Essentials o e B
Contemporary /v\anagement




Essentials of

1temporary
nagemen

Gareth R. Jones

Texas A&M University

Jennifer M. George

Rice University -

Sl*l ﬂﬂC{.‘:l'B Hﬁﬂ""ﬂhm'
TRIASSGRG T T .\{




For Nicholas and Julia

2 irwin

ESSENTIALS OF CONTEMPORARY MANAGEMENT

Published by McGraw-Hill/Irwin, a business unit of The McGraw-Hill Companies, Inc., 1221
Avenue of the Americas, New York, NY, 10020. Copyright © 2004 by The McGraw-Hill ;
Companies, Inc. All rights reserved. No part of this publication may be reproduced or distnbu-ted
in any form or by any means, or stored in a database or retrieval system, without the prior written
consent of The McGraw-Hill Companies, Inc., including, but not limited to, in any network or
other electronic storage or transmission, or broadcast for distance learning.

Some ancillaries, including electronic and print components, may not be available to customers
outside the United States.

This book is printed on acid-free paper.
4567890WCK/WCK 098765
ISBN  0-07-286519-9

Publisher: John E. Biernat
Senior sponsoring editor: Andy Winston
Managing developmental editor: Laura Hurst Spell
Senior marketing manager: Ellen Cleary
Producer, Media technology: Mark Molsky
Lead project manager: Mary Conzachi
Production supervisor:  Gina Hangos 5
Coordinator freelance design: Artemio Ortiz Jr. o
Photo research coordinator: Judy Kausal £
Photo researcher: Sarah Evertson
Supplement producer: Betty Hadala
Senior digital content specialist: Brian Nacik
i - Cover and interior design: Artemio Ortiz Jr.
:  Typeface: 10/12 Baskerville
Compositor:  Techbooks
Printer:  Quebecor World Versailles Inc.




# Brief Contents

\RT ONE
Management
\PTER ONE

he Management Process 2
\ppendix A: History of Management Thought 32

PTER TWO
vho Are Managers and

Entrepreneurs? 40
Appendix B: Career Development 70

SIS 'i.‘ TWO
The Environment of Management

CHAPTER THREE
Managing Ethics and Diversity 76

CuHAPTER FOUR

Managing in a Global Environment 112

PART THREE

Managing Planning and Decision Making
CHAPTER FIVE

Decision Making, Learning,

Creativity, and Innovation 146
CHAPTER SIX

Planning, Strategy, and Change 174
PAarT FOUR

Organizing

CHAPTER SEVEN
Organizing: Designing Organizational

Structure 206
CHAPTER EIGHT
Organizing: Control and Culture 240

Appendix C: Managing Organizational
Change 274

PARrT FIVE
Leading Individuals and Groups
CHAPTER NINE

Motivation 278
CHAPTER TEN

Leadership and Management 310
CHAPTER ELEVEN

Effective Team Management 340
CHAPTER TWELVE

Effective Management of Human
Resources 372
PART Six

Controlling Essential Operations and
Processes

CHAPTER THIRTEEN
Communication and Information
Technology Management 408
CHAPTER FOURTEEN

Operations Management:

Managing Vital Operations and
Processes 442
GLOSSARY 467
NOTES 479
PHOTO CREDITS 498
NaME INDEX 500
SusjecT INDEX 504
ComprAaNy INDEX 513




Contents

Chapter One

I

Business Week:
Management Snapshot

Choosing the Right
Strategy Pays Off at
PepsiCo 3

Chapter Twoi

Business Week:
Management Snapshot

Promoting Emotional
Competence at American
Express 41

The Management Process

Topics

Overview

What Is Management?

Achieving High Performance:

A Manager’s Goal
Why Study
Management?
Managerial Functions

Planning

Organizing

Leading

Controlling
Types of Managers

Levels of Management

Areas of Managers

IT and Managerial
Roles and Skills

Overview

What Is the Difference
Between Managers and
Entrepreneurs?

Enduring Characteristics:

Personality Traits
The Big Five Personality
Traits
Other Personality Traits

That Affect Managerial
Behavior

Characteristics of
Entrepreneurs

© © © NN O

10
11
13

13

42

42

49

R ————

Who Are Managers and Entrepreneurs?

2
Managerial Roles Identified
by Mintzberg 13
Being a Manager 17
Managerial Skills 18
Challenges for
Management in a
Global Environment 20
Building a Competitive
Advantage 20
Maintaining Ethical
Standards 23
Managing a Diverse
Workforce 24
Utilizing Information
Technology and
E-Commerce 25
40
Values, Attitudes, and
Moods and Emotions 51
Values: Terminal and
Instrumental 51
Attitudes 54
Moods and Emotions 58
Emotional Inteuigence 59
Organizational Culture o
How Manager’s Influence
Organizational Culture 61




Examples

Management Insight:
Using IT to Improve Small
Business Performance

Ethics in Action:

Why the Price of Vitamins Was
Too High

Examples

Management Insight:
Entrepreneurship at Maden
Technologies

Managing Globally:
Values of the Overseas Chinese

Focus on Diversity:
How Diversity Can Promote

|
16 : Customer Responsivenes

23

24

Manébément in Action

Summary and Review

26
Management in Action 27
Topics for Discussion and Action 27
Building Management Skills:

Thinking About Managers
and Management 27
Small Group Breakout Exercise:
Opening a New Restaurant 28
Managing Ethically 28
You're the Management
Consultant: Problems at Achieva 28
Case for Discussion: Bob
Pittman’s Big Job at AOL-Time
Warner 29
Business Week Case in the
News: Avon: The New Calling
Appendix A History of
Management Thought
F. W. Taylor and Scientific
Management
Weber’s Bureaucratic Theory
The Work of Mary
Parker Follett
The Hawthorne Studies
and Human Relations
Theory X and Theory Y

89 8 88 8 8

How to Create a High-Performing

\ Management Insight:
Organizational Culture

43t

53 |

62

Management in Action

Summary and Review

Management in Action
Topics for Discussion and Action
Building Management Skills:
Diagnosing Culture 65
Small Group Breakout Exercise:
Making Difficult Decisions in
Hard Times

Managing Ethically

You're the Management
Consultant: Retaining Valuable
Employees 66
Case for Discussion: Promoting
Positive Attitudes and Ethical

Values at Medtronic 66
Business Week Case in the

News: Fidelity: Here Comes Abby 68

& &

3G

Appendix B Career
Development 70
Stages in a Linear Career 71

Effective Career Management 74




Contents

%
% Chapter Three Managing Ethics and Diversity 76
RS Topics
Business \\u‘k; B 0 ge 93
| Management Snapshot l e oo
- Firestone versus Ford 77 Ethics and Stakeholders 78 | o S 5
| Lunnici
%'- Which Behaviors Are ‘ c.e .an v .
. Ethical? 81 Religion
21 Why Would Managers ‘ Capabilities/Disabilities 97
= Behave Unethically Toward l Socioeconomic Background 99
8 Other Stakeholders? 83 | Sexual Orientation 101
- | %
g ﬁwﬁy Shg‘:}l](,j hﬁé‘;“gers o The Effective
@ el r 'Caoy' e Management of Diversity 102
= ?I(z)l:ireci)sfoElt;?cs TEEnIZaTon.s 86 Critical Managerial Roles 102
9" Ethical Organizational Ef?fecti\./ely Managing
= e 88 Diversity Makes Good
= Business Sense 104
= The Increasing Diversity
g of the Workforce and
@ the Environment 91
=,
g
= Managing in a Global Environment 112
Topics
Business Week: . .
Management Snapshot Overview 114 SOClocultura.l Forces 126
Li & Fung’s Global What Is the Demographic Forces 127
Supply Chain 113 Organizational Political and Legal Forces 128
Environment? 115 Global Forces 129
The Task Environment 116 The'Changing Global
Suppliers 116 | Environment
Distributors 118 Declining Barriers to Trade
Customers 119 sag ¥n.vestmen.t
Competitors 121 D?Chm“g Barriers of
Distance and Culture
The.General Effects of Free Trade on
Environment 124 Managers
Economic Forces 124 The Role of National
Technological Forces 125 Culture

viii




'Eﬁxramples

Ethics in Action:
Johnson & Johnson's

Ethical Culture 90
Focus on Diversity:
Age Discrimination at Ford? 94

Focus on Diversity:
The ADA and HIV/AIDS in the
Workplace 98

Ethics in Action:
Martha Williams: Successful and
Socially Responsible 101

Examples

Information
Technology Byte:

Designing Global Information
Systems _ 121
Managing Globally:
American Rice Invades
P

Managing Globally:
The Changing Face of Global
Car Manufacturing 128

Ethics in Action:




Contents

~ : 3 .o
(/hapter Five Decision Making, Learning, Creativity, and
- 146
Innovation S
% :
W Topics
b TR
Business Week: | isi 1
Management Snapshot Overview it D Group Decistn Mak‘nrj:g :::
Global Organizational The Nature of Managerial | The Perils of Groupthi &
Learning at Wal-Mart 147 Decision Making 148 | Devil’s Advocacy o
Programmed and Nonpro- Diversity Among Decision s
grammed Decision Making 150 | Makf.:rs ) )
The Classical Model 151 | Organizational Learning
The Administrative Model 152 | and Creativity 164
Steps in the Decision- | Creating a Learning
Making Process 157 |  Organization o
Recognize the Need ‘ Prom.ou:ng Individual
for a Decision 158 | CreaUV}ty e Lo
Generate Alternatives 158 | Promotl.ng Grou;? 'Creatxwty gec
Assess Alternatives 159 | Promoting Creativity at the
Choose Among Alternatives 161 | Global Level 163
Implement the Chosen :
Alternative 162 |
Learn from Feedback 162 |
Chapter Six Planning, Strategy, and Change 174
gl Topics
i
Business Week: i L :
Management Snapshot Overvxew. ULES go neeniRikes SoE T
Just-in-Time Low-Cost An Overview of the | T 190
Fashion at Zara 175 Planning Process 176 ! Diversification : 191
y International Expansion 192
Levels of Planning 177 Vertical Tatenrat
Who Plans? 180 T SR Ui
Time Horizons of Plans 180 | Formulatmg Business-
Standing Plans and - Level Strategies 195
Single-Use Plans 182 l Low-Cost Strategy 195
Why Planning Is Important 182 Differentiation Strategy 196
Determining the Focused Low-Cost and
Organization’s Mission ' Focused Differentiation
and Goals 184 Strategit?s 196
Defining the Business 184 F ormulating Functional-
Establishing Major Goals 185 Level Strategies 197
Formulating Strategy: Planning, Implementing
SWOT Analysis 187 | Strategy, and Change 199
< Formulating Corporate-
Level Strategies 190




Examples

N e

Management in Action

Mattel Rediscovers Itself 184

wformation | Ethics in Action: Summary and Review 168
echnology Byte: | The Dark Side of High Tech 161 Management in Action 169
Optimistic Projections Come : Topics for Discussion and Action 169
ack to Haunt Lucent 154 | Building Management Skills: How
rmation , Do You Make Decisions? 169
hnology Byte: ‘, Small Group Breakout Exercise:
Decision-Making Delays Hinder Brainstorming 170
Motorola 156 | Managing Ethically 170
You're the Management
Consultant: Thinking “Outside
the Box” 171
Case for Discussion: Decision-
Making Troubles at Nike 171
Business Week Case in
the News: Under the Knife 172
Examples Management in Action
Information Technology Management Insight: Summa.ry and Review 200
Byte: A Transformation at Management in Action 201
Rolling Plans and Global Supply Campbell Soup 189 yopics for Discussion and Action 201
Chain Management in the Package Managing Globally: Building Management Skills:
Delivery Business 181 | Gillette's New International How to Analyze a Company’s
Management Insight: Strategy 193 Strategy 201

Small Group Breakout Exercise:

Low Cost or Differentiation? 202
Managing Ethically 202
You're the Management

Consultant: What Kind of
Supermarket? 203
Case for Discussion: UPS

Battles FedEx 203
Business Week Case in the

News: Sorry, Steve: Here's

Why It Won't Work 204




Contents

Chapter Seven Organizing: Designing Organizational :
20
Structure e
3 Topics
-
Jusiness Week: ; 216
: : Functional Structure
Management Snapshot Ove.rw'ew iy 200 Dl:\r:isional Structures:
Exide's New Global Designing Organizational Product, Geographic, and
Structure 207 Structure 208 Market 218
The Organizational Matrix and Product Team
Environment 209 Designs 222
%rcﬁi){ ogy g?g Coordinating Functions
Human Resources 211 and DW]_SIOKSU‘ : gg
Grouping Tasks into Jobs: Allocan?% s ‘:i';ty 1
b Desi 212 Types oLLeREE S
Jo bE l§rn e Teh Mechanisms 230
Jlé)mcﬁ]meiimen ancilo 214 | Strategic Alliances,
The Job Characteristics Network Structures,
Model 214 | and IT 231
Grouping Jobs into
Functions and Divisions 216
Chapter Eight Organizing: Control and Culture 240
‘\’ Topics
Business Week: E ;
Management Snapshot Overview 242 Behgwlor CODFT_OI 255
Nokia’s Finnish Ways 241 What Is Organizational Direct Supervision 255
Control? 242 Management by Objectives 256
The Importance of Rules a.nd Standard
Organizational Control 243 Operating P.rocedures 258
Control Systems and IT 244 Problems with Bureaucratic
The Control Process 246 C°"‘f°l > 259
Output Control o0 | Organizational Culture
Financial Measures of and Clan Control 260
Performance 250 Values and Norms:
Organizational Goals 252 Creating a Strong
Operating Budgets 253 Organizational Culture 261
Problems with Output Culture and Managerial ]
Control 253 Action 266 k.
1

Qe 0

P S R T v als
A e TR




Examples

Management Insight: | Ethics in Action:

Manag-er‘riienit ih Action

Summary and Review 234

Viacom's 2001 Product Structure 220 ‘ Of Shoes and Sweatshops 233 Management in Action 235
Managing Globally: | Topics for Discussion and Action 235
DaimlerChrysler, Volkswagen, , B‘mn% Mginaggmemi ?'“"31 o
- ivati | rstanding Organizing
and DecentraRzaton 290 Small Group Breakout Exercise:
Bob's Appliances 236
Managing Ethically 236
You're the Management
Consultant: Speeding Up
Website Design 237
Case for Discussion: Lucent
Reorganizes for Survival 237
Business Week Case in
the News: Meet the “Completely
Different EDS”
Examples Management in Action
Management Insight: Information Summary and Review 268
Gillette Changes lts Goals and Technology Byte: Management in Action 269
Objectives 254 | siteROCK’s Military Management Topics for Discussion and Action 269
Information 259 Building Management Skills:

Technology Byte:
Cypress Semiconductor’s On-Line

|

|

1

1 Runs on Rules
MBO System 257 ‘

Understanding Controlling 269
Small Group Breakout Exercise:

How Best to Control the Sales

Force? 270
Managing Ethically 270
You're the Management

Consultant: How to Control Web
Designers 270
Case for Discussion: Gateway’s

New Rules Result in Low

Customer Satisfaction 271
Business Week Case in the News:
Warm and Fuzzy Won't
Save Procter & Gamble 272
Appendix C Managing
Organizational Change 274
Assessing the Need for Change 274
Deciding on the Change
to Make 275

Implementing the Change 276
Evaluating the Change 277




Contents

278
é,f Chapter Nine Motivation I ——EEE
— Topics
Pl o
s Bk ek : 288
susiness Week: Diervien 280 | Equity Theory 288
Management Snapshot Sl Equity 289
(= High Motivation Rules at The Nature of Motivation 280 Inequity y o
8 SAS Institute 279 Expectancy Theory 282 Ways to Restore Equity 233
o Expectancy 209 _Setting Theory
=l Instrumentality 284 | Goal Se B s 294
« Valence 284 | Learning Theorie ;
itionin,
=3 Bringing It All Together 284 %P:;:ym ot 294
% Need Theories 285 Social Learning Theory 298
a Maslow’s Hierarchy Pay and Motivation 299
c of Needs 285 7 Mot Pay Gl
Y Herzberg’s Motivator- Basing Merit Fay >
@ S ene lHeory 2 Indxvu.lual', Gm;g;f rmance 300
Q McClelland’s Needs for Organizational Boonus? 300
\ Achievement, Affiliation, Salary Increase G
= and Power 287 Examples of Merit 1
Other Needs 288 Pay Plans
Chapter Ten Leadership and Management 310
/4 Topics
e tge-f R
Business Week: ) ;
: 5. S Overview 312 House’s Path-Goal Theory 323
Management Snapshot The Leatle. Sutebti
Effective Leadership The Nature of Leadership 312
Styles for Tough Times 311 Personal Leadership Style I;}/It.)del It All Together ;3:
and Managerial Tasks 313 g ; 8
Leadership Styles Across Transformational
Cultures 313 Leadership 326
Power: The Key to Being a Charismatic Leader 327
Leadership 314 Stimulating Subordinates
\ Empowerment: An Intellectually 328
f Ingredient in Modern Engaging in Developmental
" ﬂ Management 316 Consideration 328
o Trait and Behavior }'he Distinction Between
Models of Leadership 317 ransformational and ;
The Trait Model 317 Transactional Leadership 330
The Behavior Model 318 | Gender and Leadership 330
Contingency Models of Emotional Intelligence
Leadership 320 | and Leadership 332
Fiedler’s Contingency
Model 320

xiv




Rp—

n— ETN—

Examples

Ethics in Action:
Are Long and Uncompensated
Hours Equitable?

Information Technology

Byte:
J. Crew Outlits by Bricks and
Clicks

-xamples

Ethics in Action:
Consideration and Initiating
Structure at Home Depot

Management Insight:
Supporting Creativity

Management ihd;\é’tidn

Managing Globally: Summary and Review
Merit Pay Catches on in Japan 302 Management in Action

303

| 305

29141 Topics for Discussion and Action 305

Building Management Skills:

| Diagnosing Motivation 305
‘ Small Group Breakout Exercise:

297 | Increasing Motivation 306

Managing Ethically 306

You're the Management

Consultant: A Motivation

Challenge 306

Case for Discussion: Inspiration

and Motivation at the Container

Store 307

Business Week Case in the

News: The Artificial Sweetener

in CEO Pay 308

Management in Action

| Managing Globally: Summary and Review 333

'1 Enduring Transformational Management in Action 335
319 Leadership at Colgate-Palmolive 329 Topics for Discussion and Action 335

Building Management Skills:

324 | Analyzing Failures of Leadership 335
Small Group Breakout Exercise:
Improving Leadership
Effectiveness 336
Managing Ethically 336
You're the Management
Consultant: How to Be a
Transformational Leader? 337
Case for Discussion:
Maintaining Growth and
Profitability in an Internet
Company: Meg Whitman
Continues to Transform eBay 337
Business Week Case in the
News: Who's Afraid of a
Little Mud? 338




Contents

Chapter Eleven

=
sl ]
Business Week:
Management Snapshot
3M Teams Excel at
Responsiveness to
Customers 341

Chapter Twelve

Business Week:

Management Snapshot
Electronic Recruiting at
Monster.com and Jobline
International 373

xvi

Effective Team Management

Topics
Teams 347
Overview 342 | Sf{"'Mﬂ"aSed Work Te 349
Groups, Teams, and | YRt 350
O 50 g | Friendship Groups 381
rganizational Interest Groups
Effectiveness 342 Group D amics 351
Groups and Teams as Group Size and Roles 351
Performance Enhancers 343 Group Leadership 353
Groups, .Teams, and Group Development
Iées;l)onsxvcness to 2 over Time g
ustomers N
Teams and Innovation 344 | g:g::g C:));r:ss;veness 358
&Z‘iﬁ’f&fﬂd camE et 345 | Managing G.roups and
Types of Groups Teams for High
and Teams asg | Performance x
The Top-Management Team 346 Mohv;ﬂng group 3 Mg::] :lers
Research and Development to ActieyciCoRSES
Teams 347 Goals. Social Losfn ges
Command Groups 347 Reducing Socia & 64
Task Forces 347 Groups
Effective Management of Human
Resources 372
Topics
Overview 374 Transfer of Training and
Strategic Human Resource Development 390
Management 374 | Performance Appraisal
Overview of the and Feedback 391
Components of HRM 375 Types of Performance
The Legal Environment Appraisal 391
of HRM 377 Who Appraises
Recruitment and Selection 379 Performance? 393
Human Resource Planning 380 Effective Performance
Job Analysis 381 Feedback 395
External and Internal Pay and Benefits 397
Recruitment 381 y Level 397
The Selection Process 383 Pay Structure 397
Training and Benefits 398
Development ag7 | Labor Relations 399
Types of Training 387 Unions 399
Types of Development 390 Collective Bargaining 400




Examples

Information Technology

Byte:
Thomson Becomes More
Responsive to Customers

n Diversity:

Diversity of Thought and Respect

for Ideas Reign at Ideo

Management in Action

Examples

Ethics in Action:
Don't Make Promises You May
Not Be Able to Keep

Ethics in Action:

Withholding Negative Information

and the Importance of
Background Checks

Focus on Diversity: Summary and Review 366
Integrating Theory and Management in Action 367
Practicality 361 Topics for Discussion and Action 367
350 Building Management Skills:
Diagnosing Group Failures 367
Small Group Breakout Exercise:
Creating a Cross-Functional
357 Team 368
Managing Ethically 368
You're the Management
Consultant: Increasing the
Effectiveness of a Virtual Team 368
Case for Discussion: Motivating
Teams in Manufacturing 369
Business Week Case in the
News: Kim's Fall from Grace 370
Management in Action
Focus on Diversity: Summary and Review 401
Action-Oriented Training Solves Management in Action 403
378 Business Problems and Fosters Topics for Discussion and Action 403
Diversity 389 Building Management Skills:
Analyzing Human Resource
Systems 403
Small Group Breakout Exercise:
385 Building a Human Resource
Management System 403
Managing Ethically 404
You're the Management
Consultant: Creating an Effective
Performance Appraisal System 404
Case for Discussion: Managing
Human Resources at Trilogy
Software 405

Business Week Case in the News:

How to Enable the Disabled 406




XIS 18]

iesedo [enusssg Buijosuo))

Contents

Chapter Thirteen

Business Week:

Management Snapshot
Bringing People Back
into IT 409

xviii

Communication and Information
Technology Management

. 1
Topics 1
g
; [mpcrsonal Written l
Overview 410 Connata 426 |
IMngcl)’l:.nau’o‘r} :::'d e 411 The Infomation C J
BEESUO Technology Revolution 427 |
Attributes of Useful o Pri f
Information 411 The Tumbling Price o T
Information Systems and L E R 428
Technology 413 Wireless Communications
428
Information and Decision Computer Networks
Making 415 Software Developments 430
Information and Control 415 Types of Management
Information and Information Systems 430
Coordination 416 The Organizational
Communication, Infor- Hierarchy: The Traditional
mation, and Management 417 Information System 431
The Importance of Good Transaction-Processing
Communication 417 Systems 432
The Communication Process 419 Operations Information
The Dangers of Ineffective Systems 432
Communication 420 Decision Support Systems 433
. : Expert Systems and
Informahpn Blchness-and Artificial Intelligence 434
Communication Media 421 it
S o Limitations of
Face-to-Face Communication 422 :
<5z Information Systems 435
Spoken Communication
Electronically Transmitted 424
Personally Addressed
Written Communication 424




Examples

Information Technology
Byte:

E-Stores: Amazon.com

versus Bluelight.com versus

Walmart.com Management Insight:

Managing Globally: How Judy Lewent Became One
Cemex Uses IT to Pave the of the Most Powerful Women in
Way in Cement Corporate America 433




