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PREFACE

Approaching the 21st Century

As we move closer to the 21st century, you are about to begin studying one
of the most important and interesting disciplines of business: the field of man-
agement. This continues to be an exciting time to be a student of management!
Times are continuing to change and so are the functions and roles of the man-
ager. It is still imperative that tomorrow’s managers be prepared to meet the
challenges of a highly dynamic and rapidly changing business environment.
Our overriding objective in developing this book was to capture the excite-
ment and challenge of management in the business environment of the 21st
century.

Change is coming from all directions: quality management has radically
changed the way many organizations do business; the global marketplace has
redefined the competitive structure of many industries; and the increasing pre-
dominance of entrepreneurial and service-based organizations has altered the
structure of our economy. Diversity in the workforce has become the rule
rather than the exception; organizations are being restructured and redesigned
to be lean, flexible, and adaptable to change; and managers in all areas and at
all levels of the organization are expected to be proactive, team-oriented, and
focused on results. Succeeding as a manager in the organization of today and
tomorrow requires a special set of management skills and competencies.

One of the first things you were told in the preface to the first edition of
this book was that this was an exciting time to be a student of management,
for tomorrow’s managers will need to be prepared to meet the challenges of
a highly dynamic and rapidly changing business environment. In the few short
years since that first edition was prepared, much has happened in the business
environment that needed to be captured in this new edition. As authors, we
also have had to adapt to change. While the theoretical content of the chap-
ters remains true to the first edition, significant changes have been made in
each chapter.

New to this Edition

¢ The wellreccived Managerial Incident that opens each chapter and its
corresponding closing Managerial Incident Resolution have been changed
to provide fresh illustrations of situations or problems, and how they were
dealt with within the realm of the content and theory of the chapter.

¢ The boxed material (highlighted examples) in each chapter has been re-
placed with updated or new illustrations and applications of contempo-
rary management practice. These highlighted examples fall into the
categories of Managing for Excellence, Global Perspective, Entrepreneur-
ial Approach, Meeting the Challenge, Managerial Incident, Information
Technology: Insights and Solutions, Video Case, and Case.

® Every chapter has been updated to reflect the numerous changes that
have occurred in the business world during the past few years. Along
with the major new features noted above, many new illustrative examples
have been woven into the fabric of each of the chapters.

xXxi
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e A timely and exciting new feature at the end of each chapters is called In-
formation Technology. Insights and Solutions. This feature consists of a
set of information technology exercises. These exercises give students the
opportunity to use the Internet to search for information in some area re-
lated to the materials in the chapter, and to use the latest technology in
spreadshect, word processing, and presentation software to present the
information to the class.

In all, over 70 new company situations and scenarios have been developed to
accompany the theoretical content of the chapters, as well as numerous addi-
tional company examples interspersed through the text.

TEXT HIGHLIGHTS

This book includes a number of features designed to prepare students to be
managers in the year 2000. These features focus on: (1) meeting the challenges
inherent in a dynamic, rapidly changing business environment, (2) developing
the competencies and skills that managers will need in the future, and (3) re-
sponding to the contemporary management trends that will affect both orga-
nizations and managers in the 21st century.

e Meeting the Challenge. The underlying, integrating theme that forms the
foundation of this book is meeting the challenge on the eve of the new
century. Contemporary managers will be challenged continually to re-
spond to opportunities and threats that arise in the dynamic, global envi-
ronment of business. As competitive pressures continue to escalate and
consumers around the globe demand increasing levels of quality, man-
agers must strive for excellence in all facets of their organizations. Our fo-
cus in this book is on meeting these challenges as they affect the
functions of management and the roles and activities of the manager.

o Competencies and Skills. Beyond our theme of meeting the challenge, we
have developed this book with an emphasis on the competencies and
skills needed by contemporary managers. Students of management must
be prepared to translate theory into practice as they move into the work-
place. To do so, they will need to develop fully their skills in such impor-
tant areas as teamwork, critical thinking, problem solving, communication,
and adapting to change.

e Theory and Practice. This text bridges the gap between management the-
ory and practice by using an interdisciplinary, applied approach to the ma-
terial in the text. Because managers come from all areas of an organization
(e.g., production departments, finance and accounting departments, sales
and marketing departments), it is important to understand how the con-
cepts of management are applied in the various functional areas of organi-
zations of all sizes. Further, an interdisciplinary approach to the study of
management is essential given the blurring of the lines separating the tra-
ditional functions of business (e.g., management, marketing, finance, etc.)
and the increasing predominance of interfunctional work teams within
contemporary organizations.

o Contemporary Management Trends. Finally, we have identified and high-
lighted several contemporary management trends that present challenges
for organizations and managers today. They include global management,
entreprencurship, service management, quality, team-based management,
ethics, and cultural diversity. Rather than adding a separate chapter on
each of these trends, we introduce them very early in the text and then
integrate the topics into each and every chapter of the book.



PREFACE

Organization

Part 1 of the text addresses the basic concepts of management, the roles of
the manager, and the changing nature of both the contemporary organization
and the contemporary manager. The contemporary management trends dis-
cussed above are introduced, and a foundation is laid for examining how these
trends affect management theory and practice. In addition, the history of man-
agement thought is reviewed, and the topics of social responsibility and ethics
are addressed in light of their increasing importance in modern organizations.

Part 2 explores the managerial function of planning. This section examines
the basic principles of the planning process, as well as planning from a strate-
gic perspective. Strategy is examined as a tool for responding to challenges in
today’s highly competitive, global business environment and for achieving qual-
ity in every aspect of an organization’s operations. Further, decision making is
addressed as a key managerial responsibility, and a number of tools and tech-
niques for decision making are presented.

Part 3 of the text focuses on the organizing function of management. More
specifically, this section addresses the fundamental principles of organizing, as
well as the models of organizational design that are appropriate for contem-
porary, team-oriented organizations. Issues of organizational culture, change,
and human resource management are also addressed in this section. Particular
emphasis is placed upon organizing to improve flexibility, facilitate change, uti-
lize team management, and respond to the challenges of a diverse and het-
erogeneous work environment.

Part 4 explores the managerial function of leadership. This section focuses on
factors that influence the behavior of people. Separate chapters examine indi-
vidual and group behavior, what motivates members of the workforce, the na-
ture of leadership, and communicating with others. Special attention is given
to developing a leadership style that empowers the members of diverse orga-
nizations to excel in everything they do and to work as a team to achieve the
goals and objectives of the organization.

Part 5 examines the management function of control. The foundational prin-
ciples of control are addressed, and specific attention is given to productivity,
quality control, and information systems control. Control is presented as a prin-
cipal tool for achieving quality in the products, services, and processes of the
organization, as well as a tool for developing a competitive advantage based
on enhanced productivity, increased efficiency, and superior quality.

Applications-Oriented Approach

Consistent with our application-oriented approach to the presentation of con-

temporary management trends, we have included the following elements,

which are designed to help you become a more effective manager:

® Chapter Overview. Every chapter opens with a summary that describes
the general content of the chapter. This opening summary highlights the
primary topics and concepts to be covered in the chapter and explains
why the information is important to the manager of the future.

e Learning Objectives. Each chapter contains a well-defined set of learning
objectives. These objectives focus on the specific topics covered in the
chapter and provide a checklist of important points discussed in the chap-
ter.

e Managerial Incident/Resolution. There is a Managerial Incident in each
chapter that details a real-life organizational problem or situation that is re-
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lated to the content of the chapter. This incident is referred to often as
the chapter unfolds. At the close of the chapter, a Management Resolution
describes how the problem was solved or the situation was addressed us-
ing the management concepts discussed in the chapter. This allows the
student to see how the concepts and theories presented in each chapter
are applied to business situations in actual companies.

Information Technology: Insights and Solutions. A set of information
technology exercises is presented at the end of each chapter. These exer-
cises give students the opportunity to use technology to search for infor-
mation in an area related to the materials in the chapter. Much of the
information can be gathered via the Internet, or by phone or fax from the
appropriate company sources. Each of these exercises typically has some
classroom presentation aspect associated with it, requiring the use of
spreadsheet, word processing, and presentation software to arrange and
present the information.

Ethics: Take a Stand. An ethical dilemma related to the material presented
in the chapter appears at the end of each chapter. Students evaluate vari-
ous alternative courses of action in terms of their ethical implications and
select one that is both ethical and meets the objectives of the organiza-
tion. The Etbhics: Take a Stand feature highlights the increasing impor-
tance of making managerial decisions founded on strong individual and
organizational ethics.

Thinking Critically: Debate the Issue. Each chapter contains a debate
topic related to the content of the chapter. Students are asked to work in
teams to develop arguments to support a particular position. The instruc-
tor selects two teams to present their findings to the class in a debate for-
mat. This exercise helps students to develop critical thinking skills,
teamwork skills, and oral communication skills.

Chapter Video Cases. At the end of every chapter there is a video case
that presents a real organization that uses contemporary management
practices. Many of these video cases were produced specifically for use in
this book. Cases include an ethics case involving the Bank of Alma and
small business cascs fecaturing Rheaco, Inc. and A. C. Petersen Farms, Inc.
End-of-Chapter Cases. In addition to the video case at the close of each
chapter, a second case outlines a fictitious situation that provides an op-
portunity for students to apply the concepts and tools presented in the
chapter. These cases are designed to help students develop their analytical
thinking skills and to apply the knowledge they gained from the chapter
to resolve problems or address situations that often occur in contempo-
rary organizations.

Chapter Summary. Each chapter closes with a summary of the major
points presented in the chapter. This overview of the chapter contents
provides students with an overall perspective of the topics covered.
Review/Discussion Questions. A sct of review and discussion questions is
provided at the end of each chapter. The review questions relate directly
to the content of the chapter. The discussion questions are application-
oriented in that they require students to respond to real-world situations
or issues using the knowledge gained from the chapter.

Experiential Exercises. Structured experiential exercises are provided at
the close of each chapter. These exercises can be used in either large or
small class environments and are designed get students directly involved
in the learning process by requiring them to apply management theory to
real-world situations. Many of these exercises involve “self-assessment”
and will help students gain a greater understanding of their own manage-
ment competencies and skills.
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® Highlighted Examples. Throughout the book, organizations that provide
examples of contemporary management practices are highlighted. These
examples are designed to profile real companies that are confronting man-
agement challenges and responding in proactive and innovative ways.
Some of these examples are supplemented by video segments. The high-
lighted examples include:

Managing for Excellernice. Companies that have achieved excellence
through their management practices are featured in Managing for Excel-
lence. Of particular interest are those organizations that have adopted a
quality orientation in everything they do.

Global Perspective. Organizations that have pursued international business
strategies and compete effectively in the global marketplace are profiled
in Global Perspective. The focus in these examples is on how manage-
ment practices must be adapted to cope with the complexities of the in-
ternational business area.

Entrepreneurial Approach. Businesses both large and small that have suc-
ceeded as a function of their entrepreneurial approach to management are
profiled in Entrepreneurial Approach. These examples highlight the im-
portance of innovative and creative management in today’s rapidly chang-
ing business environment.

Meeting the Challenge. Mecting the Challenge provides an opportunity
for students to practice the management principles they have studied. For
example, students are given the opportunity to use self-assessment instru-
ments to describe their own personal management styles and organiza-
tional assessment skills to evaluate organizations.

o Integrative Case—IBAX. Each of the five parts of the book concludes
with a comprehensive and integrated case that is supplemented by a 7- to
12-minute video that shows IBAX’s real-life executives, managers, and
team members employing the contemporary management concepts, tools,
and techniques described in that section to facilitate the IBAX turnaround.

Supplement Package

A professor’s job is demanding. Because of this, we expect professors to de-
mand a lot in return from the publisher and the authors of Management. Both
the textbook and the accompanying ancillary materials have been developed
to help instructors excel when performing their vital teaching function. For
the first edition of Management, a variety of supplemental materials was tested
and provided. In this edition, we include those supplements instructors found
most helpful.

Instructor’s Manual with Complete Video Guide and Transparency Masters
(ISBN 0-538-87900-9)

The instructor’s manual for Management was prepared by Bruce R. Barringer
of the University of Central Florida and provides important information for each
chapter. Each chapter of the manual includes the following information:

® Learning Objectives for each chapter.

® A detailed outline of the chapter material, including appropriate points at
which to use the transparency support material.

e An Extended Outline with narratives under cach major point to flesh out
the discussion and show alternative examples and issues to bring forward.

® Detailed responses to the review questions, discussion questions, Ethics:
Take a Stand exercises, cases, video, and experiential exercises.

® Additional Cases with suggested answers are also included in the manual
for those instructors who wish to supplement the case material included
in the text.
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® A Multimedia Guide describing the video cases that accompany each chap-
ter, including questions for discussion and detailed responses.

o A full set of transparency masters.

Test Bank (ISBN 0-538-87901-7)

Special attention was given to the preparation of the test bank because it is one
of the most important ancillary materials. Bruce R. Barringer of the University
of Central Florida has expanded significantly the original test bank that was pre-
pared by Ned D. Young of Sinclair Community College. The test bank contains
over 3,500 multiple choice, true/false, matching, case, and essay questions.

Westest (ISBN 0-538-88042-2)

Westest is the computerized version of the test bank, provides instructors with
a convenient means of generating tests. The menu-driven testing package has
many user-oriented features, including the ability to edit and add exam ques-
tions, scramble questions within sections of the exam, and merge questions.
Westest is available for DOS, Windows, and the Macintosh. Call-in testing is
also available.

PowerPoint Presentation Slides (ISBN 0-538-88037-6)

Almost 600 electronic slides to be used with PowerPoint, a state-of-the-art pre-
sentation graphics program for Microsoft Windows, are provided on 3.5” disks.
These slides provide a comprehensive review of each chapter in the book. Us-
ing PowerPoint software, instructors can:

® Present the slides electronically in the classroom.
¢ Edit and change any of the slides, or add new material as needed.
e Animate and present a slide show with transition effects.

All-New Video Program (ISBN 0-538-Assorted)

In this edition we have incorporated 27 new video segments that highlight all
aspects of today’s management. One video segment ranging from 5 to 30 min-
utes accompanies each of the 18 chapters and helps to explain the concepts
of that chapter. In addition, nine supplemental videos are offered separately to
highlight various management practices in modern small and corporate busi-
nesses. The videos were selected from Learnet, CNBC, and Blue Chip (Small
Business Management).

Management On-Line

Professors will never be out of touch with the changing environment of man-
agement with free access to South-Western Publishing and the Internet.You'll
receive monthly updates to information in the text, additional annotations for
use in lectures, suggested readings, and more through South-Western's elec-
tronic bulletin board. More specifically, updates will be provided to cases, the
chapter highlighted examples, the ethics feature, and the critical thinking fea-
ture. In addition, a Thought Question of the Month will be provided along with
two clue based identification challenges: CEO of the Month and Company of
the Month.

Transparency Acetates (ISBN 0-538-88041-4)

One-hundred full-color transparency acetates are provided with Management.
The transparencies were selected from the book and also from materials that
do not appear in the book.

INSIGHTS: Inc. Readings in Small Business Management (ISBN 0-538-88036-8)

A readings book prepared by Lynn Bowes-Sperry of James Madison University
is available for those faculty who wish to supplement text assignments with
articles from the current business press. This soft-cover book contains multi-
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ple selections from the popular Inc. Magazine that discuss contemporary is-
sues and challenges in small business management.

Student Study Guide (ISBN 0-538-88034-1)

The extended study guide for Management was written by George Carnahan
of Northern Michigan University. For each chapter, this comprehensive guide
includes learning objectives with detailed descriptions; a chapter outline; mul-
tiple choice and agree or disagree questions with answers; exercises; and a
chapter summary.

Student Notetaking Guide (ISBN 0-538-88035-X)

This unique bound supplement includes selected copies of the transparency
masters for students to use while taking notes during lectures. Detailed out-
lines are also provided for each chapter of the book.

ACKNOWLEDGMENTS

A book such as this does not come to fruition solely by the hands of the au-
thors. Many individuals have had significant involvement with this project, and
their contributions must not go unrecognized. Many reviewers made insight-
ful comments and valuable suggestions on the preliminary drafts of this book.
Although criticism is sometimes a bitter pill to swallow, we can now look back
and agree that the reviewer comments led to modifications that greatly strength-
ened the final product. We would like to express our gratitude to each of the
following reviewers:

Second Edition Reviewers:
Royce L. Abrahamson, Southwest Texas State University
Lynn Bowes-Sperry, James Madison University
Janice M. Feldbauer, Austin Community College
Robert A. Figler, University of Akron
Edwin L. Hoying, Jr., University of Phoenix
Natalie J. Hunter, Portland State University
Gerald H. Kramer, Northwestern Missouri State University
Thomas R. Mahaffey, Siena College
Sandra M. Martinez, New Mexico State University
Daniel W. McAllister, University of Nevada—Las Vegas
Joseph F. Michlitsch, Southern Illinois University
James D. Oldson, The George Washington University
Robert J. Paul, Kansas State University
Khush K. Pittenger, Ashland University
John Wallace, Marshall University
John Washburn, University of Wisconsin—Whitewater
Terrence E. Williamson, South Dakota School of Mines and Technology

First Edition Reviewers:
Royce Abrahamson, Southwest Texas State University
Jeftrey Bailey, University of Idaho
Edward Bewayo, Montclair State University
Allen Bluedorn, University of Missouri
Peggy Brewer, Eastern Kentucky University
Deborah Brown, Santa Fe Community College
George Carnahan, Northern Michigan University
James F. Cashman, University of Alabama
Daniel S. Cochran, Mississippi State University
Roy Cook, Fort Lewis College



PREFACE

John Cotton, Marquette University

Marian Crawford, University of Arkansas, Little Rock
Carol Danehower, Memphis State University

Arthur Darrow, Bowling Green State University
Richard V. Dick, Missouri Western State University
Kenneth K. Eastman, Oklahoma State University
Stanley W. Elsea, Kansas State University

Roy Farris, Southeast Missouri State University

Jan Feldbauer, Austin Community College

Diane Ferry, University of Delaware

Robert A. Figler, University of Akron

George Foegen, Metro State College

Sonia Goltz, University of Notre Dame

Richard Grover, University of Southern Maine

Ted Halatin, Southwest Texas State University

John Hall, University of Florida

Dorothy Heide, California State University, Fullerton
Marvin Hill, Northern Illinois University

Phyllis Holland, Valdosta State College

John Jackson, University of Wyoming

Dewey Johnson, California State University, Fresno
Forest Jourden, University of Illinois, Champaign
Marvin Karlins, University of South Florida

Robert E. Kemper, Northern Arizona University
Russell Kent, Georgia Southern University

David G. Kuhn, Florida State University

James M. Lahiff, University of Georgia

Lars Erik Larson, University of Wisconsin, Whitewater
Esther Long, University of West Florida

Barbara Marting, University of Southern Indiana
Dan McAllister, University of Nevada, Las Vegas
James McElroy, Iowa State University

Joseph Michlitsch, Southern Illinois University
Edward J. Morrison, University of Colorado, Boulder
Diana Page, University of West Florida

Robert J. Paul, Kansas State University

Allayne Pizzolatto, Nicholls State University

Paul Preston, University of Texas, San Antonio
Richard Randall, Nassau Community College

Bill Ryan, Florida Atlantic University

Jerry D. Scott, Southeastern Oklahoma State University
Dawn Sheffler, Central Michigan University

Jane Siebler, Oregon State University

Mary Thibodeaux, University of North Texas

Ronald Vickroy, University of Pittsburgh at Johnstown
John Villareal, California State University

John Wallace, Marshall University

Deborah Wells, Creighton University

Carolyn Wiley, University of Tennessee, Chattanooga
Mimi Will, Foothill College

Jack Wimer, Baylor University

Lou J. Workman, Utah State University

In addition to these manuscript reviewers, other colleagues have con-
tributed greatly by developing several of the high-quality, comprehensive sup-



PREFACE

plements that support this book. These individuals, and their contributions for
which we are so grateful, include:

Instructor’s Manual Bruce R. Barringer, University of Central Florida
Study Guide George Carnahan, Northern Michigan University
Test Bank and Bruce R. Barringer, University of Central Florida
Computerized Testing and Ned D. Young, Sinclair Community
College
Videos Bruce R. Barringer, University of Central Florida
INSIGHTS Lynn Bowes-Sperry, James Madison University
PowerPoint Slides Bruce R. Barringer, University of Central Florida
Web Site Updates Bruce R. Barringer, University of Central Florida

A project of this magnitude is never undertaken without a great deal of
commitment on the part of the author team. However, it is important to ac-
knowledge someone who was equally committed to the project—our original
executive editor, Rick Leyh. It is doubtful that we would have undertaken such
an immense project with another editor. Rick’s commitment to quality, atten-
tion to detail, never-ending enthusiasm for the project, and encouragement to
continue throughout the long process of writing this book were strong moti-
vators. The torch was passed to John Szilagyi for this second edition, and John
continued the tradition of pushing and prodding to make each draft a signifi-
cant improvement over the prior one. The end result has been a product in
which we take great pride.

In addition to John, other individuals at South-Western made valuable con-
tributions to this project. They include Katherine-Pruitt Schenck, our devel-
opmental editor, who played a critical role in linking the huge network of con-
tributors to this project. We also acknowledge the stamina of Sandy Gangelhoff,
our production editor, who not only tolerated our continual changes to the
manuscript as it moved through production, but actually encouraged us to
change whatever was necessary to make this product the very best possible.
Our thanks also go to Steve Scoble, Marketing Manager, for coordinating the
outstanding sales and marketing efforts awarded this text.

It is our belief that the IBAX cohesion case adds an important dimension
to the book. IBAX provided us with an opportunity to follow and detail the
turnaround of a company and to tie that turnaround to contemporary man-
agement practices. The cooperation and candor of IBAX’s managers in the video
interviews were greatly appreciated. In particular, we’d like to thank Jeff Good-
man for giving rise to the story and taking the time to share it with us, as well
as with many students of management.

Finally, we’d like to thank our families for their support throughout this
project. Their tolerance of our absence from many family activities, their un-
derstanding of the time commitment a project like this requires, and their con-
tinual encouragement to push on enabled us to endure the long nights and lost
weekends that made it possible for us to complete this book. For that support
and commitment, we will always be grateful.



BRIEF CONTENTS

PREFACE

PART 1
Chapter 1

Chapter 2
Chapter 3

PART 2

Chapter 4
Chapter 5
Chapter 6
Chapter 7

PART 3
Chapter 8
Chapter 9

Chapter 10
Chapter 11

PART 4
Chapter 12

Chapter 13
Chapter 14

Chapter 15

PART 5
Chapter 16

Chapter 17
Chapter 18

APPENDIX
GLOSSARY
INDEXES

XXi

MEETING THE CHALLENGES OF THE 21ST CENTURY

Management and Managers: Yesterday, Today,

and Tomorrow 3

Evolution of Management Thought 41

Social Responsibility and Ethics 77

PLANNING CHALLENGES IN THE 21ST CENTURY

Planning in the Contemporary Organization
Strategic Planning in a Global Environment

Effective Managerial Decision Making
Decision-Making Tools and Techniques

189

119
153

221

ORGANIZING CHALLENGES IN THE 21ST CENTURY

Organizing for Quality, Productivity, and

Job Satisfaction 261

Designing the Contemporary Organization

Managing Human Resources 331
Organizational Culture, Change, and
Development 369

297

LEADERSHIP CHALLENGES IN THE 21ST CENTURY

Communicating Effectively within Diverse

Organizations 401
Understanding Leadership in a Dynamic
Environment 433

Effectively Managing Individual and Group

Behavior 463
Motivating Organizational Members

497

CONTROL CHALLENGES IN THE 21ST CENTURY

Organizational Control in a Complex Business

Environment 533
Productivity and Quality in Operations
Information Technology and Control

643
651
6061

569
607

1

117

259

399

531

vii




CONTENTS

PART 1  MEETING THE CHALLENGES OF THE 21ST CENTURY 1

1 Management and Managers:
Yesterday, Today, and Tomorrow 3

B MANAGERIAL INCIDENT: IBAX: A Company in Need of
Leadership 4
Introduction 4
Management and Why We Study It 5
Management Defined 5
The Organizational Context of Managemernt 6
The Process of Management 6
Planning 6
Organizing 7
Leading 7
Controlling 7
What We Know about Managers 7
Managerial Roles 8

Interpersonal Roles 8
Informational Roles 8
Decisional Roles 9

Scope and Levels of Managers 9
Scope of Responsibility 10
Levels of Management 10
Managing in the 21st Century 14
Environmental Trends 15
Globalization of the Marketplace 15
M  MANAGING FOR EXCELLENCE: SPIEGEL: STAYING AHEAD
OF THE CROWD 16
Advances in Information Technology 17
B GLOBAL PERSPECTIVE: N-E-S-T-L-E-S . . . NESTLE MAKES THE
VERY BEST . . . INFORMATION SYSTEMS? 18
Increasing Predominance of Entrepreneurial
Firms 19
B ENTREPRENEURIAL APPROACH: WAI-MART GIVES A LEG UP TO
ENTREPRENEURS 20
Growth in Service-Based Organizations 20
Focus on Quality 21
Organizational Changes 22
The Changing Chief Executive Officer 22
From Middle Managers to Self-Managed

Teams 22
Increasing Diversity in the Workplace 23
A New Organizational Model 24

The Contemporary Manager 25
The New Manager Profile 25
Competencies of Tomorrow’s Managers 26

B  MEETING THE CHALLENGE: ARE YOU READY TO MANAGE IN THE
YEAR 20007 28

Managerial Implications 29

Managerial Incident Resolution 29

SUMMARY 30

KEY TERMS 30

REVIEW QUESTIONS 31
DISCUSSION QUESTIONS 31

INFORMATION TECHNOLOGY: INSIGHTS AND
SOLUTIONS 31

ETHICS: TAKE A STAND 32

THINKING CRITICALLY: DEBATE THE ISSUE 33
VIDEO CASE: UPS: THE COMPLETE PACKAGE 33
CASE: A DAY IN THE LIFE OF BECKY JOHNSON 34
EXPERIENTIAL EXERCISES 35

ENDNOTES 37

2 Evolution of Management

Thought 41
B MANAGERIAL INCIDENT: United Parcel Service: The
Old Management Practices Mcct with Resistance 42
Introduction 42

Environmental Factors Influencing Management
Thought 43
Economic Influences 43
Social Influences 44
Political Influences 45
Technological Influences 45
Global Influences 46
Schools of Management Thought 46
Classical Perspective 47
Scientific Management 47

Administrative Management 50
Bureaucratic Management 51
Bebavioral Perspective 53

Mary Parker Follett 54
Elton Mayo 54
B ENTREPRENEURIAL APPROACH: GROWING GREEN, INC.: WORK
TEAMS OVERCOME CRISIS SITUATION 55
Douglas McGregor 55
Chester Barnard 56
M MEETING THE CHALLENGE: THEORY X AND THEORY Y
Quantitative Perspective 58
Systems Perspective 58
Contingency Perspective 60

o
~d

ix



x CONTENTS

Information Technology and Management Style 61
Future Issues: Diversity, Globalization, and Quality 63

B MANAGING FOR EXCELLENCE: HARLEY-DAVIDSON: A DRAMATIC

RE-EMERGENCE IN THE WORLD MARKET 64

B GLOBAL PERSPECTIVE: TOYOTA MOTOR MANUFACTURING
US.A,, INC. 65

Managerial Implications 66

Managerial Incident Resolution 66

SUMMARY 67

KEY TERMS 68

REVIEW QUESTIONS 68
DISCUSSION QUESTIONS 68

INFORMATION TECHNOLOGY: INSIGHTS AND
SOLUTIONS 69

ETHICS: TAKE A STAND 69
THINKING CRITICALLY: DEBATE THE ISSUE 70
VIDEOQ CASE: VALASSIS COMMUNICATIONS 70

CASE: DESIGNTECH PRODUCTS: LET’S FIND THE
BEST WAY 71

EXPERIENTIAL EXERCISES 72
ENDNOTES 73

3 Social Responsibility
and Ethics 77

B MANAGERIAL INCIDENT: Astra: Power and Sexual

Harassment 78
Introduction 78
Organizational Stakeholders in a Global Environment 78

B ENTREPRENEURIAL APPROACH: MALDEN MILLS: COMPASSION
COMES FIRST 80

Social Responsibility 81
The Premises of the Social Responsibility Debate 81
Three Perspectives of Social Responsibility 82

Economic Responsibility 82
Public Responsibility 83
Social Responsiveness 83

The Four Faces of Social Responstbility 85
Social Responsibility Strategies 86

Reaction 86
Defense 86
Accommodation 87
Proaction 87
Social Responsibility Principles for the Year 2000 88
B  GLOBAL PERSPECTIVE: STARBUCKS: MAKING A DIFFERENCE IN
THE THIRD WORLD 89
B MANAGING FOR EXCELLENCE: GREEN MACHINE 91
Ethics 91
Understanding Business Ethics 91
Foundations of Ethics 92
Business Ethics 93
Pressures to Perform 94
Managerial Guidelines for Ethical Dilemmas 94
Utility Approach 95
Human Rights Approach 95
Justice Approach 96
Fostering Improved Business Ethics 96
M  MEETING THE CHALLENGE: ARTHUR ANDERSEN
& COMPANY 97
Codes of Ethics 99

Ethics Training Programs 101

Whistleblowing 102
Managerial Implications 103
Managerial Incident Resolution 104

SUMMARY 104

KEY TERMS 105

REVIEW QUESTIONS 105
DISCUSSION QUESTIONS 106

INFORMATION TECHNOLOGY: INSIGHTS AND
SOLUTIONS 106

ETHICS: TAKE A STAND 107

THINKING CRITICALLY: DEBATE THE ISSUE 107
VIDEO CASE: BANK OF ALMA 108

CASE: FOOTBALL HERO OR CRIMINAL? 108
EXPERIENTIAL EXERCISES 110

ENDNOTES 111

INTEGRATIVE CASE FOR PART 1 IBAX: A Company in
Need of Leadership 113

PART 2

PLANNING CHALLENGES IN THE 21ST CENTURY

4 Planning in the Contemporary
Organization 119

B MANAGERIAL INCIDENT: First Union: Planning for the
Future 120
Introduction 120
Managerial Planning 120
What Is Planning? 121
Why Should Managers Plan? 121
Benefits of Planning 121

117

Costs of Planning 122
M  ENTREPRENEURIAL APPROACH: LIONEL TRAINS I$ BACK

ON TRACK 124
Where Should the Planning Begin? 124
Strategic versus Operational Planning 126

Strategic Planning 126
M MANAGING FOR EXCELLENCE: CBS: MOVING FROM STRATEGIC
TURMOIL TO STRATEGIC Focus 127
Levels of Strategic Planning 127
Achieving Quality through Strategic Planning 130



CONTENTS

Operational Planning 131
Standing Plans 132
M GLOBAL PERSPECTIVE: DISNEY: FROM PARIS TO
BROADWAY 133
B MEETING THE CHALLENGE! EVALUATING STANDING
PrLans 134
Single-Use Plans 134
Management by Objectives 136
The Relationship Between Strategic and Operational
Planning 138
Contingency Planning for Changing Environments 138
The Impact of Information Technology on Planning 139
Facilitating the Planning Process 140
Barriers to Effective Planning 140
Demands on the Manager’s Time 140
Ambiguous and Uncertain Operating
Environments 140
Resistance to Change 141
Quvercoming the Barriers to Planning 141
Involve Employees in Decision Making 141
Tolerate a Diversity of Views 141
Encourage Strategic Thinking 142
Managerial Implications 142
Managerial Incident Resolution 143

SUMMARY 143

KEY TERMS 144

REVIEW QUESTIONS 144
DISCUSSION QUESTIONS 144

INFORMATION TECHNOLOGY: INSIGHTS AND
SOLUTIONS 145

ETHICS: TAKE A STAND 145

THINKING CRITICALLY: DEBATE THE ISSUE 146
VIDEO CASE: KROPF FRUIT COMPANY 146
CASE: MORGAN CHEMICAL 147

EXPERIENTIAL EXERCISES 148

ENDNOTES 148

5 Strategic Planning in a Global

Environment 153
B MANAGERIAL INCIDENT: Whirlpool: Achieving a Global
Competitive Advantage 154
Introduction 154
The Importance of Strategic Planning 155
The Benefits of Strategic Planning 155
Strategic Planning as a Process 155
Strategic Analysis: Assessment in a Global
Environment 156
Conducting an Internal Analysis 157
B GLOBAL PERSPECTIVE: GILLETTE: INFERNATIONAL MANAGERIAL
TALENT I8 THE KEY TO THE FUTURE 158
Evaluating the External Environment 158

General Environment 159

xi

B  MANAGING FOR EXCELLENCE: Toy $70RY: TECHNOLOGY
BREATHES NEW LIFE INTO ANIMATION 161

B ENTREPRENEURIAL APPROACH: DEREGUIATION IN THE
EUROPEAN UNION CREATES OPPORTUNITIES FOR AIRLINE
Star1-Uprs 162

Task Environment 162
Strategy Formulation: Achieving a Competitive Advantage
164
Establisbing an Organizational Mission 165

Setting Strategic Goals 165

B MEETING THE CHALLENGE: MAKING A MISSION STATEMENT
WORK 166
Identifying Strategic Alternatives 166
Grand Strategy 166
Generic Strategy 168
International Strategy 170
Evaluating and Choosing Strateg)y 172
Strategy Implementation; focusing on Results 172
Formulating Functional Strategy 173
Institutionalizing Strategy 174
Organizational Structure 174
Organizational Culture 174
Organizational Leadership 175
Strategic Control: Ensuring Quality and Effectiveness 176
Feedforuward Controls 176
Feedback Controls 176
Information Technology and Strategic Planning 177
Managerial Implications 177
Managerial Incident Resolution 179

SUMMARY 179

KEY TERMS 180

REVIEW QUESTIONS 180
DISCUSSION QUESTIONS 180

INFORMATION TECHNOLOGY: INSIGHTS AND
SOLUTIONS 181

ETHICS: TAKE A STAND 181

THINKING CRITICALLY: DEBATE THE ISSUE 182
VIDEO CASE: SONIC 182

CASE: FASTENERS, INC., FACES COMPETITION
PRESSURES 183

EXPERIENTIAL EXERCISE 184

ENDNOTES 184

6 Effective Managerial Decision
Making 189
B MANAGERIAL INCIDENT: The Centennial Olympics:

Quick Decisions Required 190
Introduction 190
Steps in the Decision-Making Process 191

M MEETING THE CHATIENGE: ASSESSING YOUR DECISION-MAKING
SKILLS 192



xii CONTENTS

Identifying Opportunities and Diagnosing
Problems 192
Identifying Objectives 194
Generating Alternatives 194
Evaluating Alternatives 195
Reaching Decisions 195
Choosing Implementation Strategies 196
Monitoring and Evaluating 196
B  MANAGING FOR EXCELLENCE: THE SATURN MOTOR COMPANY:
ToTAL RECALL 197
Information Technology and the Decision-Making
Process 198
Models of Decision Making 198
Rational-Economic Decision Model 198
Bebavioral Decision Model 200
Bounded Rationality 200
Intuition 200
B  ENTREPRENEURIAL APPROACH: HEWLETT-PACKARD: PC MAKER

REALIZES A DREAM 201
Satisficing 201
Escalation of Commitment 201
What Makes a Quality Decision? 202
Group Considerations in Decision Making 203

Farticipative Decision Making 203
Participative Models 203
Group Size 204
Advantages of Group Decision Making 205
Disadvantages of Group Decision Making 206
Techniques for Quality in Group Decision
Making 207

Brainstorming 205
M GLOBAL PERSPECTIVE: COMPAQ: MEETING YET ANOTHER
CHALLENGE 208

Nominal Group Technique 209

Delphi Technique 209

Devil's Advocacy Approach 209

Dialectal Inquiry 210
Managerial Implications 210
Managerial Incident Resolution 211

SUMMARY 211

KEY TERMS 212

REVIEW QUESTIONS 212
DISCUSSION QUESTIONS 212

INFORMATION TECHNOLOGY: INSIGHTS AND
SOLUTIONS 213

ETHICS: TAKE A STAND 213
THINKING CRITICALLY: DEBATE THE ISSUE 214
VIDEO CASE: NEXT DOOR FOOD STORE 214

CASE: CYPROS COMPUTER DESIGN: A CASE OF MIXED
BLESSINGS 215

EXPERIENTIAL EXERCISES 216
ENDNOTES 217

7 Decision-Making Tools and
Techniques 221

B MANAGERIAL INCIDENT: GE Appliance Park: Antiquated
Relic or Golden Opportunity? 222
Introduction 222
Managerial Decision Situations 222
Sources of Organizational and Entrepreneurial
Decisions 223
M MANAGING FOR EXCELLENCE: 3M: CLEANING Up wITH NEW
PRODUCT DEVELOPMENT 224
Classification of Decision Situations 225
M ENTREPRENEURIAL APPROACH: SCHWINN: ROLLING BACK ON
TRACK 226
Strategic Decision-Maki
Strategy Selection.: The Strategic Decision-Making
Matrix 226
Evaluation of Portfolios 227
The Growth-Share Matrix 227
M MEETING THE CHALLENGE: DEVELOPING A BCG MATRIX FOR
Your COLLEGE 229
The Industry Attractiveness/Business Strength
Matrix 230
Operational Decision Making 233
Applying Structure to the Decision-Making
Process 234
Alternative Courses of Action 234
States of Nature 234
Payoffs 234
Payoff Tables 235
Techniques tbhat Enbance Quality in Decision
Making 235
Decision Making under Certainty 236
Decision Making under Risk 236
Decision Making under Uncertainty 238
Ethical and Social Implications in Decision
Making 239
Quantitative Decision-Making Aids 239
Breakeven Analysis 239
B GLOBAL PERSPECTIVE: SATURN: NEW MODEL GOES GLOBAL FOR
PARTS 240
Linear Programming 242
PERT 243
Information Technology and Decision-Making Tools 245
Managerial Implications 245
Managerial Incident Resolution 246

SUMMARY 247

KEY TERMS 247

REVIEW QUESTIONS 248
DISCUSSION QUESTIONS 248

INFORMATION TECHNOLOGY: INSIGHTS AND
SOLUTIONS 249

ETHICS: TAKE A STAND 249
THINKING CRITICALLY: DEBATE THE ISSUE 249



