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Introduction to Business
Lecture notes/study guide

Chapter 6 Management and Leadership in Today’s Organizations
6.1 The Role of Management
· What do managers guide in order to attain organizational goals?
· Is management considered dynamic or static?
· Who are managers?
· Managerial process
· How many functions are there?
· Are the functions interdependent or do they operate independently?
· What is the primary purpose of the four management functions?
· Define efficiency.
· Define effectiveness
· Do managers need to do both, why?
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6.2 Planning
· How does planning begin in management?
· What do managers do in anticipation of potential problems or opportunities?
· Planning types.
· What kind of planning is needed for very broad and long term situations?
· Why are short term plans considered more operational in nature?
· How do short terms plans support long term plans?
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· Strategic planning
· What is the primary purpose of a strategic plan?
· What factors must top-level management take into consideration?
· Why is an organization’s mission important to strategic planning?
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The 3 Parts of a Company Mission Statement
Purpose
Values
Actions

· Tactical planning
· How does tactical planning relate to strategic planning?
· Why is the tactical planning time frame shorter than strategic planning?
· What issues does tactical planning address?
· Operational planning
· Why are operational plans used in specific functional areas of the organization?
· How does operational planning relate to tactical planning?
· Why are operational objectives current, narrow and resource focused?
· Contingency planning
· Why is it important for organizations to anticipate future situations and events?
· What does the contingency plan identify?
· [bookmark: _GoBack]Once alternative courses of actions are identified, what does the contingency plan stipulate?
· Why is this information so crucial to a company?

6.3 Organizing
· Define organizing ______________________________________________
· How do managers maximize the flow of information and the efficiency of work processes?
· Managerial Hierarchy
· Which level is responsible for strategic plans? 
· What type of people comprise the top-level of management?
· Tactical plans are designed and carried out by which level of management?
· Which level of management is responsible for carrying out operational plans?
· What do supervisors spend most of their time doing?
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6.4 Leading, Guiding, and Motivating Others
· Define leadership ____________________________________________________
· Can anyone be a leader?
· How are managers designated as leaders?
· What must a manager be able to do?
· What is this ability to influence others behavior called?
· Five primary sources (bases) of power.
· Do managers only use one source of power or a combination of sources?
· Why is it beneficial to use a combination of sources?

	Legitimate
	Reward
	Coercive
	Expert
	Referent



· Leadership Styles
· What type of leader prefers to make decisions and solve problems on their own?
· Three types of participative leadership.
· How do they differ? 
· Which leadership style means “leave me alone”?
· What type of environment does free-rein or laissez-faire work best?
· How does an organization decide which leadership style is appropriate?
· Participative and free-reign use a technique called ________________________.
· What is empowerment?
· Why is it beneficial?
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· Corporate Culture
· How does corporate culture distinguish one organization from another?
· How does corporate culture evolve?
· What kind of impact does it have on employees?
· How does that affect company success?

6.5 Controlling
· How does the controlling function help organizations accomplish goals?
· Five stages of controlling.
· Which stage is based on strategic, tactical, and operational plans?
· How is performance measured?
· Once the performance is measured what is it measured against?
· What does an organization do if there is a gap?
· Feedback, why is it essential?
· Three ways the controlling part of a manager’s job is important?
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6.6 Managerial Roles
· Define Role _________________________________________________
· Three basic categories of managerial roles.
· What does a manager do in the informational role?
· Which role may a manager need to act like a figurehead, company leader or liaison?
· Decisional role responsibilities.
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· Decision making means what?
· How does decision making occur?
· Two categories of decision making.
· When are programmed decisions made?
· Infrequent, unforeseen, or very unusual problems and opportunities require what type of decision?
· Five steps a manager follows in making either programmed or nonprogrammed decisions.
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6.7 Managerial Skills
· Define skill _______________________________________
· Why is it important for managers to have a wide variety of skills?
· Three basic managerial skill categories.
· Which skill is very important for supervisory management?
· Examples of technical skills.
· What are human relation skills and why are they important?
· Who are they most important to? 
· Which skill allows managers to evaluate situations and develop alternative courses of action?
· Which level of management would use this skill the most?
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6.8 Trends in Management and Leadership
· Four important trends in management today.
· What is the best way for managers to plan for crises?
· Is it possible for managers to have contingency plans for every crisis?
· Why or why not?
· Latest trends in information technology.
· How are they being used?
· Global management skills, why are they important?
· What must managers take into consideration when managing multinational cultures?
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Mission: Give everyone the power to create and share ideas and information instantly, without
barriers.

Values: We believe in free expression and think every voice has the power to impact the world.

Strategy: Reach the largest daily audience in the world by connecting everyone to their world via
our information sharing and distribution platform products and be one of the top revenue
generating Internet companies in the world.

Twitter combines its mission and values to bring together a diverse workforce worldwide to fulfill
its strategy.
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It's about doing it in a way that it can't be done any better. That is the goal every
day.

“Create an unforgettable customer experience” may sound like a cliché, but this is
our golden rule. Despite waist-high water and treacherous conditions, we had
several international orders that needed to be shipped the Wednesday after
Hurricane Harvey hit. FedEx and UPS had ceased operations around the Houston
area during the storm, but our CEO Brian Gavin was determined to deliver an
outstanding customer service experience. That's why he drove with the packages
in hand to the nearest FedEx store that was open: College Station. The standard
three-hour round trip ended up taking five hours.

Prepare for the next big one. After each catastrophic event, Home Depot does a
postmortem on its response efforts so that employees and managers can become
more experienced and better prepared. Before Katrina hit, the company prestaged
extra supplies and generators, sent 1,000 relief associates to work in the stores in
the Guif Region, and made sure that area stores were overstocked with first-
response items such as insecticides, water, and home generators.
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ScottFord  Take care of everybody. When Katrina hit, Alltel was missing 35 employees. When

CEO, Alltel  the company had found all but one, managers used the company’s network
infrastructure to track her phone activity, contact the last person she had called,
and work with the army to find her.

Paul Empower the workforce. Gap had 1,300 employees affected by Katrina, and one of

Pressler the biggest problems the company faced was getting people their paychecks. The

CEO,Gap  company, which had extended payroll by 30 days to affected employees, now
encourages all employees to use direct deposit as a means to ensure access to
their pay.

Jim skinner B flexible with company assets. McDonald’s had 280 restaurants close in the

CEo, immediate aftermath of the storm, but shortly afterward, 201 were already open.

McDonald’s  During the crisis, McDonald's converted its human resource service center into a
crisis command center. The quickly formed help center fielded 3,800 calls.

Table 6.6 Sources: Danny Gavin, “Customer Service Lessons Learmed in the Wake of Hurricane Harvey,” Forbes, September 26, 2017;
Jay Steinfeld, S Lessons Leared from Hurricane Harvey," Inc, September 21, 2017; Susan Burns and David Hackett, “Business
Lessons from Hurricane Irma,” 541CEO, Noverber-December 2017; “New Lessons to Leam,” Fortune, October 3, 2005, pp. 87-88;
‘AZQuotes, Accessed February 25, 2018, htp:/[wa azquotes.com] quote/863856.
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Howard Learn from one crisis at a time. After the Seattle earthquake of 2001, the company
schultz invested in a notification system that could handle text messaging. The night
Chairman,  before Hurricane Katrina hit, Starbucks sent out 2,300 phone calls to associates in
Starbucks  the region, telling them about available resources.

Gary Make life easier for your employees. Before the storm hit, management
Loveman  announced that n the event of total entertainment disaster, employees would be
CEo, paid for at least 90 days. The decision was meant to provide employees with some
Harrah's  certainty during a very uncertain time.
LW Communicate for safety. Marriott moved its email system out of New Orleans
Marriott before Katrina hit. As a result, employees were able to communicate with each
CEo, other and vendors to get food and water to affected areas. A massive publicity
Marriott campaign (Dial 1-800-Marriott) helped the company find 2,500 of its 2,800 people in
the region.

Table 6.6 Sources: Danny Gavin, “Customer Service Lessons Leamed in the Wake of Hurricane Harvey,” Forbes, September 26, 2017;
Jay Steinfeld, "5 Lessons Learmed from Hurricane Harvey,” Inc, September 21, 2017; Susan Burns and David Hackett, “Business
Lessons from Hurricane rma,” 941CEO, November-December 2017; “New Lessons to Lear,” Fortune, October 3, 2005, pp. 87-88;
AZQuotes, Accessed February 25, 2018, htp/[wiww azquotes.com)quote/ 863855
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