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INTERNET APPENDIX

Learming Funehme::: Iixescives o the World 1 ide Heb

gt B

o elcome to one of the most stimulating new innovations in management education
g today! The Internet Appendix has been designed to make your management
2 education more exciting, interesting, valuable, and closely linked to real companies and the
"y v ways in which they are managed. This appendix is the first of its type to accompany a prin-
ciples of management text and represents a bold new thrust in management education. Read
- further to gain an appreciation of the tremendous impact that the Internet Appendix can
%  have on your study of management.

What is the Intemet Appendix?

As its name suggests, the Internet Appendix is an assortment of Internet-based learning
exercises that you can use to enhance the quality of your management education. The exer-
cises are all different and primarily tied to interactive electronic. tours that you will take
through actual web site locations of real companies on the World Wide Web. The Internet
Appendix emphasizes the study: of companies of different sizes and types. Based on the
latest technology, the Internet Appendix uses electronic publishing to complement and

continually update materials in your text that are published in a more traditional format.

Where is the Intemet Appendix?

The Internet Appendix is NOT in this book.
Instead, it is on the Internet. The material that you are
now reading is meant only as an introduction to the
Internet Appendix.

How Do | Access the Intemet Appendix?

The Internet Appendix assumes that you know how
to get on and how to find locations on the Internet.
‘The Web site address of the Internet Appendix is obvi-

. ously linked to the author of this text, Professor Samuel
. Certo: hetp//www.profoerto.com

How Do | Use the intemet Appendix?
~ Access the Internet Appendix at the address shown
in the answer to the preceding question. Once you have
,,“ﬁrivad at” this address, you will get instructions about
> exercises and how to use them. You can use the

MAppaukxaaﬁmulpmofywrmdy (as indicated

What Companies Will | Study through the
Exercises in the intemet Appendix?

One advantage of an “Internet Appendix” as
opposed to a more traditional appendix is that it can be
updated periodically to provide students with informa-
tion that is as current as possible. From time to time, in
order to take advantage of this updating capability, the
companies studied in Internet Appendix exercises will
change. Initially, the exercises will focus on large com-
panies like IBM, Dow Chemical Company, Chrysler
Corporation, Wal Mart, and Kroger, as well as smaller
companies like WebSolvers and Clark and Associates.
The Internet Appendix has been specially designed to
allow students to move quickly and easily to and from
the web site locations of such companies.

How Does the Intemet Appendix Relate
to this Text?

The Internet Appendix is divided into six major sec-
tions corresponding to the six major sections of this
text. In addition, each appendix section contains
Internet learning exercises that correspond to the text

(Continued on snside back cover)
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PREFACE

i

‘was in the previous six editions of Modern Man-
nz; the purpose of this text is to prepare students
to be managers. Coverage includes a wealth of con-
ventional wisdom related to tradittonal management
challenges. In addition, contemporary management chal-
lenges related to such issues as people, diversity, quality,
ethics, and the global environment are featured. Overali,
this book is carefully crafted to present traditional man-
agement concepts, important contemporary manage-
ment issues, and insights regarding ways that students
should handle both in order to ensure organizational
sSuccess.

The seventh edition of the Modern Management
Learning Package—which is to say, this text plus its an-
cillaries—continues a recognized and distinctive tradition
in management education. This tradition entails clear,
concise, current, and thorough coverage of management
concepts. In addidon, that tradition features learning ma-
terials that are based upon an understanding of and a de-
termination to enhance the student learning process. Only
instructional-support materials that contribute to the de-
sign and conduct of the highest-quality principles of man-
agement courses are included in the package.

Revisions to the Modern Management Learning
Package have been spirited by a single objective—im-
proving student learning. All revisions reflect a respon-
siveness to instructor and student insights regarding ways
to refashion the package in order to further enhance stu-
dent learning. Starting with the text, the following sec-
tions describe and explain each major component of this
revision.

TeXT: THEORY OVERVIEW

Decisions about which concepts to include in this text
were indeed difficult. Such decisions were heavily influ-
enced by information from accrediting agencies like the
American Assembly of Collegiate Schools of Business
(AACSB), organizations established by professional man-
agers like the American Management Association {AMA),
and organizations established by management scholars like
the Academy of Management. Overall, management the-
ory in this text is divided into six main sections:

¢ Introduction to Management
* Planning

Organizing

Influencing

Controlling

* Topics for Special Emphasis.

Of course, updates of theory and examples have been made
extensively in every section. More detiled discussion of
content and other revisions to each section follows.

Introduction to Management

This section lays the groundwork necessary for studying
management.

¢ Chapter 1, Management and Management Ca-
reers, not only exposes students to what manage-
ment is, but also gives them an understanding of
special career issues, such as the progress of
women in management, dual-career couples, and
the multicultural workforce.

¢ Chapter 2, The History of Management, pre-
sents several fundamental but different ways in
which managers can perceive their jobs. The work
of management pioneers like Frederick W. Taylor,
Frank and Lillian Gilbreth, and Henry L. Gantt is
highlighted. This edition includes expanded cover-
age of the human relations movement.

¢ Chapter 3, Corporate Social Responsibility
and Business Ethics, discusses the responsibili-
ties that managers have to society and how busi-
ness ethics applies to modern management. For
this edition, a new focus on determining if social
responsibility exists in a particular situation has
been added.

+ Chapter 4, Managing in the Global Arena, rep-
resents a major new enhancement to this edition.
New coverage includes discussion of domestic
versus international, multnational, and transna-
tional organizations; expatriates and repatriation;
and international market agreements like the Eu-
ropean Community (EC) and the North American
Free Trade Agreement (NAFTA).

Discussion aiso extends to the evolving international
market agreement among Pacific Rim countries. Note
that to better enable students to reflect on global man-
agement issues throughout the course, this chapter has
been moved from the last section to the first section of
this book.

Planning
This section elaborates on planning as a primary man-
agement function.

* The section begins with Chapter 5, Organiza-
tional Objectives, in order to emphasize the set-
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ting of organizational objectives as the beginning
of the planning process.

* Chapter 6, Fundamentals of Planning, presents
the basics of planning.

* Chapter 7, Making Decisions, discusses the de-
cision process as a component of the planning
process. New coverage focuses on group decision
processes like brainstorming, the nominal group
technique, and the Delphi technique. New cover-
age also focuses on advantages and disadvantages
of having groups make decisions and problems in
evaluating group decision process.

* Chapter 8, Strategic Planning, highlights
Porter’s model for industry analysis, the BCG
Growth-Share Matrix, the GE Portfolio Matrix,
strategy implementation, and strategic control.

+ Chapter 9, Plans and Planning Tools, discusses
various planning tools, such as forecasting and
scheduling, that are available to help formulate
plans.

Organizing

This section discusses organizing activities as a major
management function.

¢ Chapter 10, Fundamentals of Organizing, pre-
sents the basic principles of organizing.

 Chapter 11, Responsibility, Authority, and Dele-
gation, focuses on ways to organize worker activi-
ties.

¢ Chapter 12, Managing Human Resources, dis-
cusses hiring and developing people who will
make desirable contributions to the attainment of
organizational objectives.

* Chapter 13, Organizational Change and
Stress, focuses on ways in which managers change
organizations and highlights some stress-related
issues that can accompany such action. Discussion
also stresses the definition of stress and the im-
portance of studying and managing stress.

Influencing

This section discusses ways in ‘which managers should
deal with people. Reflecting the spirit of AACSB guide-
lines encouraging more coverage of human factors in the
business curriculum, the influencing section has been re-
vised extensively.

* Chapter 14, Fundamentals of Influencing and
Communication, introduces the topic of manag-
ing people, defines interpersonal communication,
and presents organizational communication as the
primary vehicle that managers use to interact with
people.

¢ Chapter 15, Leadership, highlights more tradi-
tional concepts like the Vroom-Yetton-Jago lead-
ership model, the path-goal theory of leadership,
and the life cycle theory of leadership. Coverage
new to this edition includes additional concepts
like transformational leadership, coaching, Super-
Leadership, and entrepreneurial leadership.

* Chapter 16, Motivation, defines motfvation, de-
scribes the motivation process, and provides use-
ful strategies that managers can use in attcmpting
to motivate organization members.

* Chapter 17, Groups, Teams, and Corporate
Culture, emphasizes managing clusters of people
as a means of accomplishing organizational goals.
This chapter has been significantly revised to
include new coverage of managing teams. Dis-
cussion focuses on groups versus teams; virtual
teams; problem-solving, self-managed, and cross-
functional teams; stages of team development;
empowerment; and factors contributing to team
effectiveness. :

¢ Chapter 18, Understanding People: Attitudes,
Perception, and Learning, is new to this edition.
Coverage focuses on important characteristics of
people that managers must understand. First, the
relationship among attitudes, values, and beliefs is
described; then the role of atttudes in influencing
behavior is discussed. Detailed coverage is also ex-
tended to such topics as employee attitudes and
key theories about ways in which to change atti-
tudes. The chapter then turns to perception and
the perceptual process, including detailed analyses
of attribution theory and perceptions of proce-
dural justice. Finally, the concept of learning is
studied. The most important theories of learning
are covered, including operant and cognitive
learning, as are key approaches to the learning
process, including goal-setting and reinforcement
strategies.

Controlling

This section presents control as a major management

function.

* Chapter 19, Principles of Controlling, dis-
cusses the basics of control.

* Chapter 20, Production Management and
Control, focuses on the creation of goods and
services, paying special attention on automation
and production strategies, systems, and processes
available to managers.

* In keeping with, the spirit of AACSB guidelines,
Chapter 21, Information and Technology, has
been significantly revised to add more coverage of
current technology. New coverage emphasizes in-



formation technology by discussing recent devel-
opments ranging from E-mail, electronic data in-
terchange, and videoconferencing to the Internet
and the World Wide Web. Discussion focuses on
becoming a better manager by using rechnological
tools, not by understanding the intricacies of tech-
nology design.

Topics for Special Emphasis

The last section of Modern Management discusses addi-
tional issues important to managers operating in today’s
organization and today’s global environment.

* Chapter 22, Quality: Building Competitive
Organizations, emphasizes building quality
through all phases of organizational activity. Dis-
cussion focuses on defining quality, achieving
quality through strategic planning, and describing
the management skills necessary to build quality
throughout an organization. The ideas of such in-
ternationally known quality experts as Philip B.
Crosby, W. Edwards Deming, and Joseph M.
Juran are highlighted.

* Chapter 23, Management and Diversity, de-
fines diversity, explains the advantages of promot-
ing diversity in organizations, and outlines ways in
which managers can promote diversity. This
chapter also discusses some key challenges and
dilemmas that managers face in attempting to
build a diverse workforce.

TexT: STUDENT LEARNING AIDS

Several features of this text were designed to make the
study of management more efficient, effective, and en-
joyable. Following is a list of these features and an expla-
nation of each.

Learning Objectives

The opening pages of each chapter contain a set of learn-
ing objectives that are intended as guidlelines for study-
ing the chapter.

Chapter Outlines

The opening pages of each chapter also contain a chap-
ter outline that previews the textual material and belps
the reader keep the information in perspective while it is
being read.

Chapter Highlights

Chapter highlights are another exciting feature of this
text. In essence, highlights are extended examples or
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“boxes” emphasizing the wide range of ways in which
modern managers face contemporary issues in real com-
panies. Each chapter has from 3 to 5 highlights. The
highlights program has been significantly revised in this
edition and includes the following elements:

* Spotights. Spotlights focus on the following ma-
jor textual themes: diversity, quality, ethics, and
the global environment. At least two Spotlights
appear in each chapter, with all topics receiving
equivalent emphasis throughout the book. In
Chapter 13, for instance, an Ethics Spotlight fo-
cuses on the relationship between attitude
changes and a responsible approach to job safety
at Sonoco Products Company. In the same chap-
ter, a Diversity Spotlight reports on changing at-
titudes toward disabled workers at McDonald’s.

* People Perspectives. Each chapter contains one
section called People Perspectives, a feature em-
phasizing how a people issue related to chapter
content actually exists in a real organization. Re-
flecting the spirit of AACSB guidelines, People
Perspectives are a continuing theme throughout
the text, emphasizing that the fact people issues
are both cridical to leadership in organizations and
related to all facets of management. Thus Chapter
12 features a People Perspective focusing on a
program at NationsBank for developing a high-
quality child-care program.

¢ Cutting Edge. Each chapter contains one Cutting
Edge, a feature emphasizing current management
practices in a wide variety of organizations. This
feature illustrates recent and excitng actions taken
by management to address organizational threats
and opportunities. Thus in Chapter 21, a Cutting
Edge feature describes the work of Dell Com-
puter’s recently organized Internet SWAT team.

Introductory Cases with “Back to the
Case” Sections

The opening of each chapter contains a case study that
introduces readers to management problems related to
chapter content. Dewiled “Back to the Case” sections
appear throughout each chapter, applying specific areas
of management theory discussed in the chapter to the in-
troductory case. All cases involve real companies, rang-
ing from American Speedy Printing Centers and
Arkansas Freightways to United Airlines, Polaroid, and
Ortho Pharmaceutical. Well over half of the cases in this
edition are new or updated.

Internet Appendix

The Internet Appendix is not only new to this edition,
but represents an exciting and valuable innovation in the
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field of management education. The Internet Appendix
is an assorunent of Internet-based learning exercises
specifically designed to enhance student learning via this
text. These exercises are all different, and all are tied to
interactive tours for students through actual locations of
companies on the World Wide Web. Each text chapter
has a corresponding learning-enrichment exercise that is
accessed through the website built for Modern Manage-
ment. Exercises are flexible and can be used as the basis
for assigned learning activities like group projects for
classroom discussion, individual assignments, or volun-
tary independent-study activities. Additional explanation
of the Internet Appendix appears on the inside front and
back cover. Become more familiar with the Internet
Appendix by visiting http://www.profcerto.com

Chapter Intemet Icons.  New to this edition, an
Internet Appendix icon appears in the materials at the
end of each chapter. The icon is accompanied by a re-
minder that additional study materials related to the
chapter are contained in the Internet Appendix and can
be used independently by students to enhance their
learning about management even if their course does not
require such usage.

End-of-Chapter Pedagogy

As in the previous edition of Modern Management, several
pedagogically useful features are integrated at the end of
each chapter:

Action Summaries. Each chapter ends with an ac-
tion-oriented chapter summary that allows students to
respond to several objective questions that are clearly
linked to the learning objectives stated at the beginning
of the chapter. Students can check their answers against
the answer key at the end of the chapter. This key also
lists the pages in the chapter that can be referred to for a
fuller explanation of the answers.

Introductory Case Wrap-Up. Each chapter ends
with several questions about the introductory case.
These questions provide an additional opportunity to ap-
ply chapter concepts directly to the case.

Issues for Review and Discussion. The con-
cluding pages of each chapter contain a set of discussion
questions that test the understanding of chapter material
and can serve as a vehicle for study and for class dis-
cussion.

Chapter-Ending Cases. Every chapter of Modern
Management contains a case that students can analyze,
either on their own or as a group activity. Al of these cases
are brand-new to this edition of the book.

Skills Exercise. In conjunction with each chapter-
ending case, there is a brief “Skills Exercise” in which

students are given suggested teamwork assignments for’
further in-depth study.

Additional Features

* Marginal Notes. Each chapter contains marginal
notes that can be helpful both in initial reading
and for review. These notes highlight key terms in
each chapter while providing brief definitions for
student review.

* Glossary. Major terms and their definitions are
gathered at the end of the text. Terms appear in
boldface type and include references to the text
pages on which the discussion of the term appears.

o Iiustrations. Figures, tables, and photographs de-
picting various management situations are used
throughout the text to help bridge the gap be-
tween management theory and real-world facts
and figures.

Video Sectional Cases

New to this edition is a series of seven video cases focus-
ing on Lands’ End, Inc., a major catalog retailer head-
quartered in Dodgeville, Wisconsin. Each case includes
an 8-10-mninute video on some facet of Lands’ End oper-
ations and is accompanied by appropriate questions that
students should explore. The videos were produced
specifically for this text and designed to be interesting,
engaging, and helpful to students in learning manage-
ment concepts. One video case corresponds to each ma-
jor text part and allows students to review and apply
major sections of text material. Video cases were pur-
posefully designed to allow instructors to use any or all
of the videos in building the management course best
suited for their students. Extensive instructional materi-
als are also available to help instructors integrate these
video cases into their courses.

1. LANDS’ END, INC.—A BRIEF HISTORY:
Found at the end of Chapter 1, this Introductory
Case reviews the history of the company, defines
its core business, and gives general background
information that students may find necessary for
future case analysis.

2. DOING BUSINESS ABROAD THE LANDS’
END WAY: Discusses the expansion of Lands’
End into the international market (specifically
The United Kingdom and Japan), the strategic
decisions involved, and the ways in which cultural
differences have been addressed.

3. PLANNING IN THE COMING HOME DI-
VISION AT LANDS’ END: Looks at the plan-



ning and implementation of the decision to ex-
pand the Lands’ End product line into the home
textile (curtains and bedding) market.

4. PRODUCT DEVELOPMENT AT LANDS
END: FROM A FUNCTIONAL TO A TEAM
APPROACH: Traces the process of reorganizing
the company’s structure from one based on func-
tional areas (creative, merchandising, quality, in-
ventory, design, and support) to one based on
product teams.

5. LANDS’ END: CONTROLLING A MUCH-
ENVIED WORK CLIMATE: Examines the in-
novative and unique corporate culture that makes
Lands’ End one of “The 100 Best Companies to
Work for in America.”

6. LANDS’ END: GETTING THE PRODUCT
OUT TO THE CUSTOMER: Details internal
operations from receiving to shipping, explaining
how inventory is controlled, orders are pro-
cessed, and quality assured.

7. GIVING HIGH QUALITY CUSTOMER
SERVICE: A FOCAL POINT AT LANDS’
END: Explains that, rather than a trend for the
1990’s, commitment to quality is a guiding prin-
ciple for all Lands’ End employees. This case dis-
cusses how this passion for quality is instilled and
how it is maintained.

Each accompanying video was shot on location and in-
cludes interviews with each of the case principles as well
as additional background material. Each video runs ap-
proximately 8 minutes and is accompanied by an exten-
sive teaching note.

Both the author and publisher are grateful to the
people at Lands’ End and thank them for their openness,
cooperation, and honesty.

Additional Teaching Materials

Instructor’s Manual. Includes chapter outlines,
case and video notes for Lands’ End Inc., and Internet
Exercise support.

Electronic Instructor's Manual. Includes all of
the previously mentioned material, plus an option for
professors to annotate and add their own material.

Test Item File.  Contains multiple-choice, true/false,
essay, and scenario-based questions. '

Custom Test for Windows and Macintosh.
Contains all the above test questions plus the option for
professors to customize and adapt their own material.

Electronic Transparencies. Includes over 200
PowerPoint four-color overheads, available on 3.5

disks.
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Color Transparencies. Contains 100 four-color
overheads for classroom use taken from the electronic
files and produced on high quality mylar.

Experiencing Modern Management. A stu-
dent-oriented workbook, including both study activities
and over 70 experiential exercises for classroom or home
assignment.

instructor’'s Manual for Experiencing Modern
Management. Contains answers to study activities
questions as well as information on incorporating and
facilitating experiential exercises into the classroom.

Lands’ End Inc. Video Case Series. Produced
exclusively for this text by Prentice Hall, these six part -
ending cases and introductory case are enhanced by
videos featuring the people involved and additional back-
ground information.

ACKNOWLEDGMENTS

The Modern Management Learning Package has
maintained its popularity and position as a market leader
since it was written over two decades ago. Over the years,
this package has been used in colleges and universities, as
well as in professional management-training programs.
It has been translated into foreign languages for distri-
bution throughout the world and has been used by over
half a million students.

I have received much recognition for the success of
this text. Considerable recognition for the success of this
project, however, should be given to valuable contribu-
tions made by many of my respected colleagues. 1 am
pleased to recognize the contributions of these individu-
als and extend to them my warmest personal gratitude
for their professional insights, as well as for their per-
sonal support and encouragement throughout the life of
this project.

Professor Lee A. Graf, Illinois State University, de-
serves special recognition. As a close personal friend, he
has been specially vigilant in helping to keep this text a
market leader since the first edition. In this editon, Dr.
Graf has made the significant contribution of crafting the
sectional video cases on Lands’ End. His overall profes-
sional competence and instructional insights have made
the Lands’ End cases a significant contribution to this
edition.

Other colleagues have also made important contri-
butions to this text and its ancillaries. I would like to
thank these individuals for their dedication and profes-
sionalism in making this project all that it can be. These
professionals and the contribution that each has made are
listed below:



xvi Preface

Robert E. Kemper at Northern Arizona University
for assistance in the revision of Chapter 20, “Production
Management and Control”

Toni Carol King at Binghamton University for
assistance in writing Chapter 23, “Management and
Diversity”

Maurice Manner at Marymount College for assis-
tance in the revision of Chapter 4, “Managing in the
Global Arena”

Richard Radiff, Shari Tarnutzer, and their col-
leagues at Utah State University for assistance in the re-
vision of Chapter 22, “Quality: Building Competitive
Organizations”

Larry Waldorf at Boise State University for assis-
tance in the revision of Chapter 15, “Leadership”

Michael Carrell of Morehead State University for
assistance in the composition of Chapter 18, “Under-
standing People: Attitudes, Perception, and Learning,”
which is new to this edition

Teachable Tech of Atlanta, Georgia, for assistance
in researching and writing the new chapter-ending cases
and skills exercises

In addition, both Prentice Hall and I would like to
extend a special thanks to Lisa Mullens, Coordinator of
Public Relations at Lands’ End, Inc. She did a thorough
and thoroughly gracious job of marshaling the resources
that Lands’ End made available to us in the creation of
our seven new video cases.

Every author appreciates the valuable contribution
reviewers make to the development of a text project. Re-
viewers offer that “different viewpoint” that requires an
author to constructively question his or her work. I again
had an excellent team of reviewers. Thoughtful com-
ments, concern for student learning, and insights regard-
ing instructional implications of the written word char-
acterized the high-quality feedback T received. I am
pleased to be able to recognize members of my review
team for their valuable contributions to the development
of this text:

Chi Anyansi-Archibong, North Carolina A&T State
University

Chandler Atkins, Adirondack Community College
James Clinton, University of Northern Colorado
Ronald Courchene, Allegheny Community College
Jim Day, Shawnee State University

Shirley Fedorovich, Embry Riddle Aero University
Carl Gates, Sauk Valley Community College
Richard Gordon, Detroit College of Business

John Heinsius, Modesto Junior College

James Henderson, Kingwood College

John Herrmann, California State University at Long
Beach '

Eileen Bartels Hewitt, University of Scranton
Lynn Hoffman, University of Northern Colorado
Susan Jackson, New York University

Colleen Jones, Suffolk University

Cheryl Macon, Butler County Community College
Maurice Manner, Marymount College

Malcolm B. McGregor, Ozark Technical Commu-
nity College

Thomas Meier, West Virginia University

Stephen Mosher, University of North Dakota
Tony Ortega, California State University at Bakers-
field

Shari Tarnutzer, Utah State University

Stephen Walter, Davenport College

Warren Weber, California Polytechnic University
Zan Whitman, Tallahassee Community College

As always, I would also like to acknowledge the per-
sonal interest and encouragement for this project shown
by my colleagues in the Crummer Graduate School of
Business at Rollins College. The faculty has been very
supportive of this project. In addition, my management
colleagues, James M. Higgins, Theodore T. Herbert,
and Max R. Richards, have all helped me to validate my
professional judgments and crystalize my book concept.
1 am fortunate indeed to work with a faculty that possess
such expertise and high professional standards.

I am deeply indebted to many colleagues and friends
at Prentice Hall for their outstanding support, vision,
and encouragement throughout the development and
publication of this text and its ancillary package. As Ac-
quisitions Editor, David Shafer has been a constant
source of innovative ideas and support. His relentless fo-
cus on excellence was a driving force throughout all
phases of text development. As Senior Development Ed-
itor, Ron Librach’s careful attention to communicating
to students as opposed to simply writing a text for them
did not go unnoticed. His writing-oriented suggestions
undoubtedly made this text a more effective learning in-
strument. The invaluable efforts of Lynne Breitfeller and
Carol Burgett ensured timely, high-quality text produc-
tion. Last, but certainly not least, I'd like to thank my
friend and colleague Bill Oldsey, President of Prentice
Hall Business Publishing for creating an organization in
which this text can flourish.

Finally, I cannot imagine publishing a text package
of this magnitude without strong and unwavering family
support. My wife, Mimi, is undaunting in her encour-
agement. She has helped me to maintain professional
dedication and, more importantly, to become a better
person. The debt that T owe her cannot be tallied. The
interest that my children, Brian, Matthew, Sarah, and
Trevis, show in my work helps me to stay involved and
motivated. As an interesting sidenote, Matthew’s profes-
sional Internet skills served as the catalyst for adding the
Internet Appendix to this text. The ideals and values of
my father and mother, Sam and Annette, are permanent
support guideposts.



BRIEF CONTENTS

Part 1 INTRODUCTION
1O MANAGEMENT

1 MANAGEMENT
AND MANAGEMENT CAREERS 1

Video Case: Lands’ End, Inc.—A Brief
History 24

2 THE HISTORY OF MANAGEMENT 27

3 CORPORATE
SOCIAL RESPONSIBILITY
AND BUSINESS ETHICS 49

4 MANAGING IN
THE GLOBAL ARENA 77

Video Case: Doing Business Abroad
the Lands’ End Way 106

Part 2 PLANNING
S5 ORGANIZATIOMAL OBJECTIVES 110

6 FUNDAMENTALS
OF PLANNING 132

7 MAKING DECISIONS 152
8 STRATEGIC PLANNING 175

O PLANS AND PLANNING TOOLS 200

Video Case: Planning in the Coming Home
Division at Lands’ End 222

Part 3 ORGANIZING

10 FUNDAMENTALS
OF ORGANIZING 226

11 RESPONSIBILITY,
AUTHORITY, AND DELEGATION 249

12 MANAGING
HUMAN RESOURCES 272

13 ORGANIZATIONAL
CHANGE AND STRESS 296

Video Case: Product Development at
I.ands’ End: From a Functional
to a Team Approach 321

PART 4 INFLUENCING:
FOUNDATIONS FOR LEADING

14 FUNDAMENTALS OF INFLUENCING
AND COMMUNICATION 324

15 LEADERSHIP 348

16 MOTIVATION 378

17 GROUPS, TEAMS,
AND CORPORATE CULTURE 402

18 UNDERSTANDING PEOPLE:
ATTITUDES, PERCEPTION,
AND LEARNING 428

Video Case: Lands’ End: Controlling
a Much Envied Work Climate 450

Part 5 CONTROLLING
19 PRINCIPLES OF CONTROLLING 454

20 PRODUCTION MANAGEMENT
AND CONTROL 475

21 INFORMATION
AND TECHNOLOGY 506

Video Case: Lands’ End: Getting
The Product Out to the Customer 536

Part 6 TOPICS
FOR SPECIAL EMPHASIS

22 QUALITY: BUILDING
COMPETITIVE ORGANIZATIONS 540

23 MANAGEMENT AND DIVERSITY 563

Video Case: Giving High Quality Customer
Service: A Focal Point at Lands’ End 588



, " CONTENTS

Part 1 INTRODUCTION
TO MANAGEMENT

1 MANAGEMENT
AND MANAGEMENT CAREERS 1

Introductory Case: Isiah Thomas: Player to Manager 2

The Importance of Management 3

The Management Task 3
The Role of Management 4 Defining
Management 5 The Management Process:
Management Functions 6 Management Process
and Goal Attainment 8 Management and
Organizational Resources 8

The Universality of Management 11
The Theory of Characteristics 11

Management Careers 12
A Definition of Career 12 Career Stages, Life
Stages, and Performance 12 Promotng Your Own
Career 14 Special Career Issues 15

Special Features for the Remaining Chapters 17
Spodights 18 People Perspectives 19
Cutting Edge 19

Case Study: Chrysler’s Top Gun 22

Video Case: Lands’ End, Inc.—A Brief History 24

2 THE HISTORY
OF MANAGEMENT 27

Introductory Case: “Mickey’s Kitchen” at The Disney
Store 28
"The Classical Approach 29
Lower-Level Management Analysis 30
Global Spodight: Delta Faucet Company 31
Cutting Edge: Lewis Platt Develops Family-Friendly
Work Schedules at Hewlett-Packard Company 33
People Perspectives: “One Best Way” Considers People
and Technology at Courier Publications 34
Comprehensive Analysis of Management 35
Limitations of the Classical Approach 36
"The Behavioral Approach 37
The Hawthorne Studies 37 The Human Relations
Movement 38
"The Management Science Approach 39
"The Beginning of the Management Science
Approach 39
Management Science Today 40
Quality Spotlight: Baldridge Award Exemplifies
Quality 40

v

Characteristics of Management Science 4
41 "

The Contingency Approach 41

The System Approach 42
Types of Systems 42 Systems and “Wholeness” 42
The Management System 43 Information for
Management System Analysis 44

Case Study: “Chainsaw Al Dunlop”: A New Breed of
Manager? 47

3 CORPORATE
SOCIAL RESPONSIBILITY
AND BUSINESS ETHICS 49

Introductory Case: Larami Corporation “Super Soaks”

Society? 50

Fundamentals of Social Responsibility 51
The Davis Model of Corporate Social Responsibility
51 Areas of Corporate Social Responsibility 53
Varying Opinions on Social Responsibility 53
Conclusions About the Performance of Social Re-
sponsibility Activities by Business 54

Global Spotlight: DuPont Protects the

Environment 56

People Perspectives: Anita Reddick Influences Body

Shop Employees by Communicating Her Position

on Social Responsibility 57

Social Responsiveness 58
Determining If a Social Responsibility Exists 58
Social Responsiveness and Decision Making 58
Approaches to Meeting Social Responsibilides 59

Diversity Spotlight: Social Responsiveness and the
Equal Opportunity Act at Opryland 61
Social Responsibility Activiies and Management
Functions 62
Planning Social Responsibility Activities 62
Organizing Social Responsibility Activities. 64
Influencing Individuals Performing Social Responsi-
bility Activities 64 Controlling Social Responsibil-
ity Activities 65
How Society Can Help Business Meet Social
Obligations 67
Business Ethics 68
A Definition of Ethics 68
Cutting Edge: The New Management Role Includes
Practicing Ethics 69
Why Ethics Is a Vital Part of Management Practices
69 A Code of Ethics 70 Creating an Ethical
Workplace 71



Case Study: Dow Corning: A Question of Legality or
Ethics? 75

4 MANAGING IN
THE GLOBAL ARENA 77

Introductory Case: Baskin-Robbins Brings U.S. Ice
Cream to Vietnam 78
Managing Actross the Globe: Why? 79
Fundamentals of International Management 79
Categorizing Organizations by International
Involvement 81
Defining the Multinational Corporation 82
Ethics Spotlight: U.S. Companies Send Hazardous
Waste to Mexico 85
Complexities of Managing the Multinational
Corporation 86 Risk and the Multinational
Corporation 86 ‘The Workforce of
Multinational Corporations 86
People Perspectives: Helping Expatriates to Adjust 89
Management Functions and Multinational
Corporations 90
Planning in Multinational Corporations 90
Organizing Multinational Corporations 93
Diversity Spotlight: European Organization Structures
Are Becoming More Diverse 95
Influencing People in Multinational Corporations 96
Controlling Multinational Corporations 97
Transnational Organizatons 97
Comparative Management: An Emphasis on Japanese
Management 99
Defining Comparative Management 99 Insights
from Japanese Motivation Strategies 99
Cutting Edge: Japanese Managers May Have to Change
Motivation Tactics 100
Insights from Japanese Management Practices:
Theory Z 100
Case Study: A Global Success Story 104
Video Case: Doing Business Abroad the Lands’ End
Way 106

PART 2 PLANNING

5 ORGANIZATIONAL
OBJECTIVES 110

Introductory Case: Entrepreneur Suffers Growing Pains
at Arkansas Freightways 111
General Nature of Organizational Objectives 112
Definition of Organizational Objectives 112
Global Spotlight: Asea Brow Boverdi Decides on
Global Objectives 114
Importance of Organizational Objectives 114

Contents v

‘Types of Objectives in Organizations 115
Organizational Objectives 115 Individual
Objectives 116 Goal Integration 116

Areas for Organizational Objectives 117

Cutting Edge: Objectives Areas Most Related to

Success of Modern Organizations 118

Working With Organizational Objectives 118
Establishing Organizational Objectives 118

Diversity Spotlight: Diversity: Objective for the Whole

Organization at the Department of Transportation 119
Guidelines for Establishing Quality Objectives 123
Guidelines for Making Objectives Operational 123
Arnaintment of Objectives 124 How to Use
Objectives 125

Management by Objectives (MBO) 125

People Perspectives: Building Teamwork to Reach

Objectives at Harley-Davidson 126 ’
Factors Necessary for a Successful MBO Program
127 MBO Programs: Advantages and
Disadvantages 127

Case Study: The Atlanta Committee for the Olympic

Games (ACOG): Setting Objectives for an Event and a

Cit 130

6 FUNDAMENTALS
OF PLANNING 132

Introductory Case: DuPont Plans to Make Women's
Clothes 133
General Characteristics of Planning 134

Defining Planning 134
People Perspectives: McDonald’s Accomplishes Plans
by Focusing on People 134

Purposes of Planning 135 Planning: Advantages
and Potential Disadvantages 135 Primacy of Plan-
ning 136

Steps in the Planning Process 137

The Planning Subsystem 138
Elements of the Subsystem 139 The Subsystem at
Work 139

Planning and the Chief Executive 140
Final Responsibility 140 Planning Assistance 140

The Planner 141
Qualifications of Planners 141 _

Cutting Edge: Employees Have Special Qualifications

for Flexibility Planning 142
Duties of Planners 142 Evaluation of Planners 144

Maximizing the Effectiveness of the Planning

Process 145
Top-Management Support 145 ’

Ethics Spotlight: Top Management Supports

Environmental Protection Planning at Shell Oil

Company 145



] Contents

An Effective and Efficient Planning Organization
145 Implementation-Focused Planning 146
Inclusion of the Right People 146

Quality Spotlight: Including the Right People

in Planning Enhances Quality at

Sun Microsystems 147

Case Study: Quaker Oats Focuses on 2 Planning
Problem 149

7 MAKING DECISIONS 152

Introductory Case: Cadillac Decides Whether to Make
a Sport-Utility Vehicle 152
Fundamentals of Decisions 154
Definition of a Decision 154 Types of
Decisions 154
Diversity Spotlight: Nonprogrammed Decision at U.S.
Office of Personnel Includes 2 Focus on Severely
Disabled Workers 155
The Responsibility for Making Organizational
Decisions 155 Elements of the Decision
Situation 158
Global Spotlight: Executives at United Technologies
Detect a Weakness among Japanese Decision
Makers 159
The Decision-Making Process 160 ’
Identifying an Existing Problem 161 Listing
Alternative Solutions 162  Selecting the Most
Beneficial Alternative 162
Cutting Edge: Decision Alternatives Should Reflect Or-
ganization Values 163 ‘
Implementing the Chosen Alternative 163
Gathering Problem-Related Feedback 163
People Perspectives: Decision at John Deere: Eliminate
Problems by Building Employee Investment 164
Decision-Making Companies 164
Complete Certainty Condition 165 Complete
Uncertainty Condition 165 Risk Condition 165
Decision-Making Tools 166
Probability Theory 166 Decision Trees 167
Group Decision Making 168
Advantages and Disadvantages of Using Groups to
Make Decisions 168 Processes for Mahng Group
Decisions 169
Case Study: The Decision to Change at General
Motors Corporation 173

8 STRATEGIC PLANNING 175

Introductory Case: Sea World Plots a New Competitive
Course 176
Strategic Planning 177

Fundamentals of Strategic Planning 177

Cutting Edge: Competmve Advantage through “People
Development” Strategy 177
Strategy Management 178
Ethics Spotlight: Quaker Oats Cashes in on
Fitness Fad 182
People Perspectives: Improving Dependent Care Builds
Job Commitment at Bankers Trust Company 185
Quality Spotlight: Lutheran General Health System’s
Mission Emphasizes Quality 186
Tactical Planning 194
Comparing and Coordmaung Smmg:c and Tactical
Planning 194
Planning and Levels of Mansgement 195
Case Study: How New Strategies Could Make a
Difference at JBM 198

9 PLANS AND
PLANNING TOOLS 200

Introductory Case: Fiat Plans Car Production 201
Plans 201 .
Plans: A Definition 201
Ethics Spotlight: Toyota Uses Philanthropy Plan to
Take Aim at General Motors 201
Dimensions of Plans 201 Types of Plans 204
People Pe; at Wisconsin Power &
Light Builds Employee Motivation 206
Why Plans Fail 206 Planning Areas: Input
Planning 207
Global Spotlight: Mexico as an Attractive Manufactur-
ing Site 208
Cutting Edge: Choosing a Plant Site for Manufacturing
Network Potential 209
Planning Tools 211
Forecasting 211  Scheduling 215
Case Study: Plans and Planning Tools 220
Video Case: Planning in the Coming Home Division at
Lands’ End 222

Part 3 ORGANIZING

10 FUNDAMENTALS
OF ORGANIZING 226

Introductory Case: MCI Communications Orgamm to
Be More Competitive 227 :
A Definition of Organizing 228
The Importance of 228 The Organiz-
ing Process 228 The Organizing Subsystem 230
Classical Organizing Theory 232
Structare 232 :
People Perspectives: New Organization Chart st
Northrop Grumman Helps Mansagers Fxplain a Newly
Formed Organization 233



Global Spotlight: Crown Cork & Seal Company
Organizes by Territory to Boost International
Expansion 236 ‘
Division of Labor 238
Quality Spotlight: Mercedes-Benz Improves Coordina-
tion to Improve Product Quality 240
Span of Management 240
Cutting Edge: Flatter Organizations and the New
Middle Managers of the 1990s
Scalar Relatonships 243

Case Study: Three’s a Company at AT&T 247

11 RESPONSIBILITY, AUTHORITY,
AND DELEGATION 249

Introductory Case: Famous Amos: The Organizing
Challenge 250
Responsibhility 251
People Perspectives: Robert Stempel Needed to Know
His Job at General Motors 251
Dividing Job Activities 252 Clarifying Job
Activities of Managers 254
Authority 256
Types of Authority 257
Ethics Spotlight: General Electric Staff Organizes
Renovation 259
Accountability 260
Diversity Spodight: Proctor & Gamble’s Managers
Held Accountable for Advancement of Minorities 261
Delegation 262
Steps in the Delegation Process 262 Obstacles to
the Delegation Process 262 Eliminating Obstacles
to the Delegation Process 264 Centralization and
Decentralization 264
“Cutting Edge: Steele’s Market Finds Advantages in
Centralizing Bakery Functions 266
Case Study: Change Agents in Midstream 270

12 MANAGING
HUMAN RESOURCES 272

Introductory Case: Getting the Right People for United
Airlines 273
Defining Appropriate Human Resources 274
Steps in Providing Human Resources 274
Recruitment 274
People Perspectives: NationsBank Helps Women
Employees with Child Care 281
Selection 281
Global Spodight: Compaq Computer Company’s
International Selection Slip-Ups 283
Training 285

Cutting Edge: Lifelong Learning at Motorola 286

Contents vii

Quality Spotlight: Aetna Life & Casualty Company
Trains via TV 288
Performance Appraisal 290

Case Study: Why CEOs Are Looking at PEOs 294

13 ORGANIZATIONAL
CHANGE AND STRESS 296

Introductory Case: Michael Dell Faces Constant
Change at Dell Computer Corporation 297
Fundamentals of Changing an Organization 298
Defining “Changing an Organization” 298
Change versus Stability 299
Factors to Consider When Changing
an Organization 300
The Change Agent 300 Determining What
Should Be Changed 301
Ethics Spotlight: Attitude Change Is the Key to
Establishing a Socially Responsible Position on Job
Safety at Sanoco 302
The Kind of Change to Make 302
Diversity Spotlight: McDonald’s Corparation Is
Changing the Way Employees Think about Disabled
Workers 306 ,
People Perspectives: Lee Kun-Hee Emphasizes People
‘While Making a Strategic Change at Samsung 308
Individuals Affected by the Change 309
Evaluation of Change 312
Change and Stress 313 ,
Defining Stress 313 The Importance of Studying
Stress 313
Cutting Edge: Dr. Raymond Bahr Gives Advice on
How to Derail Heart Attacks 313
Managing Stress in Organizations 314
Case Study: Layoffs—The Cost of Doing Business 318
Video Case: Product Development at Lands’ End:
From a Functional to a Team Approach 321

Part 4 INFLUENCING

14 FUNDAMENTALS
OF INFLUENCING
AND COMMUNICATION 324

Introductory Case: Eaton Managers Concentrate on In-
fluencing People 325
Fundamentals of Influencing 326
Defining Influencing 326 The Influencing
Subsystem 326
People Perspectives: The U.S. Army Teaches Leader-
ship by Teaching Communication 329
Communication 329
Interpersonal Communication 330
Global Spotlight: Compression Labs Sends Messages
via Videoconferencing 330



vilj Contents

Interpersonal Communication in Organizations 337
Cutting Edge: Communicating with Customers
at Intel 339 '
Quality Spotight: Enhanced Formal Communication
Contributes to Improving Quality at Holiday Inn 339
Case Study: Communication Services at Chick-fil-A
Restaurants 346

15 LEADERSHIP 348

Introductory Case: Eisner’s Leadership Challenge at
Disney’s New Wild Animal Kingdom 349
Defining Leadership 350
Leader versus Manager 351
The Trait Approach to Leadership 351
The Situational Approach to Leadership: A Focus on
Leader Behavior 352
Leadership Situations and Decisions 352
Ethics Spotlight: Leader of NBC News Resigns over
Ethical Debacle 358
Leadership Behaviors 359
Leadership Today 367
People Perspectives: Robert Eaton Gets People In-
volved at Chrysler 367
Transformational Leadership 368 Coaching 368
Superleadership 369 Entrepreneurial Leadership
370
Cutting Edge: Leader Patricia Gallup Doesn’t Forget
Recognition of Follower Efforts 371
Current Topics in Leadership 371
Substitutes for Leadership 371 Women As Leaders
372 Ways Women Lead 372
Diversity Spotlight: For James G. Kaiser of Corning,
Being Employee-Centered Includes a Focus on
Diversity 373

Case Study: Come Fly the Turbulent Skies 376

16 MOTIVATION 378

Introductory Case: American Greetings Motivates
through Lateral Moves 379
The Motivation Process 380
Defining Motivation 380 Process Theories of
Motivation 380
Cutting Edge: Blimp Rides Used as Rewards for Out-
standing Performance 383
Content Theories of Motivation: Human Needs 384
Global Spotlight: Maslow’s Hierarchy and Japanese,
Chinese, and U.S. Waorkers 385
Motivating Organization Members 388
The Importance of Motivating Organization
Members 388 Strategies for Motivating
Organizadon Members 389

Quality Spotlight: Apple Computer’s Job Enrichment
Excels 392

People Perspectives: Job Satisfaction Is a More
Powerful Motivator Than Money at Microsoft 397

Case Study: Why Bart Simpson Flies Western Pacific
Airlines 400

17 GROUPS, TEAMS,
AND CORPORATE CULTURE 402

Introductory Case: Groups Are Important to Progress
at Rolls-Royce 403
Groups 404
Kinds of Groups in Organizations 404 Formal
Groups 404
Diversity Spotlight: Managing a Diverse Salesforce
Takes Special Insight at Equitable 405
Ethics Spotlight: Calvary Hospital Forms Ethics
Committees 406
Informal Groups 411
Managing Work Groups 412
Determining Group Existence 413 Understanding
the Evolution of Informal Groups 414
Teams 415
Groups versus Teams 415
Cutting Edge: The Virtual Team—A New Type of
Team in Organizations 416
Types of Teams in Organizations 416
People Perspectives: Managers Must Empower Work
Teams 418
Stages of Team Development 419 Team
Effectiveness 420 Trust and Effective Teams 421
Corporate Culture 422
'The Significance of Corporate Culture 422

Case Study: Whose Turn Is It to Polish the Apple? 426

18 UNDERSTANDING PEOPLE:
ATTITUDES, PERCEPTION,
AND LEARNING 428

Introductory Case: Reviving Workplace Artitudes 429
What Are Attitudes? 430
How Beliefs and Values Create Attitude 430
Attitudes and Behavior 430
People Perspectives: Changing Attitudes toward
Surveys
Quality Spotlight: Nucor Steel 436
Cutting Edge: We Hire Attitudes! 436
Perception 438
Perception and the Perceptual Process 438
Atribution Theory: Interpreting the Behavior of
Others 439
Perceptual Distortions 440



