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make decisions across all levels of a company’s 
hierarchy and across all its functions and global 
divisions. This eighth edition addresses these 
emerging challenges. For example, we extend our 
treatment of global outsourcing, examine its pros 
and cons, and examine the new management prob-
lems that emerge when millions of functional jobs 
in IT, customer service, and manufacturing are per-
formed in countries overseas. Similarly, increasing 
globalization means that managers must respond 
to major differences in the legal rules and regula-
tions and ethical values and norms that prevail in 
countries around the globe.

Other major challenges we continue to expand 
on in this edition include the impact of the steadily 
increasing diversity of the workforce on compa-
nies and how this increasing diversity makes it 
imperative for managers to understand how and 
why people differ so that they can effectively man-
age and reap the performance benefits of diversity. 
Similarly, across all functions and levels, manag-
ers and employees must continually seek ways to 
“work smarter” and increase performance. Using 
new technologies to improve all aspects of an orga-
nization’s operations to enhance efficiency and 
customer responsiveness is a vital part of this pro-
cess. So too is the continuing need to innovate and 
improve the quality of goods and services, and the 
ways they are produced, to allow an organization 
to compete effectively. We significantly revised this 
edition of Essentials of Contemporary Management 
to address these challenges to managers and their 
organizations.

Major Content Changes
Once again, encouraged by the increasing num-
ber of instructors and students who use each 
new edition of our book, and based on the reac-
tions and suggestions of both users and review-
ers, we revised and updated our book in many 
ways. However, the organization and sequence 
of chapters remain the same in this new edition. 
Instructors tell us that they like the way the chap-
ters flow, and the way they build up a picture of 

Preface
In this eighth edition of Essentials of Contemporary 
Management, we continue to focus on providing 
the most up-to-date account of the changes taking 
place in the world of management and manage-
ment practices while maintaining our emphasis 
on making our text relevant and interesting to 
students. And we know from feedback from 
instructors and students that the text does engage 
them. Our increased focus on the challenges and 
opportunities facing businesses large and small 
and integrated timely examples bring management 
issues to life for students.

The number and complexity of the strategic, 
organizational, and human resource challenges 
facing managers and all employees have continued 
to increase. In most companies, managers at all lev-
els continue to play catch-up as they work toward 
meeting these challenges by implementing new 
and improved management techniques and prac-
tices. Today, relatively small differences in perfor-
mance between companies, such as in the speed at 
which they bring new products or services to mar-
ket or in the ways they motivate their employees to 
find ways to reduce costs or improve performance, 
can combine to give a company a significant com-
petitive advantage. Managers and companies that 
utilize proven management techniques and prac-
tices in their decision making and actions increase 
their effectiveness over time. Companies and man-
agers that are slower to implement new manage-
ment techniques and practices find themselves at 
a growing competitive disadvantage that makes 
it even more difficult to catch up. Thus, in many 
industries, there is a widening gap between the 
most successful companies whose performance 
reaches new heights and their weaker competitors, 
because their managers have made better decisions 
about how to use company resources in the most 
efficient and effective ways.

The challenges facing managers continue to 
mount as changes in the global environment, such 
as increasing global outsourcing and rising com-
modity prices, impact organizations large and 
small. Moreover, the revolution in information 
technology (IT) has transformed how managers 
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	•	 New “Management Insight” on “Emotions as 
Triggers for Changes in Organizations.”

	•	 New 2017 Bloomberg Businessweek Case in the 
News.

Chapter 3

	•	 New “Management Snapshot” on “Ethics and 
Social Responsibility at TOMS.”

	•	 New “Ethics in Action” on “Helping to Keep 
the Soap Market Green.”

	•	 Updated in-text statistics on median age in the 
United States.

	•	 Updated statistics on men’s and women’s 
participation rates in the U.S. workforce and 
median weekly earnings.

	•	 New in-text discussion of 2015 ruling by the 
EEOC declaring that workplace discrimina-
tion on the basis of sexual orientation is illegal 
according to federal law.

	•	 New “Focus on Diversity” on “Effectively Man-
aging Diversity at PricewaterhouseCoopers.”

	•	 New 2017 Bloomberg Businessweek Case in the 
News.

Chapter 4

	•	 New “Management Snapshot” on “Amazon 
Primed for Success in India.”

	•	 New “Manager as a Person” on “Spotify’s CEO 
Manages Global Playlist.”

	•	 New “Focus on Diversity” on “Playing Sports 
Helps Women Become Leaders.”

	•	 Updated “Management Insight” on “Challenges 
Faced by Expats in Foreign Countries,” with 
results from the 2016 HSBC Annual Expat 
Explorer Survey.

	•	 New 2017 Bloomberg Businessweek Case in the 
News.

Chapter 5

	•	 New “Management Snapshot” on “Effec-
tive Decision Making at FUJIFILM Holdings 
Corporation.”

	•	 New “Manager as a Person” on “Curbing 
Overconfidence.”

	•	 New “Management Insight” on “Decision Mak-
ing and Learning at 1-800-Flowers.com.”

management part by part, to provide an excel-
lent learning experience and a comprehensive 
coverage of management. The way we link and 
integrate topics, such as our inclusion of entrepre-
neurship in Chapter 5, “Decision Making, Learn-
ing, Creativity, and Entrepreneurship,” allows 
students to make connections among these impor-
tant topics. As examples of the many changes we 
made, this new edition expands the coverage of 
ways to encourage high motivation, creativity, and 
innovation in organizations and the importance of 
managers’ and organizations’ taking steps to pro-
tect the natural environment and promote sustain-
ability. Our three-chapter sequence on strategy, 
structure, and control systems to improve com-
petitive advantage is also updated in many ways. 
And, in this new edition, throughout the chapters 
we offer increased coverage of new approaches to 
leadership and the design of reward systems, new 
uses of advanced IT at all levels in the organiza-
tion and across all functions to improve job design 
and employee motivation, and expanded cover-
age of the pros and cons associated with global 
outsourcing.

CHAPTER-BY-CHAPTER CHANGES  We made 
the following specific changes to this edition.

Chapter 1

	•	 New “Management Snapshot” on “BuzzFeed 
Shares Content on a Global Scale.”

	•	 New “Manager as a Person” on “Hitting the 
Mark at Alcon Entertainment.”

	•	 New “Managing Globally” on “Mexico Attracts 
Global Automakers.”

	•	 New “Ethics in Action” on “Wells Fargo Scandal 
Hurts Everyone.”

	•	 New 2017 Bloomberg Case in the News.

Chapter 2

	•	 New “Management Snapshot” on “Kevin 
Plank’s Determination and Openness to  
Experience at Under Armour.”

	•	 New in-text discussion of levels of job satisfac-
tion in the United States in 2015.

	•	 New “Ethics in Action” on “Protecting the 
Environment and Jobs at Subaru of Indiana 
Automotive.”

Final PDF to printer



jon27652_fm_i-xxix.indd vii� 11/06/17  04:31 PM

	 Preface	 vii

	•	 New 2017 Bloomberg Businessweek Case in the 
News.

Chapter 10

	•	 New “Management Snapshot” on “Benioff 
Leads for Innovation at Salesforce.”

	•	 New “Ethics in Action” on “Servant Leadership 
at Zingerman’s.”

	•	 New “Manager as a Person” on “Gregory Maffei 
and Expert Power.”

	•	 New 2017 Bloomberg Businessweek Case in the 
News.

Chapter 11

	•	 New “Management Snapshot” on “Groups 
and Teams as Performance Enhancers and 
Innovators.”

	•	 New “Information Technology Byte” on “Pizza 
Teams Innovate at Amazon.”

	•	 New “Management Insight” on “Self-Managed 
Teams at W. L. Gore.”

	•	 New 2017 Bloomberg Case in the News.

Chapter 12

	•	 New “Management Snapshot” on “Effectively 
Managing Human Resources at Acuity.”

	•	 New “Managing Globally” on “Recent Trends in 
Outsourcing.”

	•	 New “Information Technology Byte” on “Fog 
Creek Software’s Approach to Recruiting.”

	•	 Updated in-text discussion of union member-
ship in the United States.

	•	 New 2017 Bloomberg Businessweek Case in the 
News.

Chapter 13

	•	 Chapter content has been reorganized to help 
students understand the overall importance of 
the communication process and its role in help-
ing organizations gain competitive advantage. 
The technology section has been shortened 
and updated to reflect current IT strategies 
that significantly impact managers’ day-to-day 
activities.

	•	 New “Management Snapshot” on “Red Hat 
CEO Focuses on Clear Communication.”

	•	 New 2017 Bloomberg Businessweek Case in the 
News.

Chapter 6

	•	 New “Management Snapshot” on “GE Refo-
cuses Its Business Strategies.”

	•	 New “Manager as a Person” on “Toys “R” Us 
CEO Faces Challenges Head On.”

	•	 New “Management Insight” on “Innovation 
Drives Michelin.”

	•	 New “Managing Globally” on “Joint Venture 
Creates a Sweet Deal.”

	•	 New 2017 Bloomberg Businessweek Case in the 
News.

Chapter 7

	•	 New “Management Snapshot” on “The Golden 
Arches Move Back to the City.”

	•	 New “Management Insight” on “Pal’s Sudden 
Service Takes Training Seriously.”

	•	 New “Management Insight” on “Team Culture 
Critical to Cubs’ Success.”

	•	 New “Management Insight” on “Microsoft CEO 
Not Afraid of Change.”

	•	 New 2017 Bloomberg Businessweek Case in the 
News.

Chapter 8

	•	 New “Management Snapshot” on “Warby 
Parker Encourages Employee Input.”

	•	 New “Management Insight” on “Keeping Email 
under Control.”

	•	 New “Management Insight” on “Wanted: Team 
Players with a Solid GPA.”

	•	 Updated “Management Insight” on “Charity 
Apps Help Users Give Back.”

	•	 New 2017 Bloomberg Case in the News.

Chapter 9

	•	 New “Management Snapshot” on “High Moti-
vation at Enterprise Holdings.”

	•	 New “Information Technology Byte” on “Moti-
vation Is High at the SAS Institute.”

	•	 New “Management Insight” on “Training Spurs 
Learning at Stella & Dot.”
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viii	 Preface

or future managers to illustrate, in a hands-on 
way, the problems and opportunities they face and 
how they can effectively meet them. For example, 
in Chapter 3, we provide an integrated treatment 
of ethics and diversity that clearly explains their 
significance to practicing managers. In Chapter 6, 
we provide an integrated treatment of planning, 
strategy, and competitive advantage, highlight-
ing the crucial choices managers face as they go 
about performing the planning role. Throughout 
the text, we emphasize important issues managers 
face and how management theory, research, and 
practice can help them and their organizations be 
effective.

The last two chapters cover the topics of manag-
ing information systems, technology, and opera-
tions management, topics that tend to be difficult 
to teach to new management students in an 
interesting and novel way. Our chapters provide 
a student-friendly, behavioral approach to under-
standing the management processes entailed in 
information systems and operations manage-
ment. As our reviewers noted, while most books’ 
treatment of these issues is dry and quantitative, 
ours comes alive with its focus on how managers 
can manage the people and processes necessary 
to give an organization a competitive advantage.

Flexible Organization
We designed the grouping of chapters to allow 
instructors to teach the chapter material in the 
order that best suits their needs. Instructors are not 
tied to the planning, organizing, leading, and con-
trolling framework, even though our presentation 
remains consistent with this approach.

	•	 New “Ethics in Action” on “Tracking Employ-
ees’ Social Media and Internet Use.”

	•	 New “Management Insight” on “Wearables 
Help Improve Employee Performance.”

	•	 New 2017 Bloomberg Businessweek Case in the 
News.

Chapter 14

	•	 New “Management Snapshot” on “LEGO 
Group’s Value Chain Key to Global Success.”

	•	 New “Management Insight” on “Boarding a 
Plane Shouldn’t Be This Difficult.”

	•	 New 2017 Bloomberg Case in the News.

UPDATED RESEARCH CONCEPTS  Just as we 
included pertinent new research concepts in each 
chapter, so we were careful to eliminate outdated 
or marginal management concepts. As usual, our 
goal is to streamline our presentation and keep 
the focus on recent changes that have the most 
impact on managers and organizations. In today’s 
world of video downloading, streaming media, and 
text messaging and tweeting, less is often more— 
especially when students are often burdened by 
time pressures stemming from the need to work 
long hours at paying jobs. New chapter opening 
“Management Snapshot” cases, the boxed illustra-
tions inside each chapter, and new “Case in the 
News” closing cases reinforce updated content 
critically but succinctly.

We feel confident that the changes to the eighth 
edition of Essentials of Contemporary Management 
will stimulate and challenge students to think 
about their future in the world of organizations.

Emphasis on Applied 
Management
We went to great lengths to bring the manager back 
into the subject matter of management. That is, we 
wrote our chapters from the perspective of current 
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RICH AND RELEVANT 
EXAMPLES
An important feature of our book is 
the way we use real-world examples 
and stories about managers and 
companies to drive home the applied 
lessons to students. Our reviewers 
were unanimous in their praise of 
the sheer range and depth of the 
rich, interesting examples we use to 
illustrate the chapter material and 
make it come alive. Moreover, unlike 
boxed material in other books, our 
boxes are seamlessly integrated 
into the text; they are an integral 
part of the learning experience, and 
not tacked on to or isolated from 
the text itself. This is central to our 
pedagogical approach.

A Management Snapshot opens 
each chapter, posing a chapter-
related challenge and then 
discussing how managers in one 
or more organizations responded 
to that challenge. These vignettes 
help demonstrate the uncertainty 
and excitement surrounding the 
management process.

Guided Tour
Confirming Pages
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BuzzFeed founder and CEO Jonah Peretti considers his global media 
company a learning-driven culture, providing a continuous loop of 
information and data to consumers that generates 7 billion views 
each month. ©Manuel Blondeau/AOP Press/Corbis/Getty Images

contracts of its own cast of talent, and its own distribution 
channel (movie theaters), which gave the entertainment 
icon the ability to adapt quickly as business changed 
over the last century. Peretti and his management team 
use a model similar to Paramount’s, owning all the key 
components of a media business: a global news opera-
tion, its own video production studio, a complex data-
analytics operation, an in-house creative agency, and a 
diverse distribution channel. With 18 offices and more 
than 1,300 employees worldwide, BuzzFeed thrives on 
developing and controlling the original content it pro-
duces across various platforms.2

A few years ago, Peretti made an interesting obser-
vation that helped him and his managers shift the com-
pany’s focus quickly. He figured out that most people 
did not want to leave their social apps to go and find 
information. Instead of steering web traffic strictly to 
BuzzFeed’s website, Peretti decided the company 
would publish content, images, and videos on digital 
platforms where people spend the most time.3

Peretti considers his company a “learning-driven” cul-
ture and a continuous loop of information and data. All 
of the original articles and videos created by BuzzFeed 
staff are the inputs that drive the data- analytics opera-
tion, which informs company management how Buzz-
Feed should create and distribute the advertising it 
produces for many of the world’s top brands.

How Does Technology Affect  
the Way Managers Manage?

If you are one of the millions of people across the planet 
who read content produced by global media giant 

BuzzFeed on a variety of social media platforms, you 
understand that news and other information are meant 
to be shared. This idea is what prompted  BuzzFeed’s 
founder and CEO, Jonah Peretti, to create an organization 
that doesn’t stand still, sometimes moving at the speed 
of light to create content, collect data about who is 
sharing the information, and then tailor the content to 
specific audiences around the world.

According to its website, BuzzFeed is a cross- 
platform, global network for news and entertainment 
that generates 7 billion views each month. The company 
creates and distributes content for a global audience 
in 7 languages and 11 different editions, across more 
than 30 social platforms, including Facebook, Twitter,  
Tumblr, Vine, Snapchat, Instagram, Pinterest, YouTube, 
and others.1

A former teacher and cofounder of The Huffington 
Post, Peretti is fascinated with information and the rich 
history of Paramount Pictures, a studio and business 
model that Peretti tries to emulate. This is because 
Paramount owned its production studio, owned the 

BuzzFeed Shares Content on a Global Scale

MANAGEMENT SNAPSHOT
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Our box features are not 
traditional boxes; that is, they 
are not disembodied from the 
chapter narrative. These thematic 
applications are fully integrated into 
the reading. Students will no longer 
be forced to decide whether to read 
boxed material. These features 
are interesting and engaging for 
students while bringing the chapter 
contents to life.

In-depth examples appear in 
boxes throughout each chapter. 
Management Insight boxes 
illustrate the topics of the chapter, 
while the Ethics in Action, 
Managing Globally, and Focus 
on Diversity boxes examine the 
chapter topics from each of these 
perspectives.

Further emphasizing the unique 
content covered in Chapter 2, 
“Values, Attitudes, Emotions, 
and Culture: The Manager as 
a Person,” the Manager as a 
Person boxes focus on how real 
managers brought about change 
within their organizations. These 
examples allow us to reflect on 
how individual managers dealt 
with real-life, on-the-job challenges 
related to various chapter concepts.

Expanded Use of Small Business 
Examples  To ensure that students 
see the clear connections between the 
concepts taught in their Principles 
of Management course and the 
application in their future jobs in a 
medium or small business, Jones and 
George have expanded the number 
of examples of the opportunities and 
challenges facing founders, managers, 
and employees in small businesses.
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More generally, emotions and moods give managers and all employees impor-
tant information and signals about what is going on in the workplace.80 Positive 
emotions and moods signal that things are going well and thus can lead to more 
expansive, and even playful, thinking. Negative emotions and moods signal that 
there are problems in need of attention and areas for improvement. So when people 
are in negative moods, they tend to be more detail-oriented and focused on the facts 
at hand.81 Some studies suggest that critical thinking and devil’s advocacy may be 
promoted by a negative mood, and sometimes especially accurate judgments may be 
made by managers in negative moods.82

As indicated in the accompanying “Management Insight” feature, emotions can 
sometimes be the impetus for important changes in an organization.

Emotions as Triggers for Changes in Organizations
In our personal lives, intense emotional experiences can often be triggers for changes 
for the better. For example, the fear that accompanies a near-miss auto accident 
may prompt a driver to slow down and leave more time to get to destinations. 
 Embarrassment experienced from being underprepared for a major presentation 

might prompt a student to be more prepared in the future. Anger 
over being treated poorly can sometimes help people get out of bad 
personal relationships.

Interestingly enough, some managers and organizations are using 
emotions to prompt needed changes. For example, the CEO of North 
American Tool, Curt Lansbery, was dismayed that employees weren’t 
contributing as much as they could to their 401(k) retirement plans; 
it was to their benefit to contribute as much as they could because 
the company had a matched contribution plan whereby it contrib-
uted a percentage of an employee’s contribution.83 North  American 
Tool makes industrial cutting machinery and each year has an 
annual 401(k) enrollment meeting. Lansbery decided to bring a bag 
full of money to the next meeting that equaled the amount of money 
employees did not receive the prior year because they did not con-
tribute the maximum to their 401(k) plans. He dumped the money 
on a table and told the employees that this really should be their 
money, not the company’s.84 The negative feelings that this invoked 
in employees—there’s a bunch of money that should be ours and is 
not—prompted many more to maximize their 401(k) contributions 
for the coming year and reap the benefits of the matched contribu-
tion plan.85

Dr. Leon Bender and other colleagues at Cedars-Sinai Medical 
Center were concerned that doctors and nurses weren’t washing 
their hands as often as they should.86 Repeated hand washing 
by medical staff is a key contributor to keeping patients free of 
secondary bacterial infections; avoiding these kinds of prevent-
able bacterial infections acquired in hospitals can save patients’ 
lives. Despite their efforts to encourage more hand washing in 

Management Insight

At one hospital, disgust at a screen-saver 
on computers showing unwashed hands 
covered with bacteria led doctors and other 
health professionals to better comply with 
hand washing procedures. Repeated hand 
washing by medical staff is a key contributor 
to avoiding preventable bacterial infections 
acquired in hospitals and to saving lives.  
©Flying Colours Ltd/Getty Images RF
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One might think that in tough economic times, when unemployment is high and 
layoffs are prevalent, people who have jobs might be relatively satisfied with them. 
However, this is not necessarily the case. For example, in December 2009 the U.S. 
unemployment rate was 10%, 85,000 jobs were lost from the economy, and the 
underemployment rate (which includes people who have given up looking for jobs 
and those who are working part-time because they can’t find a full-time position) 
was 17.3%.38 During these recessionary conditions, job satisfaction levels in the 
United States fell to record lows.39

The Conference Board has been tracking levels of U.S. job satisfaction since 
1987, when 61.1% of workers surveyed indicated that they were satisfied with their 
jobs.40 In 2009 only 45% of workers surveyed indicated that they were satisfied 
with their jobs, an all-time low for the survey.41 Some sources of job dissatisfaction 
included uninteresting work, lack of job security, incomes that have not kept pace 
with inflation, and having to spend more money on health insurance. For example, 
three times as many workers in 2009 had to contribute payment toward their health 
insurance and had rising levels of contributions compared to 1980. Only 43% of 
 workers thought their jobs were secure in 2009 compared to 59% in 1987. In the 
2000s,  average household incomes adjusted for inflation declined.42

Of all age groups, workers under 25 were the most dissatisfied with their jobs in 
2009. More specifically, approximately 64% of workers in this age group were dis-
satisfied with their jobs, perhaps due to declining opportunities and relatively low 
earnings. Around 22% of all respondents didn’t think they would still have the same 
job in a year.43

In 2015, 48.3% of U.S. workers indicated that they were satisfied with their jobs 
on the Conference Board survey.44 This was the 10th year in a row in which less 
than one-half of Americans were satisfied with their jobs.45 Factors contributing to 
levels of dissatisfaction in 2015 included compensation, promotion policies, and 
bonuses.46

Some organizations have combined a concern about protecting the environment 
with a concern about preserving workers’ jobs and avoiding layoffs, as illustrated in 
the accompanying “Ethics in Action” feature.

Ethics in Action
Protecting the Environment and Jobs at Subaru 
of Indiana Automotive
Subaru of Indiana Automotive (SIA) is located in Lafayette, Indiana; produces the 
Subaru Legacy and Outback and has over 5,400 employees.47 While the U.S. auto 
industry has had its share of major problems ranging from massive layoffs to huge 
bankruptcies, SIA has never laid off employees.48 In fact, SIA employees receive 
annual raises, premium-free health care, substantial amounts of overtime work, 
financial counseling, the option of earning a Purdue University degree at the pro-
duction facility, and pay for volunteer work. While approximately 46,000 auto jobs 
have been lost in Indiana and several auto manufacturing plants have shut down in 
the state, SIA appears to be thriving.49

At the same time, SIA has been on an uncompromising mission to protect the 
environment and save money by eliminating waste. Around 98% of the waste at 
SIA is recycled or composted with considerable efficiencies and cost savings.50 
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Outsourcing involves contracting with another company, usually in a low-cost 
country abroad, to have it perform a work activity the organization previously per-
formed itself, such as manufacturing, marketing, or customer service. Outsourcing 
increases efficiency because it lowers operating costs, freeing up money and resources 
that can be used in more effective ways—for example, to develop new products.

Low-cost global competition dramatically increased outsourcing at the beginning 
of 2000. In 2015, nearly 2.4 million U.S. jobs were outsourced to other countries. 
India, Indonesia, and China were rated as the best outsourcing countries.37 Com-
panies primarily reported offshore outsourcing to control costs and gain access to 
unavailable resources while freeing up internal ones. Tens of thousands of high-
paying IT jobs have also moved abroad to countries like India and Russia, where 
programmers work for one-third the salary of those in the United States.

Large for-profit organizations today typically employ 10% to 20% fewer people 
than they did 10 years ago because of restructuring and outsourcing. Ford, IBM, 
AT&T, and DuPont are among the thousands of organizations that have streamlined 
their operations to increase efficiency and effectiveness. The argument is that the 
managers and employees who have lost their jobs will find employment in new and 
growing U.S. companies where their skills and experience will be better utilized. 
For example, the millions of manufacturing jobs that have been lost overseas may be 
replaced by higher-paying U.S. jobs in the service sector made possible because of 
the growth in global trade. At the same time, many companies continue to experi-
ence outsourcing problems in Asia, including increasing wages in that part of the 
world. Automakers, in particular, are looking for venues that offer both skilled work-
ers and low wages. As discussed in the accompanying “Managing Globally” feature, 
some auto manufacturers are setting up production facilities in Mexico.

outsourcing  
Contracting with another 
company, usually abroad, 
to have it perform an 
activity the organization 
previously performed 
itself.

Managing Globally
Mexico Attracts Global Automakers
As workers’ wages continue to rise in parts of Asia, most notably in China, global 
auto companies are looking for other locations to build manufacturing facilities. 

Although some U.S. companies are commit-
ted to bringing jobs back home, production 
and labor costs in this country, particularly 
jobs associated with union wages, continue to 
make that decision difficult from an economic 
standpoint.38

Many of the world’s automakers are build-
ing new production facilities in Mexico. There 
are many suitable locations in Mexico to build 
new, state-of-the-art facilities for a reasonable 
price. And in terms of logistics, most of the 
new  facilities are within a few hours’ drive of 
major shipping ports, which expedites the 
transportation process. In addition, Mexico has 
a large workforce, including college graduates 
with engineering degrees, who do not make 
anywhere near the annual salaries made by 
U.S. engineers. It is estimated that the starting 

Autoworkers building Honda vehicles in a new Celaya, Mexico, 
plant. In recent years, many global automakers have moved 
some of their manufacturing operations to Mexico because of its 
available workforce, lower wages, and proximity to major shipping 
ports. ©Susana Gonzalez/Bloomberg/Getty Images
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Given the formal authority that managers have in organizations, they typically 
have more influence than rank-and-file employees. When managers commit to sup-
porting diversity, their authority and positions of power and status influence other 
members of an organization to make a similar commitment.114 Research on social 
influence supports such a link: People are likely to be influenced and persuaded by 
others who have high status.115

Consider the steps that managers at PricewaterhouseCoopers (PwC) have taken 
to effectively manage diversity, as profiled in the accompanying “Focus on Diver-
sity” feature.

Focus on Diversity
Effectively Managing Diversity at PricewaterhouseCoopers
PricewaterhouseCoopers (PwC), one of the largest private companies in the United 
States with revenues over $32 billion and more than 223,000 employees, has taken 
multiple proactive steps to effectively manage diversity.116 PwC renders audit and 
assurance, tax, and consulting services to clients in over 155 countries.117 PwC’s 
commitment to the effective management of diversity starts at the top and extends 
throughout the firm. Bob Moritz, global chairman, has long been an enthusias-
tic supporter and proponent of the effective management of diversity.118 A long- 
tenured member of PwC, Moritz learned some valuable diversity lessons early in 
his career when he spent three years in PwC Tokyo assisting U.S. and European 
financial services firms doing business in Japan with audit and advisory services. 
Working in Japan opened Moritz’s eyes to a host of diversity-related issues—what 
it felt like to be in the minority, to not speak the native language, and to experi-
ence discrimination. It also made him appreciate the value of cultural diversity,  

diversity of thought, and build-
ing trusting relationships with 
people who might be differ-
ent from you on a number of 
dimensions.119 As Moritz puts 
it, “Diverse and unexpected 
pools of talent are emerging 
around the world. To suc-
ceed in today’s global econ-
omy requires organizations to 
have an inclusive culture that 
enables them to attract and 
retain diverse talent.”120

Executives and partners work  
toward diversity and inclu-
sion goals in a variety of areas  
such as recruiting and retention, 
engagement, promotions, and 
cross-cultural mentoring. All 
U.S. employees (the  majority 
of whom are in manage-
ment positions) are involved 

PricewaterhouseCoopers, which provides audit and consulting services to clients, is 
committed to the effective management of diversity and inclusion in areas such as 
recruiting, retention, engagement, promotion, and cross-cultural mentoring. ©Radharc 
Images/Alamy Stock Photo
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Manager as a Person
Hitting the Mark at Alcon Entertainment
Scott Parish is the chief financial officer and chief operating officer of Alcon Enter-
tainment, a Los Angeles–based entertainment production company. Since its hum-
ble beginnings in a rented apartment 20 years ago, the company has grown into a 
respected and profitable enterprise, making hit movies such as The Blind Side; P.S., 
I Love You; and Dolphin Tale.16

Parish left a successful career in logistics and transportation to pursue his dream 
of working in the film industry. He took an hourly administrative job at a film pro-
duction company to learn the craft. By taking initiative to develop his understanding 
of the entertainment business from the ground up, Parish was able to rise in man-
agement over the years. Now as a member of Alcon’s top team, he is credited with 
helping grow Alcon from a boutique film company into a respected creator of films, 
television shows, and music.17

Maintaining Alcon’s growth is a significant challenge in a turbulent and ever-
changing entertainment industry. Managers like Scott Parish must produce content 
that earns profits. Film creation is a complex process. It can take years to shepherd 
a film from inception to distribution. As a result, significant planning is invested in 
production long before the cameras roll. Parish and Alcon’s leadership team are con-
stantly on the lookout for innovative ideas that give them an edge at the box office 
and must identify and produce ideas that have a strong potential to connect with 
audiences. For example, Alcon is currently working on a sequel to the successful 
Blade Runner movie, which stars Ryan Gosling and Harrison Ford.18

Once viable ideas are obtained and vetted, Parish must acquire funding for proj-
ects that can cost millions of dollars. Financing films often means attracting out-
side investors, so Parish and his team must be able to explain complex production 
processes to those not familiar with the business. These outside investors repre-
sent important stakeholders in the film production process.19 After representing 
Alcon to investors and obtaining needed financing, Parish builds the right team 
to produce and market new films. This means negotiating with and retaining the 
services of directors and a cast who can help turn concepts into reality. Missteps 
at this stage of a film’s development can be highly detrimental to its eventual suc-
cess, and Parish and his team must also balance the needs of Hollywood superstars 
against the creative demands of directors to create products audiences will pay to 
see and enjoy.

In addition to the challenges of managing film production in a competitive envi-
ronment, Parish is helping lead Alcon in an entertainment industry being trans-
formed by technology. Consumers increasingly prefer to watch digital content, so 
Alcon has broadened the way it distributes its products. Previously, film production 
companies like Alcon worked with movie theaters and brick-and-mortar retailers to 
sell content. Although these distribution channels are still used, Alcon’s content can 
now be found on streaming subscription services such as Netflix, Amazon Prime, 
and Hulu.20

Alcon also retains the rights to its films, meaning it earns residual income from 
its catalog of content. With changing consumer tastes, managers like Parish are chal-
lenged to find new ways of ensuring profitable content creation and distribution. 
The company’s foray into television has been a success with a continuing series on 
the Syfy channel called The Expanse, and it recently secured the rights to develop 
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EXPERIENTIAL LEARNING 
FEATURES
We have given considerable time and 
effort to developing state-of-the-art 
experiential end-of-chapter learning 
exercises that drive home the meaning 
of management to students. These 
exercises are grouped together at 
the end of each chapter in a section 
called “Management in Action.” The 
following activities are included at the 
end of every chapter:

Topics for Discussion and Action  are 
a set of chapter-related questions and 
points for reflection. Some ask students 
to research actual management issues and 
learn firsthand from practicing managers.

Building Management Skills  is a 
self-developed exercise that asks students 
to apply what they have learned from 
their own experience in organizations and 
from managers or from the experiences of 
others.

Managing Ethically  is an exercise 
that presents students with an ethical 
scenario or dilemma and asks them to 
think about the issue from an ethical 
perspective to better understand the issues 
facing practicing managers.

Small Group Breakout Exercise   
is designed to allow instructors in large 
classes to utilize interactive experiential 
exercises.

Be the Manager  presents a realistic 
scenario where a manager or organization 
faces some kind of challenge, problem, 
or opportunity. These exercises provide 
students with a hands-on way of solving 
“real” problems by applying what they’ve 
just learned in the chapter.
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he or she ever made. Try 
to determine why these 
decisions were so good or 
so bad. [LO5-1, 5-2, 5-3]

 8. Think about an organization in 
your local community or your 
university, or an organization 
that you are familiar with, that 
is doing poorly. Now think 
of questions managers in 
the organization should ask 
stakeholders to elicit creative 
ideas for turning around 
the organization’s fortunes. 
[LO5-4]

Discussion

 1. What are the main differences 
between programmed decision 
making and nonprogrammed 
decision making? [LO5-1]

 2. In what ways do the classical 
and administrative models 
of decision making help 
managers appreciate the 
complexities of real-world 
decision making? [LO5-1]

 3. Why do capable managers 
sometimes make bad decisions? 
What can individual managers 
do to improve their decision-
making skills? [LO5-1, 5-2]

 4. In what kinds of groups is 
groupthink most likely to be a 
problem? When is it least likely 
to be a problem? What steps 
can group members take to 
ward off groupthink? [LO5-3]

 5. What is organizational 
learning, and how can 
managers promote it? [LO5-4]

 6. What is the difference 
between entrepreneurship 
and intrapreneurship? [LO5-5]

Action

 7. Ask a manager to recall the 
best and the worst decisions 

Management in Action

Topics for Discussion and Action

Pick a decision you made 
recently that has had important 
consequences for you. It may be 
your decision about which college 
to attend, which major to select, 
whether to take a part-time job, or 
which part-time job to take. Using 
the material in this chapter, analyze 
how you made the decision:

 1. Identify the criteria you 
used, either consciously or 
unconsciously, to guide your 
decision making.

 2. List the alternatives you 
considered. Were they all 

possible alternatives? Did you 
unconsciously (or consciously) 
ignore some important 
alternatives?

 3. How much information did you 
have about each alternative? 
Were you making the decision 
on the basis of complete or 
incomplete information?

 4. Try to remember how you 
reached the decision. Did you 
sit down and consciously think 
through the implications of 
each alternative, or did you 
make the decision on the basis 

of intuition? Did you use any 
rules of thumb to help you 
make the decision?

 5. In retrospect, do you think 
your choice of alternative was 
shaped by any of the cognitive 
biases discussed in this 
chapter?

 6. Having answered the previous 
five questions, do you think 
in retrospect that you made 
a reasonable decision? What, 
if anything, might you do to 
improve your ability to make 
good decisions in the future?

Building Management Skills
How Do You Make Decisions? [LO5-1, 5-2, 5-4]

Managing Ethically [LO5-3]

Sometimes groups make 
extreme decisions—decisions 

that are either more risky or more 

conservative than they would have 
been if individuals acting alone 
had made them. One explanation 

for the tendency of groups to 
make extreme decisions is diffu-
sion of responsibility. In a group, 
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member of a group feel fully 
accountable for the outcomes 
of the decision? Why or 
why not?

Questions
 1. Either alone or in a group, 

think about the ethical 
implications of extreme 
decision making by groups.

 2. When group decision making 
takes place, should each 

responsibility for the outcomes of 
a decision is spread among group 
members, so each person feels less 
than fully accountable. The group’s 
decision is extreme because no 
individual has taken full responsibil-
ity for it.

Form groups of three or four 
people, and appoint one member 
as the spokesperson who will 
communicate your findings to 
the class when called on by the 
instructor. Then discuss the 
following scenario:

You and your partners are trying 
to decide which kind of restau-

rant to open in a centrally located 
shopping center that has just been 
built in your city. The problem con-
fronting you is that the city already 
has many restaurants that provide 
different kinds of food at all price 
ranges. You have the resources to 
open any type of restaurant. Your 

challenge is to decide which type is 
most likely to succeed.

Use brainstorming to decide 
which type of restaurant to open. 
Follow these steps:

 1. As a group, spend 5–10 
minutes generating ideas about 
the alternative restaurants 
that the members think will be 
most likely to succeed. Each 
group member should be as 
innovative and creative as 
possible, and no suggestions 
should be criticized.

 2. Appoint one group member to 
write down the alternatives as 
they are identified.

 3. Spend the next 10–15 minutes 
debating the pros and cons of 
the alternatives. As a group, try 
to reach a consensus on which 
alternative is most likely to 
succeed.

After making your decision, 
discuss the pros and cons of the 
brainstorming method, and decide 
whether any production blocking 
occurred.

When called on by the instruc-
tor, the spokesperson should be 
prepared to share your group’s 
decision with the class, as well 
as the reasons for the group’s 
decision.

Small Group Breakout Exercise [LO5-3, 5-4]

Brainstorming

Be the Manager [LO5-1, 5-2, 5-3, 5-4, 5-5]

You are a top manager who was 
recently hired by an oil field 

services company in Oklahoma to 
help it respond more quickly and 
proactively to potential opportuni-
ties in its market. You report to the 
chief operating officer (COO), who 
reports to the CEO, and you have 
been on the job for eight months. 
Thus far, you have come up with 
three initiatives you carefully stud-
ied, thought were noteworthy, and 
proposed and justified to the COO. 
The COO seemed cautiously inter-
ested when you presented the pro-
posals, and each time he indicated 
he would think about them and dis-
cuss them with the CEO because 

considerable resources were 
involved. Each time you never heard 
back from the COO, and after a few 
weeks elapsed, you casually asked 
the COO if there was any news on 
the proposal in question. For the 
first proposal, the COO said, “We 
think it’s a good idea, but the tim-
ing is off. Let’s shelve it for the time 
being and reconsider it next year.” 
For the second proposal, the COO 
said, “Mike [the CEO] reminded me 
that we tried that two years ago and 
it wasn’t well received in the market. 
I am surprised I didn’t remember it 
myself when you first described the 
proposal, but it came right back to 
me once Mike mentioned it.” For the 

third proposal, the COO simply said, 
“We’re not convinced it will work.”

You believe your three proposed 
initiatives are viable ways to seize 
opportunities in the marketplace, 
yet you cannot proceed with any of 
them. Moreover, for each proposal, 
you invested considerable time and 
even worked to bring others on 
board to support the proposal, only 
to have it shot down by the CEO. 
When you interviewed for the posi-
tion, both the COO and the CEO 
claimed they wanted “an outsider 
to help them step out of the box 
and innovate.” However, your expe-
rience to date has been just the 
opposite. What are you going to do?
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Case in the News  Each chapter has 
one Case in the News that is an actual or 
shortened version of a current article. The 
concluding questions encourage students 
to think about how real managers deal 
with problems in the business world.
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Bloomberg Businessweek Case in the News [LO 5-1, 5-2, 5-4, 5-5]

Comfy Carving: The Apex Boot Takes the Misery Out of Skiing
Author: Michael Behar

One winter morning in 2008, 
Scott Lippman was driving to 

Taos Ski Valley in New Mexico. He 
should have been giddy—a storm 
had dropped fresh powder over-
night. But he wasn’t. “On every 
run, I knew I’d have to stop half-
way down and unbuckle my boots, 
because I couldn’t feel my toes,” 
says Lippman, 48, an inventory liq-
uidator who lives in Santa Fe and 
often skis with his wife and 16-year-
old twin daughters. He’d recently 
dropped $500 for footbed heaters 
and custom insoles and hired a pro-
fessional fitter to stretch and grind 
his plastic shells into submission. 
None of it made the boots tolerable. 
After the trip, he considered quit-
ting the sport for good. But first he 
did some Googling.

Lippman came across an online 
review of a boot, invented by a com-
pany called Apex Ski Boots, that 
drastically minimized the shell. The 
Apex’s structural integrity comes 
from a scaffolding-like frame that 
surrounds a plush, detachable inner 
boot with a waterproof exterior and 
sneaker-style sole. Three turns into 
his next downhill run, Lippman says, 
“I was immediately sold.” No pain. 
No numbness. Now his wife and 
daughters ski in them, too.

There hasn’t been a market-
research study to assess how many 
skiers hate their standard-issue 
boots. But if anecdotal evidence 
is any measure, it’s surely all of 
them—including, at one point, Apex 
Chief Executive Officer Kevin Tice. 
A native of Colorado and former 
Wall Street banker, Tice, 54, recalls 
a particular afternoon in 1983 at 
Loveland Ski Area, west of Den-
ver, when he ducked into the lodge 

because his right foot was sting-
ing. “I took off my boot, and my big 
toe was bleeding, and the nail was 
ready to fall off,” he says. On his 
next lift ride, he sat with a ski patrol-
ler. “Don’t worry about the pain,” the 
patroller said. “All good skiers lose 
their big toenails.” The absurdity 
of the comment stuck with Tice: “I 
thought it was crazy. Here was this 
product that mangles your foot, and 
people had just accepted it.”

Conventional recreational ski 
boots “are nothing more than 
dumbed-down race boots,” says 
Apex co-founder Roger Neiley. 
Manufacturers such as Salomon 
and Nordica recruit racers to test 
models, providing feedback that 
heavily influences final designs. 
But racers don’t care if their boots 
hurt. Because they’re hurtling 
down steep pitches at 90 miles 
per hour, they need granite-stiff 
plastic that responds to the slight-
est input to keep their skis’ metal 
edges gripped to the snow. Nor-
mal people don’t ski like this. “Rac-
ers are only on the course for two 
minutes,” says Neiley’s co-founder, 
Denny Hanson. “They have huge 
pain thresholds. And they’re willing 
to give up comfort for any nuance 
of performance.”

Neiley, 65, competed in giant 
slalom and downhill for the Colo-
rado College ski team in the early 
1970s; he went on to work for the 
now defunct Raichle, developing 
boots with more give. For Hanson, 
73, the journey to Apex began 
with his father, a chemist at Dow 
Chemical who held more than 120 
patents, including one for a plastic 
that remained supple at subfreez-
ing temperatures. In the mid-’60s, 

Hanson started making boot-liner 
cushions from the material, called 
Flolite, and in the ’70s launched a 
company with his brother. Their first 
product was a boot that opened 
from the back, like a hatchback, 
which fit more foot shapes and gen-
erally required less costly custom-
ization to make it tolerable.

By 2006, Neiley was two years 
into a product engineering gig 
for a snowboarding company in 
Southern California. “I kept thinking 
about why skiers had to be locked 
into this rigid, cold shell,” he says. 
By contrast, snowboarders, whose 
soft-shelled boots are more flexible, 
got to enjoy pain-free riding. Neiley 
called Hanson, whom he’d known 
since his ski-racing days, and the 
two quickly agreed that boot tech-
nology had evolved enough that 
the impossible should be possible.

Hanson and his brother had sold 
their boot business to a Japanese 
company in 1984, and Hanson left 
the ski industry. He was a member 
of the Boulder Country Club, which 
was populated with aging skiers 
fed up with agonized feet. Tice was 
also a member. He and Hanson 
were introduced by a mutual friend, 
and Tice agreed to help the fledg-
ling company fundraise. They didn’t 
have to go far to find investors. 
The club was full of “guys who just 
wanted to have fun, be with their 
family, their kids,” Tice says. “They 
immediately got the Apex idea. We 
passed the hat around to our golf 
buddies and raised $500,000.”

The co-founders knew they 
could never compete with multibil-
lion-dollar ski conglomerates if they 
had to mass-produce their prod-
uct using the same costly molds 

TEACHING RESOURCES
Great care was used in the creation of the 
supplementary material to accompany 
Essentials of Contemporary Management. 
Whether you are a seasoned faculty member 
or a newly minted instructor, you’ll find our 
support materials to be the most thorough and 
thoughtful ever created.

Instructor’s Manual (IM)  The IM supporting 
this text has been completely updated in order 
to save instructors’ time and support them in 
delivering the most effective course to their 
students. For each chapter, this manual provides a 
chapter overview and lecture outline with integrated 
PowerPoint® slides, lecture enhancers, notes for 
end-of-chapter materials, video cases and teaching 
notes, and more.

PowerPoint® Presentation  Forty slides per 
chapter feature reproductions of key tables and 
figures from the text as well as original content. 
Lecture-enhancing additions such as quick polling 
questions and examples from outside the text 
can be used to generate discussion and illustrate 
management concepts.

Test Bank  The test bank has been thoroughly 
reviewed, revised, and improved. There are 
approximately 100 questions per chapter, including 
true/false, multiple-choice, and essay. Each question 
is tagged with learning objective, level of difficulty 
(corresponding to Bloom’s taxonomy of educational 
objectives), and AACSB standards. The AACSB tags 
allow instructors to sort questions by the various 
standards and create reports to help give assurance 
that they are including recommended learning 
experiences in their curricula.
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McGraw-Hill Connect® is a highly reliable, easy-to-
use homework and learning management solution 
that utilizes learning science and award-winning 
adaptive tools to improve student results. 

73% of instructors 
who use Connect 

require it; instructor 
satisfaction increases 
by 28% when Connect 

is required.

Over 7 billion questions have been 
answered, making McGraw-Hill 

Education products more intelligent, 
reliable, and precise.

 Using Connect improves retention rates 
by 19.8 percentage points, passing rates 
by 12.7 percentage points, and exam 

scores by 9.1 percentage points.

	� Connect content is authored by the world’s best  
subject matter experts, and is available to your class  
through a simple and intuitive interface.

	 The Connect eBook makes it easy for students to 			 
	 access their reading material on smartphones 				  
	 and tablets. They can study on the go and don’t 				  
	 need Internet access to use the eBook as a  
	 reference, with full functionality.

	 Multimedia content such as videos, simulations, 	
	 and games drive student engagement and critical 			 
	 thinking skills.

Quality Content and Learning Resources

	 Connect’s assignments help students 			 
	 contextualize what they’ve learned through 		
	 application, so they can better understand the 		
	 material and think critically.

	 Connect will create a personalized study path  
	 customized to individual student needs through 		
	 SmartBook®.

	 SmartBook helps students study more efficiently
	 by delivering an interactive reading experience 		
	 through adaptive highlighting and review. 

Homework and Adaptive Learning

©McGraw-Hill Education
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More students earn  
As and Bs when they  

use Connect.

www.mheducation.com/connect

©Hero Images/Bloomberg/
Getty Images RF

	 Connect Insight® generates easy-to-read 	
	 reports on individual students, the class as a 	
	 whole, and on specific assignments.

	 The Connect Insight dashboard delivers data  
	 on performance, study behavior, and effort.  
	 Instructors  can quickly identify students who 	
	 struggle and focus on material that the class  
	 has yet to master.

	 Connect automatically grades assignments  
	 and quizzes, providing easy-to-read reports  
	 on individual and class performance.

Robust Analytics and Reporting 

	 Connect integrates with your LMS to provide single sign-on and automatic syncing 	
	 of grades. Integration with Blackboard®, D2L®, and Canvas also provides automatic 	
	 syncing of the course calendar and assignment-level linking. 

	 Connect offers comprehensive service, support, and training throughout every 	
	 phase of your implementation.

	 If you’re looking for some guidance on how to use Connect, or want to learn 		
	 tips and tricks from super users, you can find tutorials as you work. Our Digital 	
	 Faculty Consultants and Student Ambassadors offer insight into how to achieve 	
	 the results you want with Connect.

Trusted Service and Support

Final PDF to printer



jon27652_fm_i-xxix.indd xvi� 11/06/17  04:31 PM

xvi

CREATE  Instructors 
can now tailor their 
teaching resources to  

match the way they teach! With McGraw-Hill  
Create, www.mcgrawhillcreate.com, instructors 
can easily rearrange chapters, combine material 
from other content sources, and quickly upload 
and integrate their own content, such as course 
syllabi or teaching notes. Find the right content 
in Create by searching through thousands of lead-
ing McGraw-Hill textbooks. Arrange the material 
to fit your teaching style. Order a Create book and 
receive a complimentary print review copy in three 
to five business days or a complimentary electronic 
review copy via e-mail within one hour. Go to 
www.mcgrawhillcreate.com today and register.

TEGRITY CAMPUS  
Tegrity makes class 
time available 24/7 by 

automatically capturing every lecture in a search-
able format for students to review when they study 
and complete assignments. With a simple one-
click start-and-stop process, you capture all com-
puter screens and corresponding audio. Students 
can replay any part of any class with easy-to-use 
browser-based viewing on a PC or Mac. Educators 
know that the more students can see, hear, and 
experience class resources, the better they learn. In 
fact, studies prove it. With patented Tegrity “search 
anything” technology, students instantly recall key 
class moments for replay online or on iPods and 
mobile devices. Instructors can help turn all their 
students’ study time into learning moments imme-
diately supported by their lecture. To learn more 
about Tegrity, watch a two-minute Flash demo at 
http://tegritycampus.mhhe.com.

MCGRAW-HILL CAM-
PUS ™  McGraw-Hi l l 
Campus is a new one-

stop teaching and learning experience available 
to users of any learning management system. This 

Course Design and Delivery

institutional service allows faculty and students to 
enjoy single sign-on (SSO) access to all McGraw-
Hill Higher Education materials, including the 
award-winning McGraw-Hill Connect platform, 
from directly within the institution’s website. 
With McGraw-Hill Campus, faculty receive instant 
access to teaching materials (e.g., eTextbooks, test 
banks, PowerPoint slides, animations, learning 
objectives, etc.), allowing them to browse, search, 
and use any instructor ancillary content in our vast 
library at no additional cost to instructor or stu-
dents. In addition, students enjoy SSO access to 
a variety of free content (e.g., quizzes, flash cards, 
narrated presentations, etc.) and subscription-
based products (e.g., McGraw-Hill Connect). With 
McGraw-Hill Campus enabled, faculty and stu-
dents will never need to create another account to 
access McGraw-Hill products and services. Learn 
more at www.mhcampus.com.

ASSURANCE OF LEARNING READY  Many 
educational institutions today focus on the notion 
of assurance of learning, an important element of 
some accreditation standards. Essentials of Contem-
porary Management is designed specifically to sup-
port instructors’ assurance of learning initiatives 
with a simple yet powerful solution. Each test bank 
question for Essentials of Contemporary Management 
maps to a specific chapter learning objective listed 
in the text.

A A C S B 
T A G G I N G  
McGraw-Hi l l 
Education is a 

proud corporate member of AACSB International. 
Understanding the importance and value of AACSB 
accreditation, Essentials of Contemporary Manage-
ment recognizes the curricula guidelines detailed 
in the AACSB standards for business accredita-
tion by connecting selected questions in the text 
and the test bank to the eight general knowledge 
and skill guidelines in the AACSB standards. The 
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most from new technology can be challenging. 
That’s why our services don’t stop after you pur-
chase our products. You can e-mail our Product 
Specialists 24 hours a day to get product training 
online. Or you can search our knowledge bank of 
Frequently Asked Questions on our support web-
site. For Customer Support, call 800-331-5094 or 
visit www.mhhe.com/support. One of our Techni-
cal Support Analysts will be able to assist you in a 
timely fashion.

statements contained in Essentials of Contemporary 
Management are provided only as a guide for the 
users of this product. The AACSB leaves content 
coverage and assessment within the purview of 
individual schools, the mission of the school, and 
the faculty. While the Essentials of Contemporary 
Management teaching package makes no claim of 
any specific AACSB qualification or evaluation, we 
have within Essentials of Contemporary Management 
labeled selected questions according to the eight 
general knowledge and skills areas.

MCGRAW-HILL CUSTOMER EXPERIENCE 
GROUP CONTACT INFORMATION  At McGraw-
Hill Education, we understand that getting the 
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Finding a way to integrate and present the rapidly 
growing literature on contemporary management 
and make it interesting and meaningful for stu-
dents is not an easy task. In writing and revising 
the various editions of Essentials of Contemporary 
Management, we have been fortunate to have had 
the assistance of several people who have con-
tributed greatly to the book’s final form. First, we 
are grateful to Michael Ablassmeir, our executive 
brand manager, for his support and commitment 
to our project, and for always finding ways to pro-
vide the resources that we needed to continually 
improve and refine our book. Second, we are grate-
ful to Jamie Koch, our product developer, for so 
ably coordinating the book’s progress, and to her 
and Deb Clare, our marketing manager, for provid-
ing us with concise and timely feedback and infor-
mation from professors and reviewers that have 
allowed us to shape the book to the needs of its 
intended market. We also thank Tara McDermott 
for executing an awe-inspiring design and Ryan 
Warczynski for coordinating the production pro-
cess. We are also grateful to the many colleagues 
and reviewers who provided us with useful and 
detailed feedback, perceptive comments, and valu-
able suggestions for improving the manuscript.

Producing any competitive work is a chal-
lenge. Producing a truly market-driven textbook 
requires tremendous effort beyond simply obtain-
ing reviews on a draft manuscript. Our goal behind 
the development of Essentials of Contemporary 
Management has been clear-cut: to be the most  
customer-driven essentials of management text and 
supplement package ever published! The favorable 
reception that our book has received from its users 
suggests that our thorough product development 
plan did lead to a book that has met the expecta-
tions of both faculty and students. For the new edi-
tion, we have continued to add new reviewers to 
the more than 200 faculty who originally took part 
in developmental activities ranging from regional 
focus groups to manuscript reviews and surveys. 
Consequently, we’re confident that the changes we 
have made to our book and its excellent support 
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Learning Objectives
After studying this chapter, you should be able to:

	LO 1-1	 Describe what management is, why management 
is important, what managers do, and how manag-
ers use organizational resources efficiently and 
effectively to achieve organizational goals.

	LO 1-2	 Distinguish among planning, organizing, leading, 
and controlling (the four principal managerial 
tasks), and explain how managers’ ability to han-
dle each one affects organizational performance.

	LO 1-3	 Differentiate among three levels of management, 
and understand the tasks and responsibilities of 
managers at different levels in the organizational 
hierarchy.

	LO 1-4	 Distinguish among three kinds of managerial skill, 
and explain why managers are divided into dif-
ferent departments to perform their tasks more 
efficiently and effectively.

	LO 1-5	 Discuss some major changes in management 
practices today that have occurred as a result of 
globalization and the use of advanced informa-
tion technology (IT).

	LO 1-6	 Discuss the principal challenges managers 
face in today’s increasingly competitive global 
environment.

The Management 
Process Today

PART 1

1

©
Sa

m
 E

dw
ar

ds
/a

ge
 fo

to
st

oc
k 

R
F

Final PDF to printer



3

jon27652_ch01_002-034.indd 3� 10/13/17  03:38 PM

BuzzFeed founder and CEO Jonah Peretti considers his global media 
company a learning-driven culture, providing a continuous loop of 
information and data to consumers that generates 7 billion views 
each month.  ©Manuel Blondeau/AOP Press/Corbis/Getty Images

contracts of its own cast of talent, and its own distribution 
channel (movie theaters), which gave the entertainment 
icon the ability to adapt quickly as business changed 
over the last century. Peretti and his management team 
use a model similar to Paramount’s, owning all the key 
components of a media business: a global news opera-
tion, its own video production studio, a complex data-
analytics operation, an in-house creative agency, and a 
diverse distribution channel. With 18 offices and more 
than 1,300 employees worldwide, BuzzFeed thrives on 
developing and controlling the original content it pro-
duces across various platforms.2

A few years ago, Peretti made an interesting obser-
vation that helped him and his managers shift the com-
pany’s focus quickly. He figured out that most people 
did not want to leave their social apps to go and find 
information. Instead of steering web traffic strictly to 
BuzzFeed’s website, Peretti decided the company 
would publish content, images, and videos on digital 
platforms where people spend the most time.3

Peretti considers his company a “learning-driven” cul-
ture and a continuous loop of information and data. All 
of the original articles and videos created by BuzzFeed 
staff are the inputs that drive the data-analytics opera-
tion, which informs company management how Buzz
Feed should create and distribute the advertising it 
produces for many of the world’s top brands.

How Does Technology Affect  
the Way Managers Manage?

If you are one of the millions of people across the planet 
who read content produced by global media giant 

BuzzFeed on a variety of social media platforms, you 
understand that news and other information are meant 
to be shared. This idea is what prompted  BuzzFeed’s 
founder and CEO, Jonah Peretti, to create an organization 
that doesn’t stand still, sometimes moving at the speed 
of light to create content, collect data about who is 
sharing the information, and then tailor the content to 
specific audiences around the world.

According to its website, BuzzFeed is a cross-
platform, global network for news and entertainment 
that generates 7 billion views each month. The company 
creates and distributes content for a global audience 
in 7 languages and 11 different editions, across more 
than 30 social platforms, including Facebook, Twitter,  
Tumblr, Vine, Snapchat, Instagram, Pinterest, YouTube, 
and others.1

A former teacher and cofounder of The Huffington 
Post, Peretti is fascinated with information and the rich 
history of Paramount Pictures, a studio and business 
model that Peretti tries to emulate. This is because 
Paramount owned its production studio, owned the 

BuzzFeed Shares Content on a Global Scale

MANAGEMENT SNAPSHOT
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A key component of the company’s business model is 
using branded “native” advertising—information designed 
to have the look and feel of the content it runs beside on 
a social platform. One of BuzzFeed’s most popular vid-
eos for Purina brand Friskies cat food (“Dear Kitten”) has 
been viewed on YouTube more than 27 million times. The 
company recently entered into a deal to produce “native” 
ads in collaboration with GroupM, a division of one of 
the world’s largest advertising agencies. The collabora-
tion has already led to videos for many different clients, 
including Nike and Target, with more video production in 
development.4

To keep the video approach fresh, BuzzFeed 
employees are organized into teams of no more than 
seven members that work on a specific type of video. 
To ensure that no one gets complacent (or bored), the 
entire staff is reorganized into different teams every 
three months. Company management believes this strat-
egy keeps the creative process fresh—and fun. Adver-
tising and viral videos can be exciting at BuzzFeed, but 
there’s serious news, too. The BuzzFeed news group 
includes hundreds of reporters and editors who cover 
politics, business, investigative journalism, and enter-
tainment. The news group at BuzzFeed has published 

several high-profile stories that have received millions 
of digital reads and several journalism awards for their 
investigative work.5

With its data-analytics group tracking and collect-
ing information that helps shape content and provide 
a deeper understanding about its global audience, 
BuzzFeed has undertaken a data initiative called Hive, 
which promises to shift the company’s business model 
yet again and challenge managers and employees to 
become even more agile. One goal of Hive is to track 
every editorial idea across all of BuzzFeed’s many plat-
forms. For example, consider a recipe for slow-cooked 
chicken. On the web, the recipe is described in seven easy 
steps. On Facebook, the recipe becomes a 46-second 
video, and then a 15-second video clip on Instagram 
with instructions written as a comment. Next the recipe 
is posted with two images on Pinterest—and a link back 
to the Facebook video. Hive promises to keep Peretti’s  
“continuous information loop” in constant motion.6

Videos, news, native ads, entertainment, images, and 
big data—all in a day’s work for the BuzzFeed managers 
who guide this media juggernaut, which was recently 
named one of 2016’s most innovative companies by 
Fast Company magazine.7

Managing a company is a complex activity, and effective 
managers like Jonah Peretti face many challenges from 
within and outside their organizations. Management  is 

an unpredictable process. Making the right decision is often difficult, and even 
successful managers often make mistakes. But the most effective managers learn 
from their mistakes and continually try to find ways to improve their companies’ 
performance.

In this chapter we look at what managers do and what skills and abilities they 
must develop to manage their organizations successfully. We also identify the differ-
ent kinds of managers that organizations need and the skills and abilities they must 
develop to succeed. Finally, we identify some challenges managers must address if 
their organizations are to grow and prosper.

When you think of a manager, what kind of person comes 
to mind? Do you think of an executive like Jonah Peretti, 
who helps direct his company? Or do you see a manager at 
a fast-food restaurant, who deals directly with employees 
and customers, or the person you answer to if you have a 

part-time job? What do all these people have in common? First, they all work in 

What Is 
Management?

Overview
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organizations. Organizations are collections of people who work together and coor-
dinate their actions to achieve a wide variety of goals or desired future outcomes. 
Second, as managers, they are the people responsible for supervising and making 
the most of an organization’s human and other resources to achieve its goals.

Management, then, is the planning, organizing, leading, and controlling of 
human and other resources to achieve organizational goals efficiently and effec-
tively.  An organization’s resources include assets such as people and their skills, 
know-how, and experience; machinery; raw materials; computers and information 
technology; and patents, financial capital, and loyal customers and employees.

Achieving High Performance: A Manager’s Goal
One of the most important goals that organizations and their members try to 
achieve is to provide some kind of good or service that customers value or desire. 
Jonah Peretti’s principal goal is to manage BuzzFeed so that it creates a continuous 
stream of new content—videos, news, and other information that consumers are 
willing to read and share on a variety of social platforms or “native” advertising that 
the world’s top brands are willing to pay for. Likewise, the principal goal of fast-food 
managers is to produce tasty and convenient food that customers enjoy and come 
back to buy again and again.

Organizational performance is a measure of how efficiently and effectively man-
agers use available resources to satisfy customers and achieve organizational goals. 
Organizational performance increases in direct proportion to increases in efficiency 
and effectiveness (see Figure 1.1). What are efficiency and effectiveness?

management   
The planning, organizing, 
leading, and controlling 
of human and other 
resources to achieve 
organizational goals 
efficiently and effectively.

Describe 
what management 
is, why management 
is important, what 
managers do, and 
how managers 
utilize organizational 
resources efficiently and 
effectively to achieve 
organizational goals.

LO 1-1

Figure 1.1
Efficiency, 
Effectiveness, and 
Performance in an 
Organization

EF
FE

C
TI

V
EN

ES
S

Manager chooses the right 
goals to pursue and makes 
good use of resources to 

achieve these goals.
Result: A product that 

customers want at a quality and 
price that they can a�ord.

High e�ciency/
High e�ectiveness

High e�ciency/
Low e�ectiveness

Manager chooses inappropriate 
goals, but makes good use of 

resources to pursue these 
goals.

Result: A high-quality product 
that customers do not want.

Manager chooses the right 
goals to pursue, but does a poor 

job of using resources to 
achieve these goals.

Result: A product that 
customers want, but that is too 

expensive for them to buy.

Low e�ciency/
High e�ectiveness

Low e�ciency/
Low e�ectiveness

Manager chooses the wrong 
goals to pursue and makes poor 

use of resources.
Result: A low-quality product 
that customers do not want.

EFFICIENCY
LOW 

LOW 

HIGH

HIGH

High-performing organizations are e�cient and e�ective.

organizations   
Collections of people 
who work together and 
coordinate their actions 
to achieve a wide variety 
of goals or desired 
future outcomes.
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Efficiency is a measure of how productively resources are used to achieve a goal. 
Organizations are efficient when managers minimize the amount of input resources 
(such as labor, raw materials, and component parts) or the amount of time needed 
to produce a given output of goods or services. For example, Burger King develops 
ever more efficient fat fryers that not only reduce the amount of oil used in cook-
ing, but also speed up the cooking of french fries. UPS develops new work routines 
to reduce delivery time, such as instructing drivers to leave their truck doors open 
when going short distances.

To encourage efficiency, Jonah Peretti decided to share BuzzFeed’s original con-
tent on multiple social media platforms instead of steering traffic to the company’s 
own website. In this way, content can be tailored to specific audiences, and its global 
reach increases exponentially. In addition, with its sophisticated data-analytics pro-
cess, BuzzFeed can track how and where its content (including videos and advertis-
ing) is being viewed. Recent estimates put the average number of BuzzFeed monthly 
content views at 7 billion.8

Effectiveness is a measure of the appropriateness of the goals that managers 
have selected for the organization to pursue and the degree to which the orga-
nization achieves those goals. Organizations are effective when managers choose 
appropriate goals and then achieve them. Some years ago, for example, managers 
at McDonald’s decided on the goal of providing breakfast service to attract more 
customers. The choice of this goal has proved smart. Over recent years, sales of 
breakfast food accounted for more than 30% of McDonald’s revenues. In 2015, 
in an effort to increase sales, McDonald’s management decided to offer break-
fast items all day long, a strategy that has been successful and well received by 
customers.9

High-performing organizations, such as Apple, McDonald’s, Walmart, Intel, 
Home Depot, Accenture, and Habitat for Humanity are simultaneously efficient and 
effective. Effective managers are those who choose the right organizational goals to 
pursue and have the skills to utilize resources efficiently.

Why Study Management?
The dynamic and complex nature of modern work means that managerial skills are 
in demand. Organizations need individuals like you who can understand this com-
plexity, respond to environmental contingencies, and make decisions that are ethi-
cal and effective. Studying management helps equip individuals to accomplish each 
of these tasks.

In a broader sense, individuals generally learn through personal experience 
(think the “school of hard knocks”) or through the experiences of others. By study-
ing management in school, you are exposing yourself to the lessons others have 
learned. The advantage of such social learning is that you are not bound to repeat 
the mistakes others have made in the past. Furthermore, by studying and practic-
ing the behaviors of good managers and high-performing companies, you will equip 
yourself to help your future employer succeed.

The economic benefits of becoming a good manager are also impressive. In the 
United States, general managers earn a median annual wage of $97,730, with a pro-
jected growth rate in job openings of 5% to 8% between now and 2024.10

Finally, learning management principles can help you make good decisions in 
nonwork situations. If you’re coaching a child’s soccer team, organizing a charity 

effectiveness   
A measure of the 
appropriateness of the 
goals an organization is 
pursuing and the degree 
to which the organization 
achieves those goals.

organizational 
performance   
A measure of how 
efficiently and effectively 
a manager uses 
resources to satisfy 
customers and achieve 
organizational goals.

efficiency  A measure 
of how well or how 
productively resources 
are used to achieve a 
goal.
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5K run, planning your financial budget, or starting a new business, good man-
agement principles will help you understand others, make quality decisions, and 
improve your overall personal success.

The job of management is to help an organization make 
the best use of its resources to achieve its goals. How do 
managers accomplish this objective? They do so by per-
forming four essential managerial tasks: planning, orga-
nizing, leading, and controlling. The arrows linking these 
tasks in Figure  1.2 suggest the sequence in which 
managers typically perform them. French manager Henri 

Fayol first outlined the nature of these managerial activities around the turn of 
the 20th century in General and Industrial Management, a book that remains 
the  classic  statement of what managers must do to create a high-performing  
organization.11

Managers at all levels and in all departments—whether in small or large compa-
nies, for-profit or not-for-profit organizations, or organizations that operate in one 
country or throughout the world—are responsible for performing these four tasks, 
which we look at next. How well managers perform these tasks determines how 
efficient and effective their organizations are.

Planning
To perform the planning task, managers identify and select appropriate organi-
zational goals and courses of action; they develop strategies for how to achieve 
high performance. The three steps involved in planning are (1) deciding which 
goals the organization will pursue, (2) deciding what strategies to adopt to attain 

Essential 
Managerial  

Tasks

planning  Identifying 
and selecting appropriate  
goals; one of the four 
principal tasks of 
management.

Distinguish 
among planning, 
organizing, leading, 
and controlling (the four 
principal managerial 
tasks), and explain 
how managers’ ability 
to handle each one 
affects organizational 
performance.

LO 1-2

Controlling
Establish accurate

measuring and
monitoring systems
to evaluate how well
the organization has
achieved its goals.

Planning
Choose appropriate

organizational
goals and courses
of action to best

achieve those goals.

Leading
Motivate,

coordinate, and
energize individuals
and groups to work
together to achieve
organizational goals.

Organizing
Establish task
and authority

relationships that
allow people to work
together to achieve 

organizational
goals.

Figure 1.2
Four Tasks of 
Management
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those goals, and (3) deciding how to allocate organizational resources to pur-
sue the strategies that attain those goals. How well managers plan and develop 
strategies determines how effective and efficient the organization is—its perfor-
mance level.12

As an example of planning in action, consider BuzzFeed’s collaborations and 
partnerships with “traditional” media outlets such as advertising agencies and tele-
vision networks. Because of its strong reputation for effective “native” advertising on 
digital platforms and its data-metrics expertise, BuzzFeed partnered with GroupM, 
the media-buying unit of advertising conglomerate WPP, to create branded content 
for clients such as Unilever and Target. As part of the deal, GroupM was the first ad 
agency to use Pound, BuzzFeed’s proprietary data system that provides insight into 
how content is shared among various digital platforms.13

In an effort to attract more Millennial viewers to the 2016 Rio Olympic Games, 
Comcast’s NBCUniversal teamed up with BuzzFeed and used the messaging app 
Snapchat to distribute Olympic-related content, attracting more than 35 million 
viewers over the two-week sporting event. The two companies recently announced 
that NBCUniversal made an additional $200 million investment in BuzzFeed, dou-
bling the original investment it made in 2015, which would help expand and fund 
the growth of BuzzFeed’s news and entertainment network.14 This financial invest-
ment will not only help BuzzFeed grow, but it will also shape the company’s plan-
ning into an effective business strategy, which is a cluster of decisions concerning 
what organizational goals to pursue, what actions to take, and how to use resources 
to achieve those goals.

Planning strategy is complex and difficult, especially because planning is done 
under uncertainty when the result is unknown so that either success or failure is 
a possible outcome of the planning process. Managers take major risks when they 
commit organizational resources to pursue a particular strategy.

Organizing
Organizing is structuring working relationships so organizational members 
interact and cooperate to achieve organizational goals. Organizing people into 
departments according to the kinds of job-specific tasks they perform lays out 
the lines of authority and responsibility between different individuals and 
groups. Managers must decide how best to organize resources, particularly 
human resources.

The outcome of organizing is the creation of an organizational structure, a for-
mal system of task and reporting relationships that coordinates and motivates mem-
bers so they work together to achieve organizational goals. Organizational structure 
determines how an organization’s resources can be best used to create goods and 
services. As BuzzFeed grows in size and scope, management faces the issue of how 
to structure the company while maintaining its core values and business strategies. 
The company once known for silly cat videos now produces investigative news 
reports, entertaining “native” ads, and data analytics that have expanded the com-
pany’s global reach and revenues. This requires coordinating activities of an expand-
ing workforce employed across several countries on multiple projects on different 
digital platforms. To help address the company’s organizational structure while 
growing the business, Jonah Peretti recently announced that BuzzFeed will split into 
two divisions: BuzzFeed News and BuzzFeed Entertainment Group.15 We examine 
the organizing process in detail in Chapter 9.

strategy  A cluster 
of decisions about what 
goals to pursue, what 
actions to take, and 
how to use resources to 
achieve those goals.

organizing   
Structuring working 
relationships in a way 
that allows organizational 
members to work 
together to achieve 
organizational goals; 
one of the four principal 
tasks of management.

organizational 
structure  A formal 
system of task and 
reporting relationships 
that coordinates and 
motivates organizational 
members so they work 
together to achieve 
organizational goals.
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Leading
An organization’s vision is a short, succinct, and inspiring statement of what the 
organization intends to become and the goals it is seeking to achieve—its desired 
future state. In leading, managers articulate a clear organizational vision for the 
organization’s members to accomplish, and they energize and enable employees 
so everyone understands the part he or she plays in achieving organizational 
goals. Leadership involves managers using their power, personality, influence, 
persuasion, and communication skills to coordinate people and groups so their 
activities and efforts are in harmony. Leadership revolves around encouraging 
all employees to perform at a high level to help the organization achieve its 
vision and goals. Another outcome of leadership is a highly motivated and com-
mitted workforce. BuzzFeed’s more than 1,300 employees appreciate the core 
values and stability of their leadership, which contributes to their success as a 
workforce. In addition, because of his teaching background and previous busi-
ness experience cofounding The Huffington Post, Jonah Peretti knows what it 
takes to be successful and is better able to relate to his employees. We discuss the 
issues involved in managing and leading individuals and groups in Chapters 9 
through 12.

Controlling
In controlling, the task of managers is to evaluate how well an organization has 
achieved its goals and to take any corrective actions needed to maintain or improve 
performance. For example, managers monitor the performance of individu-
als, departments, and the organization as a whole to see whether they are meet-
ing desired performance standards. As a successful businessperson, Jonah Peretti 
understands the importance of monitoring performance to ensure that BuzzFeed 
realizes its profit objectives. When these goals fall short, Peretti and his manage-
ment team must find ways to improve overall performance.

The outcome of the control process is the ability to measure performance 
accurately and regulate organizational efficiency and effectiveness. To exercise 
control, managers must decide which goals to measure—perhaps goals pertain-
ing to productivity, quality, or responsiveness to customers—and then they must 
design control systems that will provide the information necessary to assess 
performance—that is, determine to what degree the goals have been met. The con-
trolling task also helps managers evaluate how well they themselves are perform-
ing the other three tasks of management—planning, organizing, and leading—and 
take corrective action.

Cost control is a balancing act for any digital business due to the contingencies 
that affect the production of videos, news, images, advertising, and other original 
content. Schedule demands, changes in creative direction, and even current events 
can affect production costs, representing a constant challenge to BuzzFeed manag-
ers. However, solid business strategies and strong leadership can help give BuzzFeed 
an advantage over its competitors.

The four managerial tasks—planning, organizing, leading, and controlling—are 
essential parts of a manager’s job. At all levels in the managerial hierarchy, and 
across all jobs and departments in an organization, effective management means 
performing these four activities successfully—in ways that increase efficiency and 
effectiveness. One manager who is passionate about his industry is Scott Parish, 
who is profiled in the “Manager as a Person” feature.

leading  Articulating 
a clear vision and 
energizing and enabling 
organizational members 
so they understand 
the part they play in 
achieving organizational 
goals; one of the four 
principal tasks of 
management.

controlling   
Evaluating how well an 
organization is achieving 
its goals and taking 
action to maintain or 
improve performance; 
one of the four principal 
tasks of management.
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