ix

Contents

in Brief

Preface xxx

Part 1.

The Basis of Global Management Theory and Practice 1

Chapter
Chapter

Chapter 3.

Chapter 4.

1.
2.

Management: Science, Theory, and Practice 3

The Evolution of Management Thought
and the Patterns of Management Analysis 29

Management and Society: The External Environment,
Social Responsibility, and Ethics 57

Global and Comparative Management 82

Part 1 Closing: The Basis of Global Management 110

Part 2.

Planning
Chapter
Chapter
Chapter
Chapter

115

5. The Nature and Purpose of Planning 117

6. Objectives 142

7. Strategies, Policies, and Planning Premises 167
8. Decision Making 198

Summary of Major Principles, or Guides, for Planning 224
Part 2 Closing: Global Planning 226



Contents in Brief

Part 3.

Organizing 241

Chapter 9. The Nature of Organizing and Entrepreneuring 243
Chapter 10. Organizational Structure: Departmentation 265
Chapter 11. Line/Staff Authority and Decentralization 291
Chapter 12. Effective Organizing and Organizational Culture 317

Summary of Major Principles, or Guides, for Organizing 344
Part 3 Closing: Global Organizing 347

Part 4.

Staffing 353

Chapter 13.
Chapter 14.
Chapter 15.

Human Resource Management and Selection 355
Performance Appraisal and Career Strategy 391

Managing Change through Manager and
Organization Development 419

Summary of Major Principles, or Guides, for Staffing 443
Part 4 Closing: Global Staffing 445

Part 5.

Leading 457

Chapter 16.
Chapter 17.
Chapter 18.
Chapter 19.

Human Factors and Motivation 459
Leadership 489
Committees and Group Decision Making 514

Communication 536

Summary of Major Principles, or Guides, for Leading 564
Part 5 Closing: Global Leading 565

Part 6.

Controlling 575

Chapter 20.
Chapter 21.
Chapter 22.
Chapter 23.

The System and Process of Controlling 577
Control Techniques and Information Technology 599
Productivity and Operations Management 630

Overall Contro!l and toward the Future
through Preventive Control 660

Summary of Major Principles, or Guides, for Controlling 692

Part 6 Closing: Global Controlling and Global Challenges 696

Glossary 711

Indexes 721



Part 1.

xi

Contents

Preface xxx

The Basis of Global Management Theory and Practice 1
Chapter 1. Management: Science, Theory, and Practice 3

Definition of Management: Its Nature and Purpose 4
The functions of management ¢ Management as an essential for any
organization e Managerial functions at different organizational levels and women
in management e The goals of managers and organizations e Productivity,
effectiveness, and efficiency

Managing: Science or Art? 12

The Elements of Science 12
The scientific approach ¢ The role of management theory ¢ Management
techniques e Perspective: Management Techniques or Fads?

The Systems Approach to Operational Management 16
Inputs and claimants ¢ The managerial transformation process ® The
communication system ¢ External variables ¢ Outputs ® Reenergizing the system

The Functions of Managers 20
Planning e Organizing e Staffing e Leading e Controlling ¢ Coordination, the
essence of managership

The Systems Model of Management and the Organization of This Book 22

Summary ® Key ldeas and Concepts for Review ® For Discussion ® Exercises/Action Steps
Case 1-1. People Express 24

International Case 1-2. McDonald’s: Serving Fast Food around the World 25

References 26



Contents

Chapter 2. The Evolution of Management Thought
and the Patterns of Management Analysis 29

Frederick Taylor and Scientific Management 30
Taylor’s major concern ® Taylor’s principles ® Perspective: Taylor’s Principles

Followers of Taylor 34
Henry L. Gantt e Frank and Lillian Gilbreth

Fayol: The Father of Modern Operational-Management Theory 36
Industrial activities ® General principles of management International
Perspective: Fayol’s Principles e Elements of management

The Emergence of the Behavioral Sciences 39
The emergence of industrial psychology e Development of the sociological
approach to management ¢ The Hawthorne studies ® Chester Barnard and social
systems theory

Recent Contributors to Management Thought 43

Patterns of Management Analysis: A Management Theory Jungle? 44
The managerial roles approach ® Perspective: The Ten Managerial Roles
Identified by Mintzberg ® McKinsey’s 7-S approach e The operational, or
management process, approach

Summary ¢ Key Ideas and Concepts For Review e For Discussion ® Exercises/Action Steps

Case 2-1. Fred Denny 53
Case 2-2. Patterns of Management at IBM 53

References 54

Chapter 3. Management and Society: The External Environment,
Social Responsibility, and Ethics 57

Operating in a Pluralistic Society 58

The External Environment: Economic 59
Capital e Labor e Price levels ® Government fiscal and tax policies ® Customers

The External Environment: Technological 61
The impact of technology: benefits and problems e Categories of technological
change

The External Environment: Social 62
The complexity of environmental forces ¢ Social attitudes, beliefs, and values @
Perspective: Where Have All the Yuppies Gone?

The External Environment: Political and Legal 64
The political environment ® The legal environment o Perspective: Power and
Responsibility

The Social Responsibility of Managers 66
Social responsibility and social responsiveness ® Arguments for and against
business involvement in social actions ¢ The mission of the enterprise ® Reaction
or proaction? ® The role of the government ® The influence of values and
performance criteria on behavior ® The social audit



Contents iii

Ethics in Managing 70
Ethical theories and a model for political behavior decisions e Institutionalizing
ethics ® Code of ethics and its implementation through a formal committee ®
Perspective: Code of Ethics for Government Service ® Factors that raise ethical
standards e Differing ethical standards of various societies

Summary e Key Ideas and Concepts for Review ® For Discussion e Exercises/Action Steps
Case 3-1. Bishops’ Pastoral 78
International Case 3-2. To Stay or Not to Stay in South Africa 78

References 79

Chapter 4. Global and Comparative Management 82

International Management and Multinational Corporations 83
The nature and purpose of international business ® Multinational corporations ®
International Perspective: ABB Asea Brown Boveri: A Geocentric Company? @
From multinational to global, or transnational, corporations

International Management in Selected Countries 88
France: “Le Plan” and the “Cadre” ® Germany: authority and codetermination e
Korean management e Selected factors influencing managing in other countries o
Preparing foreign managers for work in the United States

Japanese Management and Theory Z 91
Lifetime employment ® Decision making in Japan ¢ Theory Z  Japanese
companies operating in the United States  International Perspective:
Bridgestone Tire Company

The Managerial Functions in International Business 94
Planning in the multinational corporation ® Organizing the multinational
corporation e International Perspective: What GE Learned in France e Staffing
in the multinational corporation e Leading in the multinational corporation ®
Controlling in the multinational corporation

Comparative Management 97
Management as a critical element in economic growth e International
Perspective: Porter’s Competitive Advantage of Nations ¢ A new management
frontier? e The modified Koontz model of comparative management

Summary e Key Ideas and Concepts for Review ® For Discussion ® Exercises/Action Steps
International Case 4-1. Honda Moves to the United States 105

International Case 4-2. Woman CEO Manages by the Textbook 106

References 106

Part 1 Closing. The Basis of Global Management 110

International Focus: The New Europe: Preparing for the Next Decade 110
The nature of the European Community 1992 e The objective of EC 1992 ¢
The effects of EC 1992 on selected countries

Global Car Industry Case: The Car Market in the New Europe 112
References 114



Contents

Planning 115

Chapter 5. The Nature and Purpose of Planning 117

The Nature of Planning 118
The contribution of planning to purpose and objectives ® The primacy of
planning ® The pervasiveness of planning e Perspective: Planning at GM,
K-Mart, and RCA e The efficiency of plans

Types of Plans 121
Purposes or missions ¢ Objectives or goals ® Strategies ® Policies ® Perspective:
A Company’s Policy Manual e Procedures ® Rules o Perspective: Procedures
and Rules Imposed by the Outside ¢ Programs & Budgets

Steps in Planning 129
Being aware of opportunities ® Perspective: How Problems Became
Opportunities at IBM o Establishing objectives ¢ Developing premises ®
Determining alternative courses ® Evaluating alternative courses ® Selecting
a course ® Formulating derivative plans ® Numberizing plans by budgeting ®
Applying the planning steps in preparing for college

The Planning Process: A Rational Approach to Goal Achievement 134
The planning period e The commitment principle ¢ International Perspective:
Making Commitments in the Republics of the Disintegrated Former Soviet
Union e Coordination of short- and long-range plans

Summary ¢ Key Ideas and Concepts for Review e For Discussion ® Exercises/Action Steps
Case 5-1. Eastern Electric Corporation 140

Case 5-2. Planning and Control at Apple Computer 140

References 141

Chapter 6. Objectives 142

The Nature of Objectives 143
A hierarchy of objectives e Perspective: Key Result Areas According to Drucker o
The process of setting objectives and the organizational hierarchy ® A network of
objectives ® A multiplicity of objectives ® Perspective: Examples of Overall
Objectives, or Aims, of a Business @ Perspective: Overall Objectives of a
University

Evolving Concepts in Management by Objectives 149
Early impetus to MBO e Emphasis on performance appraisal ¢ Emphasis on
short-term objectives and motivation ® Inclusion of long-range planning in
the MBO process ® The systems approach to MBO

The Process of Managing by Objectives 151
Setting preliminary objectives at the top e Clarifying organizational roles ®
Setting subordinates’ objectives ® Perspective: Objective Setting at Chrysler ®
Recycling objectives

How to Set Objectives 155
Quantitative and qualitative objectives ® Setting objectives in government ®
Guidelines for setting objectives



Contents XV

Benefits and Weaknesses of Management by Objectives and Some
Recommendations 158
Benefits of management by objectives ® Weaknesses of management by
objectives

Summary e Key Ideas and Concepts for Review ® For Discussion e Exercises/Action Steps
Case 6-1. Developing Verifiable Goals 163
International Case 6-2. Scandinavian Airlines Systems 164

References 165

Chapter 7. Strategies, Policies, and Planning Premises 167

The Nature and Purpose of Strategies and Policies 168
Strategy and policy ® The key function: giving direction to plans ¢ The guide:
furnishing the framework for plans ¢ The need for operational planning: tactics e
The effect on all areas of managing

The Strategic Planning Process 170
Inputs e Enterprise profile ¢ Perspective: Top-Management Choices o
Orientation of top managers ® Purpose and major objectives ® External
environment e Internal environment ¢ Development of alternative strategies ®
Evaluation and choice of strategies ¢ Medium- and short-range planning,
implementation, and control ® Consistency and contingency

The TOWS Matrix: A Modern Tool for Analysis of the Situation 174
Four alternative strategies ® Time dimension and the TOWS Matrix

The Portfolio Matrix; A Tool for Allocating Resources 177

Major Kinds of Strategies and Policies 178
Growth e Finance e Organization ¢ Personnel ® Public relations  Products or
services ® Marketing

Industry Analysis and Generic Competitive Strategies by Porter 180
Industry analysis ® Overall cost leadership strategy ® Differentiation strategy e
Focused strategies

Effective Implementation of Strategies 181
Strategic planning failures and some recommendations ® International
Perspective: GM’s Strategy ® Successful implementation of strategies

Premising and Forecasting 185

Environmental Forecasting 185
Values and areas of forecasting ® Forecasting with the Delphi technique

The Sales Forecast: Key Plan and Premise 186
The nature and use of the sales forecast ¢ Methods of sales forcasting e
Combination of methods

Effective Premising 190
Summary e Key Ideas and Concepts for Review ® For Discussion e Exercises/Action Steps

Case 7-1. American Flies High 193



Contents

International Case 7-2. Opportunities and Threats in Former East Germany
after the Unification 194

References 196

Chapter 8. Decision Making 198

The Importance and Limitations of Rational Decision Making 199
Rationality in decision making e Limited, or “bounded,” rationality ® Perspective:
Compaq vs. IBM

The Search for Alternatives 201

Evaluation of Alternatives 201
Quantitative and qualitative factors ® Marginal analysis e Cost effectiveness
analysis

Selecting an Alternative: Three Approaches 203
Experience ® Experimentation ® Perspective: Experimentation in Building
an Airplane e Research and analysis

Programmed and Nonprogrammed Decisions 206
Decision Making under Certainty, Uncertainty, and Risk 207

Modern Approaches to Decision Making under Uncertainty 207
Risk analysis e Perspective: Investment in a New Product e Decision trees ®
Preference theory

Evaluating the Importance of a Decision 211
Decision Support Systems 212

Creativity and Innovation 213
The creative process ® Techniques to enhance creativity ® Limitations of
traditional group discussion @ Perspective: How 3M Fosters Innovation e
The creative manager

The Systems Approach and Decision Making 217
Perspective: Investment Decisions in a Hospital

Summary e Key Ideas and Concepts for Review o For Discussion ® Exercises/Action Steps
Case 8-1. Olympic Toy Company 221

International Case 8-2. Going Global: No Sure Way to Success for
Federal Express 221

References 222

Summary of Major Principles, or Guides, for Planning 224

The purpose and nature of planning e The structure of plans e
The process of planning

Part 2 Closing. Global Planning 226

Planning Practices in Japan, the United States, and the People’s Republic of China 226
Planning in Japan ® Planning in the United States  Planning in China ®
Decision making in Japan e Decision making in the United States ®
Decision making in China



dart 3.

Contents xvil

International Focus: Planning in the New Europe 229
The opportunities ® Threats and battles ® The different impacts of the EC
on industries

Global Car Industry Case: How Can Daimler-Benz Prepare for the Twenty-first
Century? 233
Daimler’s profile in 1990 e Purpose or mission of Daimler ® The need to
formulate a strategy ® The strategic fit ¢ Summary of the Daimler case

References 237

Organizing 241
Chapter 9. The Nature of Organizing and Entrepreneuring 243

Formal and Informal Organization 245
Formal organization e Informal organization

Organizational Division: The Department 246

Organization Levels and the Span of Management 246
Choosing the span e Problems with organization levels ® Operational-
management position: a situational approach

Factors Determining an Effective Span 249
Training of subordinates ® Clarity of delegation of authority e Clarity of plans e
Use of objective standards ® Rate of change ® Communication techniques
Amount of personal contact needed ® Variation by organization level ® Other
factors ® Need for balance

An Organizational Environment for Entrepreneuring and Intrapreneuring 254
The intrapreneur and the entrepreneur ¢ Creating an environment for
entrepreneurship ® Innovation and entrepreneurship ¢ Perspective: Post-it
Note Pads

The Structure and Process of Organizing 257
The logic of organizing ® Some misconceptions

Basic Questions for Effective Organizing 259

Summary e Key Ideas and Concepts for Review ® For Discussion ® Exercises/Action Steps
Case 9-1. Measurement Instruments Corporation 261

International Case 9-2. Can the New Executive Team Turn Apple Around? 262
References 263

Chapter 10. Organizational Structure: Departmentation 265
Departmentation by Simple Numbers 266

Departmentation by Time 267
Advantages ¢ Disadvantages

Departmentation by Enterprise Function 268
Advantages ® Disadvantages

Departmentation by Territory or Geography 270
Extent of use ® Advantages ® Disadvantages



Contents

Customer Departmentation 272
Advantages ® Disadvantages

Process or Equipment Departmentation 274
Departmentation by Product 274
Advantages ¢ Some notes of caution e Disadvantages

Matrix Organization 277
Why matrix management is used e Variations in practice ® Problems with matrix
management ® Guidelines for making matrix management effective

Strategic Business Units (SBUs) 281
Perspective: Restructuring at AT&T
Organization Structures for the Global Environment 284
Choosing the Pattern of Departmentation 284
The aim: achieving objectives ® Mixing types of departmentation ® International
Perspective: Organizational Structure at Unilever
Summary ® Key Ideas and Concepts for Review ¢ For Discussion ® Exercises/Action Steps
Case 10-1. Agricultural Fertilizer Division of the Northern Chemical Corporation 287
International Case 10-2. Siemens, the Sleeping Giant 288

References 289

Chapter 11. Line/Staff Authority and Decentralization 291
Authority and Power 292
Line and Staff Concepts 293

The nature of line and staff relationships e Perspective: Line or Staff? What Is
Your Career Goal? e Line and staff relationships or departmentation?

Functional Authority 295
Delegation of functional authority ® Restricting the area of functional authority

Benefits of Staff 298

Limitations of Staff 299
Danger of undermining line authority ® Lack of staff responsibility ® Thinking in
a vacuum e Managerial problems

Decentralization of Authority 300
The nature of decentralization e Different kinds of centralization ®
Decentralization as a philosophy and policy

Delegation of Authority 301
How authority is delegated e Splintered authority e Perspective: Splintered
Authority at the Railroad e Recovery of delegated authority

The Art of Delegation 303
 Personal attitudes toward delegation ® Guides for overcoming weak delegation

Factors Determining the Degree of Decentralization of Authority 305
Costliness of the decision e Desire for uniformity of policy ® Size and character
of the organization e History and culture of the enterprise ® Management
philosophy e Desire for independence ® Availability of managers ¢ Control



Contents Xix

techniques o Decentralized performance ® Business dynamics: the pace of
change e Environmental influences

Recentralization of Authority and Balance as the Key to Decentralization 311

Summary e Key Ideas and Concepts for Review o For Discussion e Exercises/Action Steps
Case 11-1. ABC Airlines 314

International Case 11-2. Ford’s Global Strategy: Centers of Excellence 315
References 316

Chapter 12. Effective Organizing and Organizational Culture 317

Some Mistakes in Organizing 318
Failure to plan properly ® Failure to clarify relationships e Failure to delegate
authority e Failure to balance delegation ® Confusion of lines of authority with
lines of information e Granting authority without exacting responsibility e
Holding people responsible who do not have authority e Careless application
of the staff device ® Misuse of functional authority ¢ Multiple subordination e
Misunderstanding of the function of service departments ® Overorganization
and underorganization

Avoiding Mistakes in Organizing by Planning 323
Planning for the ideal ® Modification for the human factor ® Advantages of
organization planning

Avoiding Organizational Inflexibility 324
Signs of inflexibility e Avoiding inflexibility through reorganization e Perspective:
Restructuring IBM e The Need for readjustment and change o Perspective:
Managing for the 1990s at United Technologies

Making Staff Work Effective 327
Understanding authority relationships ® Making line listen to staff ® Keeping staff
informed ® Requiring completed staff work ® Making staff work as a way of
organizational life

Avoiding Conflict by Clarification 329
Organization charts e Position descriptions

Ensuring Understanding of Organizing 332
Teaching the nature of organizing ® Recognizing the importance of informal
organization and the grapevine

Promoting an Appropriate Organization Culture 333
Defining organization culture ® The influence of the leader on organization
culture ® Perspective: General Motors’ Mission and Culture

Contingencies in Organizing 336
Studies by Burns and Stalker ® Studies by Woodward e Studies by Lawrence and
Lorsch

Summary e Key Ideas and Concepts for Review ® For Discussion e Exercises/Action Steps

Case 12-1. Organization Culture at IBM 339

International Case 12-2. Restructuring at Korea’s Daewoo 341

References 341



Contents

Summary of Major Principles, or Guides, for Organizing

The purpose of organizing e The cause of organizing ® The structure of
organization: authority ® The structure of organization: departmentized
activities ® The process of organizing

Part 3 Closing. Global Organizing

Organizing Practices in Japan, the United States, and the People’s Republic of
China 347
Organizing in Japan e Organizing in the United States ® Organizing in China

International Focus: Organizing for Quality Service in Europe, the United States,
and Japan 349
Overall findings ® Customer satisfaction ® Organizing for service excellence ®
Implications of the survey

Global Car Industry Case: How the Lexus Was Born 351
References 352

Staffing
Chapter 13. Human Resource Management and Selection

Definition of Staffing 356
Defining the Managerial Job 357

344

347

353
355

The Systems Approach to Human Resource Management: An Overview of the Staffing

Function 357

Factors affecting the number and kinds of managers required ® Determination of

available managerial resources: the management inventory ® Advantages and
limitations of the manager inventory chart ® Analysis of the need for managers:
external and internal information sources ¢ Other important aspects in the
systems approach to staffing

Situational Factors Affecting Staffing 364
The external environment ¢ Perspective: Career Opportunities for Women e
International Perspective: Workweek Differences in Various Countries ® The
internal environment ¢ Perspective: Companies with Policies of Promotion
from Within

Selection: Matching the Person with the Job 370
Systems Approach to Selection: An Overview 370

Position Requirements and Job Design 372
Identifying job requirements ® Job design

Skills and Personal Characteristics Needed by Managers 374
Analytical and problem-solving abilities ® Personal characteristics needed by
managers ¢ International Perspective: Global Orientation at P&G

Matching Qualifications with Position Requirements 377
Recruitment of managers & Information exchange contributing to successful
selection e Selection, placement, and promotion e Perspective: Meet the Young



Contents i

Work Force e The Peter Principle ® Perspective: People Express:
An Ilustration of the Peter Principle? o Responsibility for selection

Selection Process, Techniques, and Instruments 380
The selection process ¢ Interviews o Tests ¢ Assessment centers ® Limitations of
the selection process

Orienting and Socializing New Employees 385

Summary e Key Ideas and Concepts for Review e For Discussion e Exercises/Action Steps
Case 13-1. Belden Electronics Company 387

International Case 13-2. Job Design at Volvo in Sweden 388

References 388

Chapter 14. Performance Appraisal and Career Strategy 391

The Purposes and Uses of Appraisal 393
The Conference Board study e The General Electric studies

The Problem of Management Appraisal 394

Choosing the Appraisal Criteria 394
Performance in accomplishing goals ® Performance as managers

Traditional Trait Appraisals 395
Weaknesses of trait appraisals ® Attempts to strengthen trait rating

Appraising Managers against Verifiable Objectives 397
The appraisal process ® Three kinds of reviews ¢ Strengths of appraisal against
verifiable objectives ® Weaknesses of appraisal against verifiable objectives

A Suggested Program: Appraising Managers as Managers 400
Perspective: Sample Questions for Appraising Managers as Managers ®
Advantages of the new program ® Weaknesses of the new program ® Perspective:
Performance Appraisal: An Illustration

A Team Evaluation Approach 403

Rewards and Stress of Managing 403
Rewards of managing e International Perspective: Are U.S. CEOs Overpaid and
Other U.S. Managers Underpaid? e Stress in managing e Fitting the needs of the
individual to the demands of the job

Formulating the Career Strategy 408
Preparation of a personal profile ¢ Development of long-range personal and
professional goals ® Analysis of the environment: threats and opportunities ®
Analysis of personal strengths and weaknesses ® Development of strategic career
alternatives ® Consistency testing and strategic choices  Development of short-
range career objectives and action plans & Development of contingency plans e
Implementation of the career plan ® Monitoring progress ® Dual-career couples

Summary e Key Ideas and Concepts for Review o For Discussion @ Exercises/Action Steps
Case 14-1. Hardstone Corporation 416

Case 14-2. Foresite Incorporated 416

References 417



Contents

Chapter 15. Managing Change through Manager and
Organization Development 419

Manager Development Process and Training 420
Present job e Next job e Future needs e Perspective: Systematic Training and
Development at IBM

Approaches to Manager Development: On-the-Job Training 423
Planned progression  Job rotation @ International Perspective: Japanese
Carmakers in America  Creation of “assistant-to” positions ¢ Temporary
promotions ® Committees and junior boards ® Coaching

Approaches to Manager Development: Internal and External Training 426
Sensitivity training, T-groups, and encounter groups ® Conference programs ©
University management programs ® International Perspective: M.B.A. Degrees
for Japanese? ® Readings, television, and video instructions e International
Perspective: Management Development at China Resources ® Business
simulation, experiential exercises, and expert systems e Special training
programs ¢ Evaluation and transfer

Managing Change 430
Changes that affect manager and organization development @ Techniques for
initiating change ® Resistance to change

Organizational Conflict 432
Sources of conflict ¢ Managing conflict

Organization Development 433
The organization development process ® OD in action

Bridging the Gap between Academia and Industry 435
Perspective: Making Management Education Relevant

Summary e Key Ideas and Concepts for Review e For Discussion ® Exercises/Action Steps
Case 15-1. Management Education at the Harvard Business School 439

Case 15-2. Consultant Hugh Wills 440

References 440

Summary of Major Principles, or Guides, for Staffing 443

The purpose of staffing ® The process of staffing

Part 4 Closing. Global Staffing 445

Staffing Practices in Japan, the United States, and the People’s Republic of China 445
Staffing in Japan e Staffing in the United States ® Staffing in China

International Focus: Training and Development for the Global Market: The German/
European Model 448
Combination of internal and external training: the apprenticeship system ® The
Vocational Academy (VA) ® The new European manager ® What business schools
should do ® Summary and conclusion about the German/European model of
manager development



art 5.

Contents xxiii

Global Car Industry Case: Meet the Carmakers’ CEOs 452
Soichiro Honda, CEQ at Honda e Lee lacocca, CEO at Chrysler » Edzard
Reuter, CEO at Daimler-Benz

References 455

Leading 457
Chapter 16. Human Factors and Motivation 459

Human Factors in Managing 460
Multiplicity of roles  No average person ® The importance of personal dignity e
Consideration of the whole person e Perspective: Disillusioned Middle Managers

Motivation and Motivators 462
Motivation e Perspective: Self-Motivation e The need-want-satisfaction chain e
Complexity of motivation

Motivation: The Carrot and the Stick 465

An Early Behavioral Model: McGregor’s Theory X and Theory Y 466
Theory X assumptions ® Theory Y assumptions e Clarification of the theories

The Hierarchy of Needs Theory 468
The needs hierarchy ® Questioning the needs hierarchy

The Motivation-Hygiene Approach to Motivation 469
The Expectancy Theory of Motivation 470

The Vroom theory and practice ® The Porter and Lawler model e Implications
for practice

Equity Theory 473

Reinforcement Theory 474

McClelland’s Needs Theory of Motivation 475
Need for power ® Need for affiliation ® Need for achievement & How
McClelland’s approach applies to managers

Special Motivational Techniques 476
Money o Perspective: The Other Side of the Coin o Participation ¢ Quality of
working life (QWL) e Perspective: QWL in Action

Job Enrichment 479
The claims of job enrichment e Limitations of job enrichment ® Problems with
job enrichment ® Making job enrichment effective

A Systems and Contingency Approach to Motivation 482
Dependence of motivation on organizational climate ® Motivation, leadership and
managership

Summary e Key Ideas and Concepts for Review ® For Discussion ® Exercises/Action Steps
Case 16-1. Managing the Hewlett-Packard Way 485

International Case 16-2. The Human Factor at Olivetti in Italy 485

References 486



Contents

Chapter 17. Leadership 489

Defining Leadership 490
Perspective: Leadership at Southwest Airlines

Ingredients of Leadership 491
Perspective: Can Leadership Be Taught?

Trait Approaches to Leadership 493
International Perspective: Gorbachev

Leadership Behavior and Styles 494
Styles based on use of authority e Perspective: Do Women Lead Differently? o
Likert’s four systems of management ® The managerial grid ® Leadership as a
continuum e International Perspective: Leadership at Italian ITALTEL

Situational, or Contingency, Approaches to Leadership 503
Fiedler’s contingency approach to leadership ® The path-goal approach to
leadership effectiveness

Summary ® Key Ideas and Concepts for Review o For Discussion ® Exercises/Action Steps
Case 17-1. Who Are the Effective Leaders? 510

International Case 17-2. Leadership at Lufthansa 511

References 512

Chapter 18. Committees and Group Decision Making 514

The Nature of Committees 515
Group processes in committees ® Functions and formality of committees ® The
use of committees in different organizations

Reasons for Using Committees 517
Group deliberation and judgment e Fear of too much authority in a single person ®
Representation of interested groups ® Coordination of departments, plans, and
policies ® Transmission and sharing of information e Consolidation of authority ®
Motivation through participation ® Avoidance of action

Disadvantages of Committees 520
Perspective: What People Say about Committees ® High cost in time and money i
Compromise at the least common denominator ® Indecision ® Tendency to be
self-destructive ® Splitting of responsibility ® Tyranny by a few persons

The Plural Executive and the Board of Directors 523
Authority of the board of directors ® Role of the plural executive in policy-
making ¢ International Perspective: Worker Participation in the New Europe ®
Role of the plural executive in policy execution ® Perspective: Trends in the
Composition of Boards

Misuse of Committees 525
As replacement for a manager ® For research or study  For unimportant
decisions e For decisions beyond participants’ authority ¢ To consolidate divided
authority

Successful Operation of Committees 526
Authority e Size ® Membership ® Subject matter ® Chairperson ® Minutes ®
Cost effectiveness



Contents XXV

Other Groups in Managing 528
Characteristics of groups e Perspective: Pressure toward Conformity—How
Would You Respond? e A special kind of group: the focus group e Functions and
advantages of groups e Disadvantages of groups

Summary ¢ Key Ideas and Concepts for Review ® For Discussion ® Exercises/Action Steps
Case 18-1. The Humbold Retail Chain 533

Case 18-2. Committee Management at the University of California 534

References 534

Chapter 19. Communication 536

The Communication Function in Organizations 537
The importance of communication ® Perspective: Management by Walking
Around (MBWA) e The purpose of communication

The Communication Process 539
The sender of the message ¢ Use of a channel to transmit the message ® The
receiver of the message ® International Perspective: Cross-Cultural Barriers
Noise hindering communication e Feedback in communication ® Situational and
organizational factors in communication

Communication in the Organization 542
The manager’s need to know e The communication flow in the organization ®
Perspective: Lack of Upward Communication Can Be Disastrous  Written, oral,
and nonverbal communication

Barriers and Breakdowns in Communication 547
Lack of planning e Unclarified assumptions ® Semantic distortion e Poorly
expressed messages ® Communication barriers in the international environment ®
International Perspective: Explicit and Implicit Communications Differ in
Various Countries ® Loss by transmission and poor retention ® Poor listening and
premature evaluation e Impersonal communication e Perspective: The Closed-
Circuit Television Failure e Distrust, threat, and fear ® Insufficient period for
adjustment to change e Information overload ® Other communication barriers

Toward Effective Communication 552
The communication audit ® Guidelines for improving communication & Listening:
a key to understanding ® Some tips for improving written communication ® Some
tips for improving oral communication

Electronic Media in Communication 557
Telecommunication ¢ Teleconferencing ¢ The use of computers for information
handling

Summary e Key Ideas and Concepts for Review ® For Discussion e Exercises/Action Steps
Case 19-1. Haynes Fashion Stores, Incorporated 560

Case 19-2. Could the Challenger Accident Have Been Avoided? 561

References 561

Summary of Major Principles, or Guides, for Leading 564



Contents

Part 5 Closing. Global Leading 565

Leading Practices in Japan, the United States, and the People’s Republic of China 565
Leading in Japan e Leading in the United States ® Leading in China

International Focus: Leading in Different Cultures 567

Culture and managerial behavior ® The importance of understanding the culture
while doing business in Japan

Global Car Industry Case: Can Ford and General Motors Regain Their Leadership? 570
Management by teamwork at Ford ¢ GM'’s gamble with the Saturn

References 573

Controlling 575

Chapter 20. The System and Process of Controlling 577

The Basic Control Process 578
Establishment of standards @ Measurement of performance e Correction of
deviations ® Special considerations in controlling international companies

Critical Control Points and Standards 581
Questions for selecting critical points of control ® Types of critical-point standards

Control as a Feedback System 583
Perspective: Examples of Feedback Systems

Real-Time Information and Control 584

Feedforward Control 586
Techniques of future-directed control ¢ Feedforward in human systems ®
Feedforward versus feedback systems ® Feedforward in management ®
Requirements for feedforward control

Requirements for Effective Controls 591
Tailoring controls to plans and positions e Tailoring controls to individual
managers ® Making sure that controls point up exceptions at critical points ®
Seeking objectivity of controls ¢ Ensuring flexibility of controls ® F itting the
control system to the organizational culture @ Achieving economy of controls ®
Establishing controls that lead to corrective action

Summary ¢ Key Ideas and Concepts for Review ® For Discussion e Exercises/Action Steps
Case 20-1. The Kappa Corporation 596
International Case 20-2. Controlling Decentralized Unilever 596

References 597

Chapter 21. Control Techniques and Information Technology 599

Control Techniques: The Budget 599
The concept of budgeting ¢ The purpose of budgeting ® Types of budgets ®
Dangers in budgeting » Perspective: “It’s Not in My Budget” e Variable budgets ®
Perspective: Example of a Variable Budget e Alternative and supplementary
budgets ® Zero-base budgeting e Effective budgetary control



Contents Xvii

Traditional Nonbudgetary Control Devices 608
Statistical data e Special reports and analyses ® Operational audit e Personal
observation

Time-Event Network Analyses 610
Gantt charts ® Milestone budgeting ® Perspective: Planning and Contro} in
Engineering ® Program Evaluation and Review Technique (PERT)

Program Budgeting 615
What program budgeting is ® Problems in applying program budgeting in
government

Procedures Planning and Control 616
How procedures get out of control ¢ Guidelines for effective procedures
Procedures analysis and electronic data processing

Information Technology 618
Expansion of basic data ® Information indigestion e International Perspective:
Telecommunications Battles in Europe o Intelligence services

The Use of Computers in Handling Information 621
The impact of computers on managers at different organizational levels ® The
application and impacts of microcomputers ® Perspective: Apple’s Move into
the Corporate Office

Challenges Created by Information Technology 623
Resistance to computer application @ Speech recognition devices ®
Telecommuting e Computer networks

Summary e Key Ideas and Concepts for Review  For Discussion e Exercises/Action Steps
Case 21-1. The Wholesale Drug Company 626

Case 21-2. Information Technology at American Airlines 627

References 628

Chapter 22. Productivity and Operations Management 630

Productivity Problems and Measurement 631
Productivity problems ¢ Measurement of productivity of knowledge workers o
Perspective: Approaches to Productivity Improvement

Production and Operations Management 633

Operations Management Systems 633
Planning operations  International Perspective: Maquiladora: Alternative
Plant Locations ® Operating the system e Controlling operations with emphasis
on information systems e Perspective: How an Information System Facilitates
Operations

Operations Research for Planning, Controlling, and Improving Productivity 639
The concept of operations research ® The essentials of operations research ®
Operations research procedure ® Linear programming e Inventory planning and
control e Just-in-time inventory system Perspective: To Make or Buy, That Is
the Question for GM e Distribution logistics ® Limitations of operations research

Other Tools and Techniques for Improving Productivity 648
Time-event networks ¢ Value engineering ® Work simplification ® Quality circles ®



Contents

International Perspective: Quality Circles in Japan e Total quality management
(TQM) e Perspective: Quality Control Leadership at Kodak ¢ CAD/CAM and
MAP e Perspective: IBM’s PC Convertible and Laser Printer

The Future of Operations Management 652

Summary e Key Ideas and Concepts for Review ® For Discussion ® Exercises/Action Steps
Case 22-1. Lampert & Sons Company 655

International Case 22-2. General Electric Is “Enlightening” Hungary 655

References 656

Chapter 23. Overall Control and toward the Future
through Preventive Control 660

Control of Overall Performance 661
Budget Summaries and Reports 662

Profit and Loss Control 663
The nature and purpose of profit and loss controls ® Perspective: Kodak’s
Challenges in a Dynamic Environment e Limitations of profit and loss control

Control through Return on Investment (ROI) 666
The return-on-investment systern in action ® Application of ROI to product lines ®
Advantages of ROI e Limitations of ROI e International Perspective: Renault’s
Dramatic Turnaround

Direct Control versus Preventive Control 671

Direct Control 672
Causes of negative deviations from standards e Questionable assumptions
underlying direct control

The Principle of Preventive Control 674
Assumptions of the principle of preventive control e Advantages of preventive
control

The Management Audit and the Enterprise Self-Audit 676
The management audit « The enterprise self-audit

Developing Excellent Managers 679
Instilling a willingness to learn @ Accelerating management development ®
Planning for innovation ¢ Measuring and rewarding management ® Tailoring
information ® Expanding research and development in tools and techniques ®
Developing more managerial inventions ® Creating strong intellectual leadership

Toward a Unified, Global Theory of Management 682
The empirical approach: distilling basics ® Systems thinking—not a separate
approach e Situational and contingency approaches—not new or separate ®
The confluence of motivation and leadership theories » The new, managerially
oriented “organization development” ® The impact of technology: researching an
old problem e Perspective: The Organization of the Future ¢ The merger of
theory and practice ® Research supporting the operational, or management
process, approach e Clarification of semantics: some hopeful signs ® The
internationalization of management



Contents xxix

Summary e Key Ideas and Concepts for Review For Discussion ® Exercises/Action Steps
Case 23-1. BankAmerica Corporation 688

International Case 23-2. Planning and Control at Volkswagen 689

References 690

Summary of Major Principles, or Guides, for Controlling 692
The purpose and nature of control ® The structure of control ® The process of
control

Part 6 Closing. Global Controlling and Global Challenges 696

Controlling Practices in Japan, the United States, and the People’s Republic of
China 696
Controlling in Japan e Controlling in the United States ® Controlling in China
Conclusions about managerial practices in different countries

International Focus: Implications of EC 1992 for Managers in the New Europe 698
The external environment  The internal environment of companies ® Choice of
strategy e Future challenges in the New Europe

Global Car Industry Case A: Quality and Continuous Improvement—The Competitive
Edge? 702
A new quality concept ® New product development and continuous improvement ®
Improvement of operating efficiency and effectiveness ® Toyota’s global
strategy ® Can U.S. carmakers compete in the global environment?

Global Car Industry Case B: Competitive Challenges for Carmakers 705
Challenges and opportunities  Strategies and tactics of carmakers
The Japanese car market

References 707

Glossary 711

Indexes
Name Index 721
Organization and Product Index 729
Subject Index 732



