Editorial Assistant: Bernard Ollila

Director of Marketing: Maggie Moylan

Senior Marketing Manager: Erin Gardner
Marketing Assistant: Gianna Sandri

Project Manager Team Lead: Judy Leale

VP, Director of Digital Strategy & Assessment: Paul
Gentile

Digital Editor: Brian Surette

Digital Development Manager: Robin Lazrus

Digital Project Manager: Alana Coles

MyLab Product Manager: Joan Waxman

Digital Production Project Manager: Lisa Rinaldi

Full-Service Project Management
and Composition: Integra

Printer/Binder: Courier/Kendallville
Cover Printer: Lehigh-Phoenix Color/Hagerstown
Text Font: 10/12 Times

Project Manager: Kelly Warsak

Operations Specialist: Michelle Klein

Creative Director: Jayne Conte

Cover Designer: Bruce Kenselaar

Cover Art: From top left: STOCK4B GmbH/Alamy,
Alamy, Tom Wang/Alamy, lenetstan/Shutterstock,
Andres Rodriguez/Alamy

Credits and acknowledgments borrowed from other sources and reproduced, with permission, in this textbook
appear on the appropriate page within text.

Microsoft and/or its respective suppliers make no representations about the suitability of the information contained in
the documents and related graphics published as part of the services for any purpose. All such documents and related
graphics are provided “as is” without warranty of any kind. Microsoft and/or its respective suppliers hereby disclaim
all warranties and conditions with regard to this information, including all warranties and conditions of merchantabil-
ity, whether express, implied or statutory, fitness for a particular purpose, title and non-infringement. In no event shall
Microsoft and/or its respective suppliers be liable for any special, indirect or consequential damages or any damages
whatsoever resulting from loss of use, data or profits, whether in an action of contract, negligence or other tortious ac-
tion, arising out of or in connection with the use or performance of information available from the services.

The documents and related graphics contained herein could include technical inaccuracies or typographical
errors. Changes are periodically added to the information herein. Microsoft and/or its respective suppliers may
make improvements and/or changes in the product(s) and/or the program(s) described herein at any time. Partial
screen shots may be viewed in full within the software version specified.

Microsoft® and Windows® are registered trademarks of the Microsoft Corporation in the U.S.A. and other coun-
tries. This book is not sponsored or endorsed by or affiliated with the Microsoft Corporation.

Copyright © 2015, 2013, 2011 by Pearson Education, Inc., One Lake Street, Upper Saddle River, New Jersey 07458.
All rights reserved. Manufactured in the United States of America. This publication is protected by Copyright, and
permission should be obtained from the publisher prior to any prohibited reproduction, storage in a retrieval system,
or transmission in any form or by any means, electronic, mechanical, photocopying, recording, or likewise. To obtain
permission(s) to use material from this work, please submit a written request to Pearson Education, Inc., Permissions
Department, One Lake Street, Upper Saddle River, New Jersey 07458, or you may fax your request to 201-236-3290.

Many of the designations by manufacturers and sellers to distinguish their products are claimed as trademarks.
Where those designations appear in this book, and the publisher was aware of a trademark claim, the designations
have been printed in initial caps or all caps.

Library of Congress Cataloging-in-Publication Data

Robbins, Stephen P.

Fundamentals of management: essential concepts and applications / Stephen P. Robbins,
San Diego State University, David A. DeCenzo, Coastal Carolina University, Mary Coulter,
Missouri State University.—9 Edition.

pages cm

Includes index.

ISBN 978-0-13-349991-9 (student edition)

1. Management. 1. DeCenzo, David A. 1II. Coulter, Mary K. III. Title.
HD31.R5643 2015
658—dc23

2013036138

10987654321

P E A R S O N ISBN 10: 0-13-349991-X
ISBN 13: 978-0-13-349991-9



To my wife, Laura

Steve

To my family who stands by me through thick and thin;
whose unwavering support is the best gift anyone could receive.
Thanks for all you do to support me.

Dave

To Brooklynn and Blake . . . with much love, Grandma.

Mary



This page intentionally left blank



. ot = frpr— - e : ’ T.-f“-’ it d e -t %A
] S i F
v ey - .
g f . 7 P s o o ’ 1 i b !Ia"“"'w‘y‘?‘” 4
| / ; | | ke e

e BT v — o0 55" o T

Brief Contents '{

{ ¥ : / ) A

o ! . s £ 4 . it £ ’ §

Part 1 Introduction 2

Chapter 1 Managers and Management 2

History
Module A Brief History of Management's Roots 27

Chapter2 The Management Environment 34
Chapter 3  Integrative Managerial Issues 54

Part2 Planning 80

Chapter 4 Foundations of Decision Making 80

Quantitative
Module Quantitative Decision-Making Aids 109

Chapter5 Foundations of Planning 120

Part 3 Organizing 148
Chapter 6 Organizational Structure and Design 148

Chapter 7 Managing Human Resources 180

Career
Module  Building Your Career 216

Chapter8 Managing Change and Innovation 220

Part 4 Leading 246
Chapter9 Foundations of Individual Behavior 246
Chapter 10  Understanding Groups and Managing Work Teams 278
Chapter 11 Motivating and Rewarding Employees 306
Chapter 12 Leadership and Trust 334
Chapter 13 Managing Communication and Information 362

Part5 Controlling 388

Chapter 14  Foundations of Control 388
Chapter 15 Operations Management 418

Entrepreneurship
Module Managing Entrepreneurial Ventures 449

Glossary 458
Index 464



This page intentionally left blank



7

Conténts,). .. ... .|

Content highlighted in blue indicates that it is presented via a visual spread.

Preface xvii

Instructor Supplements  xix
Student Supplements  xx
About the Authors  xxii

Part 1 Introduction 2

Chapter 1 Managers and Management 2
Who Are Managers and Where Do They Work? 5
What Three Characteristics Do All Organizations Share? 6
How Are Managers Different from Nonmanagerial
Employees? 6
What Titles Do Managers Have? 6
From the Past to the Present 1588-1705-1911-Today 7

What Is Management? 8

3 WAYSTO LOOK AT WHAT MANAGERS DO 9
4 Functions Approach 9

Management Roles Approach 10

Skills and Competencies 11

Is the Manager's Job Universal? 11

And the Survey Says... 13
Why Study Management?

A Question of Ethics 14
What Factors Are Reshaping and Redefining
Management? 15

Why Are Customers Important to the Manager’'s Job? 15

Technology and the Manager's Job | Is It Still Managing
When What You’re Managing Are Robots? 16

Why Is Innovation Important to the Manager's Job? 17
Importance of Social Media to the Manager's Job 17
18

14

Importance of Sustainability to the Manager’'s Job
Wrapping It Up... 18
Review

Chapter Summary 19 e Discussion Questions 19 e
Management Skill Builder | Political Skill 20 e Experiential
Exercise 22 e (Case Application T—Happier Employees —
Happier Customers = More Profit? 23 e (Case Application
2—ABuilding a Better Boss 23 e Case Application 3—Saving
the World 25 e Endnotes 26

History Module: A Brief History of
Management's Roots 27

Early Management

27

Classical Approaches 28
Behavioral Approach 29
Quantitative Approach 30
Contemporary Approaches 31
Endnotes 33

Chapter2 The Management Environment 34
What Is the External Environment and Why Is It
Important? 37

How Has the Economy Changed? 38

From the Past to the Present 1981-1987-1991-Today 39
39
How Does the External Environment Affect Managers? 40

Technology and the Manager's Job | Can Technology
Improve the Way Managers Manage? 41

A Question of Ethics 43

What Role Do Demographics Play?

WHAT IS ORGANIZATIONAL CULTURE? 44
How Can Culture Be Described? 45
Where Does Culture Come From? 45

How Does Organizational Culture Affect Managers? 46
How Does Culture Affect What Employees Do? 46
How Does Culture Affect What Managers Do? 46
And the Survey Says... 47

Review

Chapter Summary 48 e Discussion Questions 48 e
Management Skill Builder | Understanding Culture 49 e
Experiential Exercise 50 e Case Application 1—Going to
Extremes 51 e (Case Application 2—Not Sold Out 52 e
Case Application 3—Wild Ride 53 e Endnotes 53

Chapter 3 Integrative Managerial Issues 54
What Is Globalization and How Does It Affect
Organizations? 57

What Does It Mean to Be “Global"?
How Do Organizations Go Global?

58
58

ix



X

Contents

WHAT ARE THE DIFFERENT TYPES OF GLOBAL
ORGANIZATIONS? 59

What Do Managers Need to Know About Managing in a
Global Organization? 60

From the Past to the Present 1970s—-1980s—-Today 61
What Does Society Expect from Organizations and
Managers? 63

How Can Organizations Demonstrate Socially Responsible
Actions? 63

Should Organizations Be Socially Involved? 64

What Is Sustainability and Why Is It Important? 65

And the Survey Says... 66
What Factors Determine Ethical and Unethical
Behavior? 66

In What Ways Can Ethics Be Viewed? 67

How Can Managers Encourage Ethical Behavior? 67
What Is Today’s Workforce Like and How Does It Affect
the Way Organizations Are Managed? 69

What Is Workplace Diversity? 69

What Types of Diversity Are Found in Workplaces? 70

A Question of Ethics 72

How Are Organizations and Managers Adapting to a
Changing Workforce? 72

Review

Chapter Summary 74 e Discussion Questions 74 e
Management Skill Builder | You—Being Ethical 75 e
Experiential Exercise 77 e Case Application 1—Dirty Little
Secret 77 e (Case Application 2—Spy Games 77 e

Case Application 3—From Top to Bottom 78 e Endnotes 79

Part2 Planning 80

Chapter 4 Foundations of Decision Making 80
How Do Managers Make Decisions? 83
What Defines a Decision Problem? 83
What Is Relevant in the Decision-Making Process? 84

How Does the Decision Maker Weight the Criteria and
Analyze Alternatives? 84

What Determines the Best Choice? 86
What Happens in Decision Implementation? 86
What s the Last Step in the Decision Process? 86

What Common Errors Are Committed in the Decision-
Making Process? 87

WHAT ARE THE 3 APPROACHES MANAGERS
CAN USE TO MAKE DECISIONS? 88

Rational Model 88
Bounded Rationality 89

From the Past to the Present 1945-1978-Today 90
Intuition and Managerial Decision Making 90

Technology and the Manager's Job | Making Better
Decisions with Technology 91

What Types of Decisions and Decision-Making Conditions
Do Managers Face? 92
How Do Problems Differ? 92

How Does a Manager Make Programmed
Decisions? 93

How Do Nonprogrammed Decisions Differ from
Programmed Decisions? 94

And the Survey Says... 94

How Are Problems, Types of Decisions, and Organizational
Level Integrated? 94

What Decision-Making Conditions Do Managers Face? 95
How Do Groups Make Decisions? 95

What Are the Advantages and Disadvantages of Group

Decision Making? 95

When Are Groups Most Effective? 96

How Can You Improve Group Decision Making? 97

A Question of Ethics 97

What Contemporary Decision-Making Issues Do
Managers Face? 98
How Does National Culture Affect Managers' Decision
Making? 98
Why Are Creativity and Design Thinking Important in
Decision Making? 99
Review

Chapter Summary 102 e Discussion Questions 102 e
Management Skill Builder | Being a Creative Decision

Maker 103 e Experiential Exercise 105 e

Case Application 7—The Business of Baseball 105 e
Case Application 2—Tasting Success 106 e

Case Application 3—Lift Off 107 e Endnotes 108

Quantitative Module: Quantitative Decision-
Making Aids 109

Payoff Matrices 109

Decision Trees 110

Break-Even Analysis 111

Ratio Analysis 112

Linear Programming 114

Queuing Theory 116

Economic Order Quantity Model 116
Endnotes 119

Chapter 5 Foundations of Planning 120
What Is Planning and Why Do Managers Need to
Plan? 123

Why Should Managers Formally Plan? 123
What Are Some Criticisms of Formal Planning and How
Should Managers Respond? 124
Does Formal Planning Improve Organizational
Performance? 125
What Do Managers Need to Know About Strategic
Management? 125



What |s Strategic Management? 126
Why |s Strategic Management Important? 126

What Are the Steps in the Strategic Management
Process? 127

What Strategic Weapons Do Managers Have? 128
Technology and the Managers Job | IT and Strategy 129

WHAT STRATEGIES DO MANAGERS USE? 130
Corporate Strategy 130

Competitive Strategy 131

Functional Strategy 131

A Question of Ethics 133
How Do Managers Set Goals and Develop Plans? 133

What Types of Goals Do Organizations Have and How Do
They Set Those Goals? 133

From the Past to the Present 1954-1960s and 1970s—Present 135

What Types of Plans Do Managers Use and How Do They
Develop Those Plans? 136

And the Survey Says... 138
What Contemporary Planning Issues Do Managers
Face? 139

How Can Managers Plan Effectively in Dynamic
Environments? 139

How Can Managers Use Environmental Scanning? 140
Review

Chapter Summary 141 e Discussion Questions 141 e
Management Skill Builder | Being a Good Goal Setter 142 e
Experiential Exercise 144 e  Case Application T—Flip

Flop 144 e (Case Application 2—Fast Fashion 145 e

Case Application 3—Shifting Direction 146 e Endnotes 147

Part 3 Organizing 148
Chapter 6 Organizational Structure and
Design 148
What Are the Six Key Elements in Organizational
Design? 151
(1) What Is Work Specialization? 152
(2) What Is Departmentalization? 152
(3) What Are Authority and Responsibility? 154
(4) What Is Span of Control? 158
(5) How Do Centralization and Decentralization Differ? 159
A Question of Ethics 159
(6) What Is Formalization? 159

WHAT CONTINGENCY VARIABLES AFFECT
STRUCTURAL CHOICE? 160

Mechanistic OR Organic 161

Strategy — Structure 161

Size — Structure 162

Technology — Structure 162

Environment — Structure 162

Contents  Xi

From the Past to the Present 1965-1967-1984—Present 163
What Are Some Common Organizational Designs? 164

What Traditional Organizational Designs Can Managers
Use? 164

What Contemporary Organizational Designs Can Managers
Use? 165

And the Survey Says... 167
What Are Today’s Organizational Design Challenges? 168
How Do You Keep Employees Connected? 168

How Do Global Differences Affect Organizational
Structure? 168

Technology and the Manager's Job | The Changing
World of Work 169

How Do You Build a Learning Organization? 169

How Can Managers Design Efficient and Effective Flexible
Work Arrangements? 170

Review

Chapter Summary 173 e Discussion Questions 173 e
Management Skill Builder | Increasing Your Power 174
Experiential Exercise 176 e Case Application T—A New
Kind of Structure 176 e Case Application 2—Volunteers
Work 177 e Case Application 3—You Work Where? 178 e
Endnotes 179

Chapter 7 Managing Human Resources 180
What Is the Human Resource Management Process and
What Influences I1t? 183

What Is the Legal Environment of HRM? 184

From the Past to the Present 1913—Present 186

A Question of Ethics 187
How Do Managers Identify and Select Competent
Employees? 187

1 What Is Employment Planning? 187

2A How Do Organizations Recruit Employees? 189

2B How Does a Manager Handle Layoffs? 190

3 How Do Managers Select Job Applicants? 190
How Are Employees Provided with Needed Skills and
Knowledge? 194

How Are New Hires Introduced to the
Organization? 194

Technology and the Manager's Job | Social and
Digital HR 195

What Is Employee Training? 195

KEEPING GREAT PEOPLE: 2 WAYS

ORGANIZATIONS DOTHIS 198

Performance Management System 198
Should people be compared to one another or against a set of
standards? 198 e Traditional manager-employee perfor-
mance evaluation systems may be outdated 200 ¢ When
employee’s performance is not up to par 200

Compensating Employees: Pay and Benefits 200
Compensation—Pay for doingajob 200 ¢ Compensation—
Employees benefits 202



Xii Contents

What Contemporary HRM Issues Face Managers? 202
How Can Managers Manage Downsizing? 202
And the Survey Says... 203
How Can Workforce Diversity Be Managed? 203
What Is Sexual Harassment? 204
What Is Workplace Spirituality? 205

How and Why Are Organizations Controlling HR Costs? 207

Review

Chapter Summary 209 e Discussion Questions 209 e
Management Skill Builder | Being An Effective Interviewer 210
Experiential Exercise 212 e Case Application T—

Stopping Traffic 212 e  Case Application 2—Résumé
Regrets 213 e Case Application 3—Thinking Outside the
Box 214 e Endnotes 215

Career Module: Building Your Career 216

What Was Career Development Like, Historically? 216
What Is Career Development Like, Now? 216

How Can | Have a Successful Career? 217

Assess Your Personal Strengths and Weaknesses 217
Identify Market Opportunities 217

Take Responsibility for Managing Your Own Career 217
Develop Your Interpersonal Skills 217

Practice Makes Perfect 217

Stay Up to Date 218

Network 218

Stay Visible 218

Seek a Mentor 218

Leverage Your Competitive Advantage 218

Don't Shun Risks 218

It's OK to Change Jobs 219

Opportunities, Preparation, and Luck = Success 219

Chapter8 Managing Change and Innovation 220
What Is Change and How Do Managers Deal with [t? 223

Why Do Organizations Need to Change? 224

Who Initiates Organizational Change? 225

How Does Organizational Change Happen? 225

From the Past to the Present 1943-1944-1947-Present 226
How Do Managers Manage Resistance to Change? 228

Why Do People Resist Organizational Change? 229

And the Survey Says... 229

What Are Some Techniques for Reducing Resistance to
Organizational Change? 229

WHAT REACTION DO EMPLOYEES HAVETO
ORGANIZATIONAL CHANGE? 230

What Is Stress? 230
What are the symptoms of stress? 231
What Causes Stress? 231
Job-related factors 231 e Personal factors 232
A Question of Ethics 232
How Can Stress Be Reduced? 233

How Can Managers Encourage Innovation in an
Organization? 234

How Are Creativity and Innovation Related? 235

What's Involved in Innovation? 235

How Can a Manager Foster Innovation? 236

How Does Design Thinking Influence Innovation? 238
Review
Chapter Summary 239 e Discussion Questions 239 e
Management Skill Builder | Controlling Workplace Stress 240 e
Experiential Exercise 242 e (Case Application 7—The Next Big
Thing 242 e (Case Application 2—GM's Latest Model 243 e
Case Application 3—Stress Kills 244 e Endnotes 245

Part4 Leading 246

Chapter 9 Foundations of Individual
Behavior 246

What are the Focus and Goals of Organizational
Behavior? 249
What Is the Focus of OB? 250
What Are the Goals of Organizational Behavior? 250
What Role Do Attitudes Play in Job Performance? 251
What Are the Three Components of an Attitude? 251
What Attitudes Might Employees Hold? 251

Do Individuals” Attitudes and Behaviors Need to Be
Consistent? 252

What Is Cognitive Dissonance Theory? 252
And the Survey Says... 253

How Can an Understanding of Attitudes Help Managers Be
More Effective? 253

What Do Managers Need to Know About
Personality? 254
How Can We Best Describe Personality? 254

Can Personality Traits Predict Practical Work-Related
Behaviors? 256

A Question of Ethics 257
How Do We Match Personalities and Jobs? 258
Do Personality Attributes Differ Across Cultures? 259

How Can an Understanding of Personality Help Managers
Be More Effective? 259

What Is Perception and What Influences 1t? 260
What Influences Perception? 260
How Do Managers Judge Employees? 261

How Can an Understanding of Perception Help Managers
Be More Effective? 263

From the Past to the Present 1927-1971-Present 263

HOW DO LEARNING THEORIES EXPLAIN
BEHAVIOR? 263

Operant Conditioning 264
Social Learning Theory 265
Shaping Behavior 265

How Can an Understanding of Learning Help Managers Be More
Effective? 266



What Contemporary OB Issues Face
Managers? 267
How Do Generational Differences Affect the
Workplace? 267

How Do Managers Deal with Negative Behavior in the
Workplace? 268
Review
Chapter Summary 269 e Discussion Questions 270 e
Management Skill Builder | Understanding Employee
Emotions 270 e Management Skill Builder | Understanding
Employee Personality 271 e Experiential Exercise 274 e
Case Application 7—Great Place to Work 275 e
Case Application 2—0dd Couples 275 e Case Application
3—Employees First 276 e Endnotes 277

Chapter 10 Understanding Groups and Managing

Work Teams 278
What Is a Group and What Stages of Development Do
Groups Go Through? 281
What Is a Group? 281
What Are the Stages of Group Development? 282
And the Survey Says... 282
A Question of Ethics 283

5 MAJOR CONCEPTS OF GROUP BEHAVIOR 284
Roles 284

Norms 284

Conformity 285

Status Systems 285

Group Size 286

Group Cohesiveness 286

From the Past to the Present 1951-Today 288
How are Groups Turned into Effective Teams? 288
Are Work Groups and Work Teams the Same? 289
What Are the Different Types of Work Teams? 289
Technology and the Manager'sJob | IT and Teams 291
What Makes a Team Effective? 291
How Can a Manager Shape Team Behavior? 294
What Current Issues Do Managers Face in Managing
Teams? 295
What's Involved with Managing Global Teams? 295
When Are Teams Not the Answer? 297
Review

Chapter Summary 298 e Discussion Questions 298 e
Management Skill Builder | Understanding How Teams

Work 299 e Management Skill Builder | Understanding
Conflict Resolution 301 e Experiential Exercise 303 e
Case Application 7—Teaming Up for Take Off 303 e Case
Application 2—Toyota's Teams 304 e (Case Application 3—
Intel Inside...and Far Away 304 e Endnotes 305

Chapter 11 Motivating and Rewarding

Employees 306
What Is Motivation? 309
And the Survey Says... 309

Contents  Xiii

4 EARLY THEORIES OF MOTIVATION 310
Maslow’s Hierarchy of Needs Theory 310

McGregor's Theory X and Theory Y 311

Herzberg's Two-Factor Theory 311

McClelland's Three-Needs Theory 313

How Do the Contemporary Theories Explain
Motivation? 314
What Is Goal-Setting Theory? 314
From the Past to the Present — 1959-1977-Today 315
How Does Job Design Influence Motivation? 316
What Is Equity Theory? 317
A Question of Ethics 318
How Does Expectancy Theory Explain Motivation? 319

How Can We Integrate Contemporary Motivation
Theories? 320

What Current Motivation Issues do Managers
Face? 321

How Can Managers Motivate Employees When the
Economy Stinks? 322

How Does Country Culture Affect Motivation
Efforts? 322

How Can Managers Motivate Unique Groups of
Workers? 323

How Can Managers Design Appropriate Rewards
Programs? 324

Review

Chapter Summary 327 e Discussion Questions 327 e
Management Skill Builder | Being a Good

Motivator 328 e Experiential Exercise 331 e

Case Application 1—Passionate Pursuits 331 e (Case
Application 2—Best Practices at Best Buy 332 e (ase
Application 3—Searching For? 333 e Endnotes 333

Chapter 12 Leadership and Trust 334
Who Are Leaders, and What Is Leadership? 337
From the Past to the Present 1951-1960-Today 337

WHAT DO EARLY LEADERSHIPTHEORIES TELL US
ABOUT LEADERSHIP? 338

The Leader: What Traits Do Leaders Have? 338
The Behaviors: What Behaviors Do Leaders Exhibit? 340
University of lowa studies 340
Ohio State studies 340
University of Michigan studies 340
Managerial Grid 340

What Do The Contingency Theories of Leadership
Tell Us? 341
What Was the First Comprehensive Contingency Model? 341

How Do Followers’ Willingness and Ability Influence
Leaders? 342

And the Survey Says... 344
How Participative Should a Leader Be? 344
How Do Leaders Help Followers? 345



Xiv

Contents

What Is Leadership Like Today? 346

What Do the Four Contemporary Views of Leadership
Tell Us? 346

A Question of Ethics 349
What Issues Do Today's Leaders Face? 349
Technology and the Manager's Job | Virtual
Leadership 350
Why Is Trust the Essence of Leadership? 353
A Final Thought Regarding Leadership 354
Review

Chapter Summary 355 e Discussion Questions 356 e
Management Skill Builder | Being a Good Leader 356 e
Experiential Exercise 358 e Case Application 1—
Growing Leaders 358 e Case Application 2—Serving

Up Leaders 359 e C(Case Application 3—Leadership
Legacy 360 e Endnotes 361

Chapter 13 Managing Communication and

Information 362

How Do Managers Communicate Effectively? 365
How Does the Communication Process Work? 365

Are Written Communications More Effective Than Verbal
Ones? 367

Is the Grapevine an Effective Way to Communicate? 367
How Do Nonverbal Cues Affect Communication? 367
From the Past to the Present — 1953-2009-Today 368

What Barriers Keep Communication from Being
Effective? 369

How Can Managers Overcome Communication
Barriers? 371

A Question of Ethics 372

TECHNOLOGY AND MANAGERIAL
COMMUNICATION 373

Networked Communication 373

Networked communication applications 374
Wireless Communication 375

Wireless communication applications 375

Technology and the Manager's Job |
Communication Jargon 376

FYEO: Decoding

What Communication Issues Do Managers Face
Today? 376

How Do We Manage Communication in an Internet
World? 376

And the Survey Says... 377

How Does Knowledge Management Affect
Communication? 377

What's Involved with Managing the Organization’s
Knowledge Resources? 378

What Role Does Communication Play in Customer
Service? 378

How Can We Get Employee Input and Why Should We? 379

Why Should Managers Be Concerned with Communicating
Ethically? 380

Review

Chapter Summary 381 e Discussion Questions 381 e
Management Skill Builder | Being a Good Listener 382 e
Experiential Exercise 384 e Case Application 7—Social
Benefit or Social Disaster? 384 e Case Application 2—
Banning E-Mail 385 e Case Application 3—Pizza, Politics,
and Papa 386 e Endnotes 387

Part5 Controlling 388

Chapter 14 Foundations of Control 388
What Is Control and Why Is It Important? 391

What Is Control? 391

Why Is Control Important? 391

A Question of Ethics 391
What Takes Place as Managers Control? 393

1 What Is Measuring? 393

From the Past to the Present 1911-1913-1979-Today 395

2 How Do Managers Compare Actual Performance to
Planned Goals? 396

3 What Managerial Action Can Be Taken? 397
And the Survey Says... 397

What Should Managers Control? 397
When Does Control Take Place? 398

KEEPING TRACK: WHAT GETS CONTROLLED? 399
Keeping Track of Organization's Finances 399

Keeping Track of Organization's Information 400
Keeping Track of Employee Performance 401

Keeping Track Using a Balanced Scorecard Approach 402

What Contemporary Control Issues Do Managers
Confront? 403
Do Controls Need to Be Adjusted for Cultural
Differences? 403

Technology and the Manager's Job |
Employees 404

Monitoring

What Challenges Do Managers Face in Controlling the
Workplace? 405
Review
Chapter Summary 409 e Discussion Questions 409 e
Management Skill Builder | Being a Good Disciplinarian 410 e
Management Skill Builder | Providing Good Feedback 412 e
Experiential Exercise 413 e Case Application 1—
Top Secret 414 o  Case Application 2—Deepwater in Deep
Trouble 415 e Case Application 3—Baggage Blunders and
Wonders 416 e Endnotes 417

Chapter 15 Operations Management 418
Why Is Operations Management Important to
Organizations? 421

What Is Operations Management? 421

1 How Do Service and Manufacturing
Firms Differ? 422



2 How Do Businesses Improve Productivity? 422
From the Past to the Present — 1950-1981/1982-Today 424

3 What Role Does Operations Management Play in a
Company's Strategy? 424

WHAT IS VALUE CHAIN MIANAGEMENT AND WHY
IS IT IMPORTANT? 425

What Is Value Chain Management? 425
Who has power in the value chain? 426
Goals of value chain management 427
How Does Value Chain Management Benefit Businesses? 427

How Is Value Chain Management Done? 428

What Are the Requirements for Successful Value Chain
Management? 428

And the Survey Says... 429

What Are the Obstacles to Value Chain
Management? 431

A Question of Ethics 432
What Contemporary Issues Do Managers Face in
Managing Operations? 432

1 What Role Does Technology Play in Operations
Management? 433

Technology and the Manager's Job |
Factory of the Future! 433

2 How Do Managers Control Quality? 434
How Are Projects Managed? 436
Review

Welcome to the

Chapter Summary 442 e Discussion Questions 442 e
Management Skill Builder | Being a Good Project

Manager 443 e Experiential Exercise 444 e

Case Application 7—Tragedy in Fashion 445 e

Case Application 2—Dreamliner Nightmare 446 e

Case Application 3—Stirring Things Up 447 e

Endnotes 448

Contents XV

Entrepreneurship Module: Managing
Entrepreneurial Ventures 449

What Is Entrepreneurship? 449

Who's Starting Entrepreneurial Ventures? 449

What Do Entrepreneurs Do? 450

What Planning Do Entrepreneurs Need to Do? 450
What's in a Full Business Plan? 451

What Issues Are Involved in Organizing an Entrepreneurial
Venture? 452

What Are the Legal Forms of Organization for Entrepreneurial
Ventures? 452

What Type of Organizational Structure Should Entrepreneurial
Ventures Use? 452

What Human Resource Management (HRM) Issues Do
Entrepreneurs Face? 453

What Issues Do Entrepreneurs Face in Leading an
Entrepreneurial Venture? 453

What Type of Personality Do Entrepreneurs Have? 454
How Can Entrepreneurs Motivate Employees? 454

How Can Entrepreneurs Be Leaders? 455

What Controlling Issues Do Entrepreneurs Face? 455
How Is Growth Managed? 456

How Are Downturns Managed? 456

What's Involved with Exiting the Venture? 456

Why Is It Important to Think About Managing Personal Challenges
as an Entrepreneur? 456

Endnotes 457

Glossary 458
Index 464



This page intentionally left blank



Preface

Welcome to the Ninth Edition of Fundamentals of Management! Although much has changed
in the world since FOM was first published in 1994, we haven’t changed our commitment to
providing you with the most engaging and up-to-date introduction to management paperback
on the market. And how do we do this? By covering the essential concepts of management;
providing a sound foundation for understanding the key issues; offering a strong, practical
focus, including the latest research on what works for managers and what doesn’t; and doing
these with a writing style that you and your students will find interesting and straightforward.
This edition introduces a new and exciting design. We love the way it looks and the way
management concepts are presented! And we hope you do, too! It’s a self-contained learning
package. In addition to the end-of-chapter summaries and review questions, you can choose
from the chapter self-assessments, skills modules, hands-on manager’s inbox exercises, and
case applications. In addition, the text is supported by the most comprehensive Web site and
supplement package, although your students will find the essential elements they need to
understand and apply management concepts within the text itself. You have the choice about
how best to use the materials: text only, online only, or text and online. It’s your decision!

What Key Changes Have We Made in the Ninth Edition?

You might think that there wouldn’t be much new information to put in a book...especially
a Ninth Edition! But that’s the great thing about a book that discusses managers and manage-
ment! It’s always easy to find new material just by paying attention to what’s happening in
the news! New issues and ideas are always confronting managers and we’ve made sure to
cover hot topics such as social media, big data, and design thinking, to name a few.

Our biggest change in this edition is our brand new, exciting, and innovative chapter
openers—a common Management Myth and how this myth is just that...a myth! Students
often think that they already know a lot about management. .. after all, it’s just common sense,
right? But management isn’t just common sense! When it comes to managing, much of what
passes for common sense is just plain wrong. So our new chapter openers grab students’ atten-
tion by introducing common Management Myths and then debunking them. We think you’ll
like the student discussion these “myths” and “debunking” will generate!

Another key change affects our end-of-chapter material. After listening to what you were
telling us, we decided to provide you with three (yes, you read that right, THREE!) Case Applica-
tions and we’ve moved them back to the end of the chapter. These Case Applications are a great
way to tell a current story about managers, management, and organizations and to involve students
in assessing a situation and answering questions about “how” and “why” and “what would you
do.” These Case Applications cover the gamut from Google and Yahoo! to Zara and Starbucks.

Also, based on feedback you gave us, we retained our complete, self-contained section on
developing management skills but moved the skills material to the relevant chapters. It’s one
thing to know something. It’s another to be able to use that knowledge. The skill-building ex-
ercises included at the end of each chapter help you apply and use management concepts. We
chose these 18 skills (some chapters have more than one) because of their relevance to devel-
oping management competence and their linkage to one or more of the topic areas in this book.

Finally, we’ve taken one section in each chapter and given it a completely new contem-
porary and visually appealing look. The design of this selected material will reinforce key
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topics and ideas and make it easy for students to read and to know what’s important from that
particular chapter section. We hope you like these! They were a lot of fun for us to develop and
design! Also, because today’s students are accustomed to visually rich environments, we’ve
included additional visual presentations of material throughout the chapters to help engage

students with the material.

In addition to all these major changes, here is a chapter-by-chapter list of the topic addi-
tions and changes in the Ninth Edition:

Chapter 1—Managers and Management

New chapter opener—Management Myth/Debunked
Streamlined material in From the Past to the Present box to
better focus on key concepts

New presentation of material in section on What Managers Do
New A Question of Ethics box

New section on Importance of Social Media to the Manager’s
Job

Special features highlighting important chapter material and
providing visual interest

3 Case Applications—?2 are new

Chapter 2—The Management Environment

New chapter opener—Management Myth/Debunked

New presentation of material in the From the Past to the
Present box feature

Updated information on economic component of external
environment

Revised Technology and the Manager’s Job box

New A Question of Ethics box

New presentation of material in section on What Is
Organizational Culture?

Special features highlighting important chapter material and
providing visual interest

3 Case Applications—2 are new

Chapter 3—Integrative Managerial Issues

New chapter opener—Management Myth/Debunked

New presentation of material in section on What Are the
Different Types of Global Organizations?

New A Question of Ethics box

Special features highlighting important chapter material and
providing visual interest

3 Case Applications—all new

Chapter 4—Foundations of Decision Making

New chapter opener—Management Myth/Debunked

New presentation of material in section on What Are the 3
Approaches Managers Use to Make Decisions?

New A Question of Ethics box

New material on design thinking

New material on big data

Special features highlighting important chapter material and
providing visual interest
3 Case Applications —2 new

Chapter 5—Foundations of Planning

New chapter opener—Management Myth/Debunked

New presentation of material in section on What Are Some
Criticisms of Formal Planning and How Should Managers
Respond?

New material on social media as a strategic weapon

New material on big data as a strategic weapon
Streamlined material in From the Past to the Present box
Special features highlighting important chapter material and
providing visual interest

3 Case Applications —2 new

Chapter 6—0rganizational Structure
and Design

New chapter opener—Management Myth/Debunked
Clarified presentation of material on six key elements of
organizational design

New A Question of Ethics box

New presentation of material on What Contingency Variables
Affect Structural Choice?

Streamlined material in From the Past to the Present box
Special features highlighting important chapter material and
providing visual interest

3 Case Applications—2 new

Chapter 7—Managing Human Resources

New chapter opener—Management Myth/Debunked
Streamlined discussion of global HRM laws

New material on use of social media in HR

Special features highlighting important chapter material and
providing visual interest

3 Case Applications—2 new

Chapter —Managing Change and Innovation

New chapter opener—Management Myth/Debunked
New presentation of material in From the Past to the
Present box



e New presentation of material on What Reactions Do
Employees Have to Organizational Change?

e Added “Think About” questions to boxes

e New material on design thinking and innovation

e Special features highlighting important chapter material and
providing visual interest

e 3 Case Applications—2 new

Chapter 9—Foundations of Individual
Behavior

e New chapter opener—Management Myth/Debunked

e New presentation of material on How Do Learning Theories
Explain Behavior?

* Special features highlighting important chapter material and
providing visual interest

* 3 Case Applications—2 new

Chapter 10—Understanding Groups and
Managing Work Teams

e New chapter opener—Management Myth/Debunked

e New presentation of material on 5 Major Concepts of Group
Behavior

e Special features highlighting important chapter material and
providing visual interest

e 3 Case Applications—2 new

Chapter 11—Motivating and Rewarding
Employees

e New chapter opener—Management Myth/Debunked

* New presentation of material on 4 Early Theories of
Motivation

¢ New A Question of Ethics box

» Special features highlighting important chapter material and
providing visual interest

* 3 Case Applications—2 new

Instructor Supplements
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Chapter 12—Leadership and Trust

* New chapter opener—Management Myth/Debunked

* New presentation of material on What Do Early Leadership
Theories Tell Us About Leadership?

» Special features highlighting important chapter material and
providing visual interest

* 3 Case Applications—all new

Chapter 13—Managing Communication
and Information

* New chapter opener—Management Myth/Debunked

* New presentation of material on Technology and Managerial
Communication

* Special features highlighting important chapter material and
providing visual interest

* 3 Case Applications—all new

Chapter 14—Foundations of Control

* New chapter opener—Management Myth/Debunked

» New presentation of material on Keeping Track: What Gets
Controlled?

» Special features highlighting important chapter material and
providing visual interest

* 3 Case Applications—?2 new

Chapter 15—0perations Management

* New chapter opener—Management Myth/Debunked

* New presentation of material on What Is Value Chain
Management and Why Is It Important?

* Special features highlighting important chapter material and
providing visual interest

* 3 Case Applications—2 new

At the Instructor Resource Center, www.pearsonhighered.com/irc, instructors can access a
variety of digital and presentation resources available with this text.

Registration is simple; contact your Pearson Sales Representative who will assign you
your login information. As a registered faculty member, you can download resource files and
receive immediate access to and instructions for installing course management content on your
campus server. In case you ever need assistance, our dedicated technical support team is ready
to help with the media supplements that accompany this text. Visit http://247.pearsoned.com
for answers to frequently asked questions and toll-free user support phone numbers.

The following supplements are available for download to adopting instructors:

e Instructor’s Resource Manual
e Test Bank


www.pearsonhighered.com/irc
http://247.pearsoned.com
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e TestGen® Computerized Test Bank (test-generating program)
* PowerPoint Presentations
Video Library
Videos illustrating the most important subject topics are available in two formats:
DVD—available for in classroom use by instructors, includes videos mapped to Pearson
textbooks.
MyLab—available for instructors and students, provides round the clock instant access to
videos and corresponding assessment and simulations for Pearson textbooks.
Contact your local Pearson representative to request access to either format
AACSB Learning Standards Tags in the Test Item File
Questions that test skills relevant to AACSB standards are tagged with the appropriate standard.
For example, a question testing the moral issues associated with externalities would receive the
ethical understanding and reasoning abilities tag from the AACSB categories. In addition, the
tagged questions may help to identify potential applications of these skills. This, in turn, may sug-
gest enrichment activities or other educational experiences to help students achieve these goals.
Student Supplements
CourseSmart eTextbook
For more information or to purchase a CourseSmart eTextbook, visit www.coursesmart.com.
Self-Assessment Library (S.A.L)
If you are interested in additional self-assessments for your students, this valuable tool in-
cludes 67 individual self-assessment exercises that allow students to assess their knowledge,
beliefs, feelings, and actions in regard to a wide range of personal skills, abilities, and inter-
ests. Provided scoring keys allow for immediate, individual analysis. Access is included as
part of MyManagementLab.
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Managers and
Management

Only those who

“q\\\

¢ wantto be managers

= <

need to take a
course 1n management.




Anyone who works
1N an organization

can gain insight into how
OIganizations work
and their boss's behavior
by taking a course
1IN management,



for a moment that
it's your first day

in an introductory
physics class. Your instructor asks you to take
out a piece of paper and “describe Newton's
second law of motion.” What would your
reaction be? | expect most students would
respond with something like “How would |
know? That's why I'm taking this course!”
Now let's change the situation to the
first day in an introductory management
class. Your instructor asks you to write an
answer to the question: “What traits does
one need to be an effective leader?” When
we've asked this question of students on the
first day, we find that they're never at a loss
for an answer. Everyone seems to think they
know what makes a good leader.
Our example illustrates a popular myth

about the study of management: It's just

Learning Outcomes

common sense. Well, it's not! The study of
management is filled with insights, based on
extensive research, which are counterintui-
tive. And to reinforce this point, we open each
chapter of this book with a finding from that
chapter that runs counter to common sense.
Let's begin this chapter by debunking
the above common-sense myth: This state-
ment often surprises students majoring in
subjects like accounting, finance, statistics,
information technology, or advertising. Since
they don't expect to be managers, they see
spending a semester studying management
as irrelevant to their career goals. Later in
this chapter, we'll explain why the study of
management is valuable to every student.
So attention, accounting majors: You don't
have to be a manager, or aspire to be a man-
ager, in order to gain something from a man-

agement course. @

1 Tell who managers are and where they work. p.5

2 Define management. p. 8

3 Describe what managers do. p.9

4 Explain why it's important to study management. p. 14

5 Describe the factors that are reshaping and redefining management. p. 15
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Although we’d like to think that all managers are good at what they do, you may have dis-
covered through jobs you’ve had that managers can be good at what they do or maybe not
so good, or even good one day and not so good the next! One thing you need to understand
is that all managers—including those in organizations where you’ve worked and in other
organizations—have important jobs to do. And this book is about the work they do. In this
chapter, we introduce you to managers and management: who they are, where they work, what
management is, what they do, and why you should spend your time studying management.
Finally, we’ll wrap up the chapter by looking at some important factors that are reshaping and
redefining management.

Who Are Managers and Where Do They Work?

There’s no pattern or prototype or standard criteria as

organization
Tellwho managers to who can be a manager. Managers today can be under 4 ssiematic arangement of people brought
are and where they age 18 or over age 80. They may be women as well as together to accomplish some specific purpose

men, and they can be found in all industries and in all
countries. They manage entrepreneurial businesses, large
corporations, government agencies, hospitals, museums,
schools, and not-for-profit enterprises. Some hold top-level management jobs while others are
supervisors or team leaders. However, all managers share one common element: They work
in an organizational setting. An organization is a deliberate arrangement of people brought
together to accomplish some specific purpose. For instance, your college or university is an or-
ganization as are the United Way, your neighborhood convenience store, the Dallas Cowboys
football team, fraternities and sororities, the Cleveland Clinic, and global companies such as
Nestlé, Nokia, and Nissan. These and all organizations share three common characteristics.
(See Exhibit 1-1.)

work.

Exhibit 1-1 Three Characteristics of Organizations

Structure

People
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nonmanagerial employees
People who work directly on a job or task and have
no responsibility for overseeing the work of others

managers
Individuals in an organization who direct the
activities of others

top managers

Individuals who are responsible for making decisions
about the direction of the organization and establish-
ing policies that affect all organizational members

middle managers

Individuals who are typically responsible for
translating goals set by top managers into specific
details that lower-level managers will see get done

Ajiti Banga is an associate product manager
at Pocket Gems, a firm in San Francisco
that makes and publishes mobile games
such as Pet Tap Hotel and Paradise Cove.

Collaborating with multiple teams of engineers
and designers, she manages games from initial

concept through development to product
launch.

REUTERS/Stephen Lam

What Three Characteristics Do All Organizations Share?

The first characteristic of an organization is that it has a distinct purpose, which is typically
expressed as a goal or set of goals. For example, Bob Iger, Walt Disney Company’s president
and CEO, has said his company’s goal is to create amazing family entertainment and to pro-
vide customers extraordinary experiences, which will lead to increasing shareholder value.'
Achieving those goals is done by the people in an organization, which is the second common
characteristic of an organization. An organization’s people make decisions and engage in work
activities to make the desired goal(s) a reality. For instance, at Disney, many employees work
to create the content and experiences that are so important to the company’s businesses. Others
provide supporting services or interact with guests (customers) directly. Finally, the third char-
acteristic is that an organization is structured in some way that defines and limits the behavior
of its members. Disney, like most large organizations, has a fairly complex structure with dif-
ferent businesses, departments, and functional areas. Within that structure, rules and regula-
tions might guide what people can or cannot do, some members will supervise other members,
work teams might be formed, or job descriptions might be created so organizational members
know what they’re supposed to do. That structure is the setting within which managers manage.

How Are Managers Different from Nonmanagerial Employees?

Although managers work in organizations, not everyone who works in an organization is
a manager. For simplicity’s sake, we’ll divide organizational members into two categories:
nonmanagerial employees and managers. Nonmanagerial employees are people who work
directly on a job or task and have no responsibility for overseeing the work of others. The
employees who ring up your sale at Home Depot, take your order at the drive-through at Jack
in the Box, or process your course registration in your college’s registrar’s office are all non-
managerial employees. These nonmanagerial employees may be referred to by names such as
associates, team members, contributors, or even employee partners. Managers, on the other
hand, are individuals in an organization who direct and oversee the activities of other people
in the organization so organizational goals can be accomplished. A manager’s job isn’t about
personal achievement—it’s about helping others do their work. That may mean coordinat-
ing the work of a departmental group, or it might mean supervising a single person. It could
involve coordinating the work activities of a team with people from different departments or
even people outside the organization, such as temporary employees or individuals who work
for the organization’s suppliers. This distinction doesn’t mean, however, that managers don’t
ever work directly on tasks. Some managers do have work duties not directly related to over-
seeing the activities of others. For example, an insurance claims supervisor might process
claims in addition to coordinating the work activities of other claims employees.

What Titles Do Managers Have?

Identifying exactly who the managers are in an organization isn’t dif-
ficult, but be aware that they can have a variety of titles. Managers
are usually classified as top, middle, first-line, or team leaders. (See
Exhibit 1-2.) Top managers are those at or near the top of an or-
ganization. They’re usually responsible for making decisions
about the direction of the organization and establishing policies
and philosophies that affect all organizational members. Top
managers typically have titles such as vice president, presi-
dent, chancellor, managing director, chief operating of-

ficer, chief executive officer, or chairperson of the board.
Middle managers are those managers found between the
lowest and top levels of the organization. These individu-

als often manage other managers and maybe some
nonmanagerial employees and are typically re-

sponsible for translating the goals set by top man-

agers into specific details that lower-level manag-

£ ers will see get done. Middle managers may have




The terms management and manager are actually centuries
old.?2 One source says that the word manager originated in
1588 to describe one who manages. The specific use of
the word as a person who oversees a business or public
organization is believed to have originated in the early part
of the 18th century. However, used in the way we're defin-
ing it in terms of overseeing and directing organizational
members, managementand manager are more appropriate
to the early-twentieth-century time period. The word man-
agement was first popularized by Frederick Winslow Taylor.
Taylor is a “biggie” in management history, so let's look

CHAPTER 1 . Managers and Management 7

— Workers placed in jobs with little or no concern for
matching their abilities and aptitudes with the tasks they
were required to do.

e The result: Worker output was only about one-third of
what was possible.

e Taylor's remedy? Applying the scientific method to manual
shop-floor jobs. The result: phenomenal increases in worker
output and efficiency—in the range of 200 percent or more!

e Because of his work, Taylor is known as the “father” of
scientific management.

at his contributions to how manage-
ment is practiced today.

e In 1911, Taylor's book Principles of
Scientific Management took the
business world by storm—his ideas
spread in the United States and to
other countries and inspired others.

Management:
Finding one best
way to do a job?

e Here's something for you to
try: Use scientific management
principles to be more efficient.
Choose a task you do regularly
(think .. .laundry, grocery shop-
ping, studying for exams, etc.).
Analyze that task by writing down

e Why? His theory of scientific
management: the use of scientific methods to define the
“one best way” for a job to be done.

e As a mechanical engineer in Pennsylvania steel compa-
nies, Taylor was continually appalled by workers’ ineffi-
ciencies as he observed:

— Employees using vastly different techniques to do the
same job and often “taking it easy” on the job.

— Few, if any, existing work standards.

such titles as department or agency head, project leader, unit chief, district manager, division
manager, or store manager. First-line managers are those individuals responsible for direct-
ing the day-to-day activities of nonmanagerial employees. First-line managers are often called
supervisors, shift managers, office managers, department managers, or unit coordinators. We
want to point out a special category of lower-level managers that have become more common as
organizations have moved to using employee work teams to do work. These managers can best

Exhibit 1-2 Management Levels

Middle
Managers

First-Line

Managers

Team Leaders

the steps involved in completing it.
What activities could be combined or eliminated? Find
the "one best way"” to do this task. Try the scientifically
managed way! See if you become more efficient—
keeping in mind that changing habits isn't easy to do.

Discuss This:

¢ \What would a “Taylor” workplace be like?

e How have Taylor's views contributed to how manage-
ment is practiced today?

scientific management
The use of scientific methods to define the “one
best way" for a job to be done

first-line managers
Supervisors responsible for directing the day-to-day
activities of nonmanagerial employees
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be described as team leaders—that is, individuals who are responsible for managing and facili-
tating the activities of a work team. Team leaders will typically report to a first-line manager.

What Is Management?

Define
management.

team leaders
Individuals who are responsible for managing and
facilitating the activities of a work team

management
The process of getting things done, effectively and
efficiently, through and with other people

efficiency
Doing things right, or getting the most output from
the least amount of inputs

effectiveness
Doing the right things, or completing activities so
that organizational goals are attained

Simply speaking, management is what managers do. But that simple statement doesn’t tell
us much. A better explanation is that management is the process of getting things done, ef-
fectively and efficiently, with and through other people. We need to look closer at some key
words in this definition.

A process refers to a set of ongoing and interrelated activities. In our definition of man-
agement, it refers to the primary activities or functions that managers perform—functions that
we’ll discuss in more detail in the next section.

Talk about finding new ways to be efficient!

ROWE—or results-only work environment—is a radical experiment tried at Best Buy headquar-
ters. In this flexible work program, employees are judged only on tasks completed or results, not
on how many hours they spend at work. Employees say they don't know whether they're work-
ing fewer hours because they've stopped counting. BUT' ... employee productivity jumped
41 percent!®

Efficiency and effectiveness have to do with the work being done and how it’s being
done. Efficiency means doing a task correctly (“doing things right”) and getting the most
output from the least amount of inputs. Because managers deal with scarce inputs—including
resources such as people, money, and equipment—they’re concerned with the efficient use of
those resources. Managers want to minimize resource usage and thus resource costs.

It’s not enough, however, just to be efficient. Managers are also concerned with complet-
ing activities. In management terms, we call this effectiveness. Effectiveness means “doing
the right things” by doing those work tasks that help the organization reach its goals. Whereas
efficiency is concerned with the means of getting things done, effectiveness is concerned with
the ends, or attainment of organizational goals. (See Exhibit 1-3.)

Managers and efficiency & effectiveness

o The concepts are different, but interrelated.
e It's easier to be effective if you ignore efficiency.
e Poor management is often due to
—Dboth inefficiency and ineffectiveness
OR
—effectiveness achieved without regard for efficiency
e Good management is concerned with both attaining goals (effectiveness) and doing so
as efficiently as possible.

Exhibit 1-3 Efficiency and Effectiveness
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3 Ways to Look at

What Managers Do

I 3 Describe what managers do.

NO TWO ORGANIZATIONS ARE ALIKE, and neither are managers’
jobs. But managers’” jobs do share some common elements. Here are
three approaches to describing what managers do.

4 Functions Approach

® Managers perform certain activities, tasks, or functions as they ?‘,»““‘“G

Exhibit 1-4 Four Management Functions

direct and oversee others’ work.

® Henri Fayol (a French industrialist) first proposed the functions ap-
proach. He said managers engaged in five management activities:
plan, organize, command, coordinate, and control (POCCC).* His

choice of five functions was based on what he observed and experi- | 2 Achieving the
) L 3 organization's
enced in the mining industry, not on any type of formal survey. é stated purpose
. =
e Today, those management functions have been condensed to four: %2
v
planning, organizing, leading, and controlling.
® Here are the types of things managers do when they P-O-L-C. LEapmnG
L F
=
plan organize command coordinate  control planning organizing leading controlling

Henri Fayol (a French industrialist) first proposed
the functions approach. He said managers en-

gaged in five management activities:

plan, organize, command, coordinate, and control

© Jacques Boyer / RogerViollet

/The Image Works

planning organizing leading controlling

Includes defining goals, establishing Includes determining what tasks are to be done, Includes motivating employees, directing Includes monitoring performance,
strategy, and developing plans to who is to do them, how the tasks are to be the activities of others, selecting the most comparing it with goals, and correcting
coordinate activities grouped, who reports to whom, and who will effective communication channel, and any significant deviations

make decisions resolving conflicts






