I it s !
:

W,

(ELEVENTH EDITION )

MANAGEMENT

nimz'tlvunmcn HAROLD KOONTZ

TATA McGRAW-HILL
EDITION




v

MANAGE

A Global Perspective

ELEVENTH EDITION

HEINZ WEIHRICH £q

Professor of Global Management and Behavioral Scicrce - o
University of San Francisco :

HAROLD KOONTZ
Late Professor of Management
University of California, Los Angeles

5 soness:

s

!
!
{
- N
Tata McGraw-Hill Publishing Company Limited
NEW DELHI
McGraw-Hil Offices ‘ o3
New Delhi New york St Louis San Francisco Auckiand Bogoia caracas
Kuala Lumpur Lisbon Lendor Madrid Mexico City Llilun Montreal ?

San-Juan Sanliage Singajzor2 Sydney Tokyo Taganto

'I‘S ' e e —“ “: i V




To my wife, Ursula

@Tata McGraw-Hill

Management: A Global Perspective, Eleventh Edition

Copyright © 2005 by McGraw-Hill Education (Asia).

All rights reserved. No part of this publication may be reproduced or distribute
in any form or by any means, or stored in a database or retrieval system, witho1 °
the prior written permission of the publisher

Tata McGraw-Hill Edition

Reprint-2006

ROLYCRDBRCYYR _

Reprinted in India by arrangemnent with The McGraw-Hill Companies,
Inc., New York

Sales territories; India, Pakistan, Nepal, Bangladesh, Sri Lanka and Bhutan

ISBN 0-07-059856-8

Published by Tata McGraw-Hill Publishing Company Limited,
7 West Patel Nagar, New Delhi 110 008, and printed at
Gopaljee Enterprises, Delhi 110 053

TR

S

b McGraw-HIll companies 25




PART 1

l > Narthe

" Prefict: Prmemmremeiiiere

]

The B3sBaifidobal Mu_dg_ygnent Th{ory and Practice

CHAPTER 1 Management: Science, Theory, and Practice

Definition of Management: Its Nature and Purpose
The Functions of Management =
Management as an Essential for Any Organization
Managerial Functions at Different Organizational Levels
Managerial Skills and the Organizational Hierarchy
The Goals of All Managers and Organizations
Characteristics of Excellent and Most Admired Companies
International Perspective The Most Admired Companies in America

Advances in Information Technology and Globalization: Adapting to Changes

in the 21st Century
Productivity, Effectiveness, and Efficiency
Managing: Science or Art?
The Evolution of Management Thought
Frederick Taylor and Scientific Management
Henri Fayol, the Father of Modern Management Theory
Elion Mayo and F. J. Roethlisberger and the Hawthorne Studies
Recent Contributors to Management Thought
Patterns of Management Analysis: A Management Theory Jungle?
The Managerial Roles Approach
The Management Process, or Operational, Approach
The Systems Approach to the Management Process
Inputs and Claimants
The Managerial Transformation Process
The Communication Sysiem
External Vanables
Qutputs
Reenergizing the System
The Functions of Managers
Planning )
Organizing
Stafling
Leading
Controlling
Coordination, the Essence of Managership

The Systems Model of Management and the Qrganization of This Book

11

22

g

29

o -



Contents

Summary * Key Ideas and Concepts for Review . 30

For Discussion ¢ Exercises/Action Steps * Internet Research 31

T International Case~McDomald's-Serving Fast Food around the World 32
Wiayad EUN : i 36

sipnasd ylizwvinU marihol {
CHAPTER2 Management and Socie‘y The External

Y im
%
g2y

41
International Perspective The Bhopal Plant in India and Union Carbide
International Perspective The Greening of Toshiba

The Social Responsibility of Managers 42
Social Responsibility and Social Responsiveness
Arguments For and Against Business Involvement in Sodial Actions
Reaction or Proaction?

The Role of the Government
International Perspective Bill Gates and Microsoft a Monopoly?

Ethics in Managing 46
International Perspective Scandals and Corporate Governance
Ethical Theories
Institutionalizing Ethics
International Perspective Code of Ethics for Government Service
Factors that Raise Ethical Standards
Whistle-blowing
Differing Ethical Standards between Societies

Trust as the Basis for Change Management 51
Summary » Key Ideas and Concepts for Review * 52
For Discussion  Exercises/Action Steps ¢ Internet Research 53
International Case Spirituality in the wOrkplace _ 54
References 55

CHAPTER 3 Global, Comparative, and Quality Management 57

International Management and Multinational Corporations 58
OWinternational Business

Elobal, or Transnational, Corporations
goBomic Blocs 64

4d8 Agreement and Other Latin American

s lan Nations (ASEAN)

International Managemem Cultural and Country Differences 66
Behaviors in Different Cultures
France: Le Plan and the Cadre
Germany: Authority arid Codetermination



Contents

PART 2

Selected Factors Influencing Managing in Other Western Countries
International Perspective Is There a European Management Model?
Korean Management
Japanese Management and Theory Z
International Perspective - Are Japanese Workers Happy?
Porter’s Competitive Advantage of Natians
Gaining a Global Competitive Advantage through Quahry Managcmem
Traditional Quality Management Gurus
Other Quality Approaches and Awards
Summary * Key Ideas and Conccpts for Review
For Dlscussmn o ExemseIAcuon Steps * Internet Research
International Case  Woman CEO Manages by the Textbook,

References

PART 1 CLOSING The Basis of Global Management
International Focus China—The New Economic Giant?
Global Car Industry Case The Car Market in the New Europe
References

Planning

CHAPTER 4 Essentials of Planning and Managing by
Objectives
Types of Plans
Missions or Purposes
Objectives or Goals
Strategies
, Policies
International Perspective Polidies for Market Leadershlp
Procedures
Rules
International Perspective Procedures.and Rules Imposed by the Qutside
Programs
Budgets
Steps in Planning
1. Being Aware of Opportunities
2. Establishing Objectives
3. Developing Premises
4, Determining Alternative Courses
5. Evaluating Alternative Courses
6. Selecting a Course
7. Formulating Derivative Plans
8. Quantifying Plans by Budgeting
{ International Perspective Applying the Planning Steps in Preparing
for College
Coordination of Short- and Long-Range Plans
Objectives

3
73

80
81
82
82

85
85
90
92

95

97

103

108



Contents

The Nature of Objectives

How to Set Objectives d
Evolving Concepts in Management by Objectiv

Benefits and Weaknésses of Management by Objectives
Summary  Key Ideas and Concepts for Review »
For Discussion ‘s Exercise/Action Steps ¢ Internet Research
" International Case Developing Verifiable Goals
References

CHAPTER 5 Stratggiés, Policies, and Planning Premises

The Nature and Purpose of Strategies and Policies
International Perspective Value- and Policy-driven Samsung Strives for
Global Recognition
The Strategic Planning Process
Inputs to the Organization
Industry Analysis
Enterprise Profile
International Perspective Sony's Mission Leads to Strengths
Orientation, Values, and Vision of Executives
Mission (Purpose), Major Objectives, and Strategic Intent
Present and Future External Environment
Internal Environment
Development of Alternative Strategies
Evaluation and Choice of Strategies
Medium- and Short-Range Planning, Implementation through Reengineering,
staffing, Leadership, and Control
Consistency Testing and Contingency Planning
The TOWS Matrix: A Modern Tool for Analysis of the Situation
+ Four Alternative Strategies .
Time Dimension and the TOWS Matrix
Application of the TOWS Merger Matrix for Mergers, Acquisitions,
Joint Ventures, and Alliances
The Portiolio Matrix: A Tool for Allocating Resources
Major Kinds of Strategies and Policies
Products or Services
Marketing
Hierarchy of Company Strategies
Porter’s Industry Analysis and Generic Competitive Strategies
Industry Analysis
Overall Cost Leadership Strategy
Differentiation Strategy ¥
Focused Strategy
Premising and Forecasting
Environmental Forecasting
Summary ¢ Key Ideas and Concepts for Review
For Discussion e Exercises/Action Steps » Internet Research

International Case The Road Ahead for Shanghai Volkswagen

114

115
118
119
120

121
122

124

129

132
133

134
135

136

138
139
140



References

CHAPTER 6 Decision Maklng

The Importance and Limitations of Rational Dedsnon Making

Rationality in Decision Making
Limited, or “Bounded,” Rationality - §
Development of Alternatives and the Limiting Factor

International Perspective The Decision to Speed up the Decision-making

%] Process at Granite Rock Co.
Evaluation of Alternatives
‘Quantitative and Qualitative Factors
Marginal Analysis
Cost-Effectiveness Amlysxs

International Perspective Cost-Benefit Analysls in Managing Risks to

Health, Safety, and the Environment
Selecting an Alternative: Three Approaches
Experience
Experimentation
Research and Analysis

International Perspective Boemg s Dedision 10 Go Digital in

Developing the 777
Programmed and Nonprogrammed Decisions

International Perspective [BM'’s Louis Gerstner as Decision Maker

Decision Making under Certainty, Uncertainty, and Risk

International Perspective Was Disneyland Paris Built on the

Wrong Assumptions?
Creativity and Innovation
The Creative Process
Brainstorming
Limitations of Traditional Group Discussion
International Perspective How 3M Fosters Innovation
The Creative Manager -
Summary * Key Ideas and Concepts fur Review

For Discussion * Exercise/Action Steps ® « Internet Research

International Case Coke's European Scare
References

PART 2 CLOSING Global Planning
Planning Practices in Japan, the United States, and China
Planning in Japan
Planning in the United States
Planning in China
Decision Making in Japan
Decision Making in the United States
Decision Making in China

International Focus A TOWS Analysis of the Competitive Advantages

and Disadvantages of Germany

141

143
144

145

146

149

152

153

155

160
161
161
163

165
165

168



Contents

The TOWS Matrix for the Analysis of Germany .
Germany's Internal Environment: Iis Strengths and Weaknesses
External Opportunities and Threats ke ¥
Four Sets of Strategies for Germany '
Selecting a Set of Strategies \
Global Car Industry Case The Daimler-Chrysler Merger:
A New World Order? 173
Background o
Daimler + Chrysler = New Car Company
Jiirgen Schrempp: A Shake-up Artist?
Strategy Implementation: The Achilles’ Heel of the Merger?

References 179

PART3 Organizing - o s, S s 183
i CHAPTER 7 The Nature of Organizing, Entrepreneuring,

and Reengineering 185

Formal and Informal Organization ¢ 187

Formal Organization
Informal Organization
Organizational Division; The Department " 188
Organizational Levels and the Span of Management 189
Problems with Organizational Levels
The Operational Management Position: A Situational Approach
Factors Determining an Effective Span
Need for Balance
An Organizational Environment for Entrepreneuring and Intrapreneuring 192
The Intrapreneur and the Entrepreneur
Creating an Environment for Entrepreneurship
International Perspective What Is in Your Future?
Innovation and Entrepreneurship
International Perspective Post-it Note Pads

Reengineering the Organization 196
Key Aspects of Reengineering
The Structure and Process of Organizing 199
The Logic of Organizing
Some Misconceptions
Basic Questions for Effective Organizing 201
Summary * Key Ideas and Concepts for Review 201
For Discussion e Exercises/Action Steps o Internet Research . 202
International Case Reengineering the Business Process at :
Procter & Gamble 8 203
References 204

CHAPTER 8  Organization Structure: Departmentation 206
Departmentation by Enterprise Function 207



Contents

Departmentation by Territory or Geography
Departmentation by Customer Group
Departmentation by Product
Matrix Orgamzanon

Guidelines for Making Matrix Managemcm Effective
Strategic Business Units

Potential Problems with Strategic Business Units
Organization Structures for the Global Environment

International Perspective = Organizational Challenges for VIAG Interkom
The Virtual Organization
The Boundaryless Organization :
Choosing the Pattern of Departmentation

The Aim: Achieving Objectives

Mixing Types of Departmentation
Summary » Key Ideas and Concepts for Review

 For Discussion » Exercises/Action Steps » Internet Research

International Case The Restructuring of Daimler-Benz
Relerences

CHAPTER 9 Line/Staff Authority, Empowerment, and
Decentralization
Authority and Power
Empowerment

International Perspective Empowerment at the Ritz-Carlton Hotel
Line/Staff Concepts and Functional Authority

International Perspective Line or Staff? What Is Your Career Goal?
Decentralization of Authority .

The Nature of Decentralization

Different Kinds of Centralization

Decentralization as a Philosophy-and Policy
Delegation of Authority
The Art of Delegation

Personal Attitudes toward Delegation

Overcoming Weak Delegation
Recentralization of Authority and Balance as the Key to Decentralization
Summary ¢ Key Ideas and Concepts for Review
For Discussion » Exercises/Action Steps ¢ Internet Research
International Case Ford’s European Organization Changes Strategy
References

CHAPTER 10 Effemve Organizing and Organlzatlon
Culture
Avoiding Mistakes in Organizing by Planning

Planning for the Ideal
Modification for the Human Factor

209
210
211
213

214

216

217
218
218

219
220
221
223

224
225
226

228

229

230
231

234
235
235
236
238

239
240



Contents

Advantages of Organization Hannmg {
Avoiding Organizational Inflexibility 241
Avoiding Inflexibility through Reorganization
The Need for Readjustment and Change
Making Staff Work Effective 243
Understanding Authority Relationships
Making Line Listen to Staff
Keeping Staff Informed
Requiring Complete Staff Work
Making Staff Work as a Way of Organuauonal Life
Avoiding Conflict by Clarification 245
‘ Organization Charts
Position Descriptions
Ensuring Understanding of Organizing 248
Teaching the Nature of Organizing . ;
Recognizing the Importance of Informal Orgamzanon and the Grapevine
Promoung an Appropriate Orgamzanon Culture 249
International Perspective How to Create a Value-based Organization
Culture
Defining Organization Culture
International Perspective Corporate Structure and Culture at Acer in
Taiwan and around the World
The Influence of the Leader on Organization Culture

Summary ¢ Key Ideas and Concepts for Review 254

For Discussion * Exercise/Action Steps * Internet Research 255

International Case  Restructuring at Korea’s Daewoo 255

References 257

PART 3 CLOSING Global Organizing 258

Organizing Practices in Japan, the United States, and China 258
Organizing in Japan

Organizing in the United States
Organizing in China
International Focus Organizing for Quality Service in Europe, North
America, and Japan 260
Overall Findings
Customer Satisfaction
Organizing for Service Excellence

Implications of the Survey
Global Car lndustry Case How the chus Was Born—and Continued
Its Success in the United States 262
References £ 263
PART 4 Staffing 265

CHAPTER 11 Human Resource Management and Selection 267
Definition of Staffing 268



-Contents

The Systems Approach to Human Resource Management:
An Overview of the Staffing Function
Factors Alfecting the Number and Kinds of Managers Required
Determination of Available Managerial Resources: The Management Inventory
International Perspective Brain Drzin at BMW ¥
Analysis of the Need for Managers: External and Internal Information Sources
Other [mportant Aspects in the Systems Approach 1o Staffing
Situational Factors Affecting Staffing .
International Perspective  Why Leave a "Dream Job” at Microsoft?
The External Environment
The Internal Environment
International Perspective Managing Human Resources at Wal-Mart
Selection: Matching the Person with the Job
The Systems Approach to Selection: An Overview
Position Requirements and Job Design
Identifying Job Requirementis
Job Design -~
Skills and Personal Characteristics Needed in Managers
Analytical and Problem-solving Abilities
Personal Characteristics Needed in Managers
Matching Qualifications with Position Requirements
Recruitment of Managers
Selection, Placement, and Promotion
The Peter Principle
Selection Process, Techniques, and Instruments
“The Selection Process
Interviews
Tests
Assessment Centers
Limitations of the Selection Process
Orienting and Socializing New Employees
International Perspective Creating an Environment that People Enjoy
Summary » Key Ideas and Concepts for Review
For Discussion « Exercises/Action Steps * Internet Research
International Case Trials and Challenges for Mr. Barrett at Intel
References

CHAPTER 12 Performance Appraisal and Career Strategy
Choosing Appraisal Criteria

Performance in Accomplishing Goals

Performance as Managers
Appraising Managers against Verifiable Objectives

The Appraisal Process

Different Views on Appraisal Issues

Three Kinds of Reviews

gths of Appraisal against Verifiable Objectives

Weaknesses of Appraisal against Verifiable Objectives

269

274

281
281
283

285

287

289

294

295
297
298
298

300
301

302



Contents

Appraising Managers as Managers: A Suggested Program 308
Advantages of the Program
Weaknesses of the Program
" A 'Team Evaluation Approach 310
Rewards and Stress of Managing 311
Rewards of Managing: General Aspects
" Pay lor Performance
International Perspective Pay for Peformance at Lincoln Electric
Stregs in Managing ’
Fitting the Needs of the Individual to the Demands of the Job
Formulating the Career Strategy 314
1. Preparation of a Personal Profile g )
2. Development of Long-Range Personal and Professional Goals
3. Analysis of the Environment: Threats and Opportunities
International Perspective Scanning for Opportunities .
4. Analysis of Personal Strengths and Weaknesses
5. Development of Strategic Career Altematives
6. Consistency Testing and Strategic Choices
7. Development of Short-Range Career Objectives and Action Plans
8. Development of Contingency Plans
9. Implementation of the Career Plan
10. Monitoring Progress
. International Perspective Career Planning in the New Economy
Strategy for Dual-Career Couples

Summary * Key Ideas and Concepts for Review . 320
For Discussion ¢ Exercises/Action Steps * Internet Research 321
International Case Foresite Incorporated 322
References 325

C‘HAPTER 13 Managing Change through Manager and

Organization Development 326
Manager Development Process and Training 327
Present Job
Next Job
Future Needs

International Perspective Managing Human Resources at
PriceWaterhouseCoopers in China
Approaches to Manager Development: On-the-Job Training 330
Planned Progression :
Job Rotation
Creation ol “Assistant-to” Positions
Temporary Promotions
Committees and Junior Boards
Coaching
Approaches to Manager Development: Internal and External Training 333
Conference Programs ’
University Management Programs
International Perspective How 1o Get into the Business School of Your Choice



PART 5

- Readings, Teleyision, Video Instruction, and Online Education
International Perspective Management Development at China Resources
Business Simulation and Experiential Exercises
E-Training '

Special Training Programs
Evaluation and Relevance of Training Programs
International Perspective Making Management Education Relevant
Managing Change
Changes that Affect Manager and Organization Development
Techniques for Initiating Change
Resistance to Change
Organizational Conflict
Sources of Conflict -
Managing Conflict
Organization Development
The Organization Development Process
International Perspective Successful Teamwork
The Leamning Organization
Summary * Key Ideas and Concepts for Review
For Discussion » Exercises/Action Steps * Internet Research

_ International Case  Jack Welch Leading Organizational Change at GE

References

PART 4 CLOSING Global Staffing

Staffing Practices in Japan, the United States, and China
Staffing in Japan
Staffing in the United States
Staffing in China

International Focus Training and Development for the Global Market:

The German/European Model
Internal and External Training Combined: The Apprenticeship System
The Vocational Academy

The New European Manager
Business Schools in Europe

Global Car Industry Case Meet the CEOs of Car Makers
Honda’s CEOs: Soichiro Honda, Nobuhiko Kawamoto, and Hiroyuki Yoshino
Daimler-Benz’s CEOs: Edzard Reuter and Jiirgen Schrempp

References

-Leading

CHAPTER 14 Human Factors and Motivation

Human Factors in Managing
Multiplicity of Roles
No Average Person
The Importance of Personal Dignity
Consideratinr of the Whole Person

337

337

340

342

344
345
346
346
348
350
350

353

357

360

363
365

366



International Perspective Disillusioned Middle Managers
Motivation e
) International Perspective Self-motivation
An Early Behavioral Model: McGregor's Theory X and Theory Y
Theory X Assumptions
Theory Y Assumptions
Clarification of the Theories
Maslow’s Hierarchy of Needs Theory
The Needs Hierarchy
Questioning the Needs Hierarchy
Alderfer's ERG Theory
Herzberg's Motivation-Hygiene Theory
The Expectancy Theory of Motivation
The Vroom Theory and Practice
The Porter and Lawler Motivation Model
Implications for Practice
Equity Theory
Goal Setting Theory of Motivation
Skinner’s Reinforcement Theory ./
McClelland’s Needs Theory of Motivation
Need for Power
Need for Affiliation
Need for Achievement
How McClelland's Approach Applies to Managers
Special Motivational Techniques
Money
International Perspective The Other Side of the Coin
Other Rewards Considerations
Participation
Quality of Working Life ]
International Perspective QWL in Action
Job Enrichment
Limitations of Job Enrichment
Making Job Enrichment Effective
A Systems and Contingency Approach to Motivation
Summary ¢ Key Ideas and Concepts for Review g
For Discussion » Exercises/Action Steps ¢ Internet Research
International Case Managing the Hewlett-Packard Way:
Wiil 1t Continue?
References

CHAPTER 15 Leadership
Defining Leadership
International Perspective Leadership ar Southwest Airlines
ornts of Leadership

International Perspective  Canon's Fumio Mitarair Not the Typigal

Contents

368

369

371

s
373
375

377
379
380
380

382

386

389
389
390

391
392

355
396

398



Trait Approaches to Leadership
Charismatic Leadership Approach
Leadership Behavior and Styles
Styles Based on Use of Authority
Do Women Lead Differently?
International Perspective The Body Shop International
The Managerial Grid
Leadership as a Continuum
Internationa) Perspective Leadership at Italian ITALTEL
Situational, or Contingency, Approachcs to Leadership
Fiedler's Contingency Approach to Leadership i
The Path—Goal Approach 1q Leadership Effectiveness
Transactional and 'nansformanonal Leadership
International Perspective Leadership at the Chinese Haier Gmup
Summary * Key Ideas and Concepts for Review '
For Discussion  Exercises/Action Steps * Internet Research
International Case Profiles of Two Visionaries: Bill Gates and Steve Jobs
Bill versus Steve: The Early Years
Microsoft and Apple at the Turn of the Century: An Industry Giant and a
Revitalized Leader
References

CHAPTER 16 Committees, Teams, and Group Decision
Making
The Nature of Committees and Groups
Group Processes in Committees
.. Functions and Formality of Committees and Groups
International Pcrspettiv{ Corporate Governance
Reasons for Using Committees and Groups
Group Deliberation and Judgment
Fear of Too Much Authority in a Single Person
Representation of Interested Groups
Coordination of Departments, Plans, and Policies
Transmission and Sharing of Information .
Consolidation of Authority
Motivation through Participation
Disadvantages and Misuse of Committees
tive  What People Say about Committees
ommittees and Groups

International Perspe
Successful Operation of ¢
Authority

Sizer
Mui ship
Subject Matter

Chairpersor

401
401

408

415

416
417
418

420

423
424

426

429

429



Contents

Characteristics of Groups
International Perspective—Pressure toward Canformity: How Would
You Respond? E
A Spedial Kind of Group: The Focus Group
Functions and Advantages ol Groups
Teams
Team Building
Self-managing Teams
Virtual Teams
Conflict in Committees, Groups, and Teams
Summary * Key Ideas and Concepts for Review
For Discussion * Exercises/Action Steps ¢ Internet Research
International Case To Merge or Not to Merge: That Is the Question
for HP, Compaq, and CEQ Fiorina .
References

CHAPTER 17 Communication
The Purpose of Communication
The Communication Process
Sender of the Message
Use of a Channel to Transmit the Message
Receiver of the Message
International Perspective Cross-Cultural Barriers
Noise Hindering Communication
Feedback in Communication
Situational and Organizational Factors in Communication
Communication in the Organization
International Perspective Management by Walking Around
The Manager's Need to Know ‘
Communication Flow in the Organization
International Perspective Lack of Upward Communication Can Be Disastrous
Written, Oral, and Nonverbal Communication
Communication Methods
Barriers and Breakdowns in Communication
Lack of Planning
Undarified Assumptions
Semantic Distortion
Poorly Expressed Messages
Communication Barriers in the International Environment
International Perspective Country Differences in Explicit and
Implicit Communicatiori
Loss by Transmission and Poor Retention
Poor Listening and Premature Evaluation
Impersonal Communication
Distrust, Threat, and Fear
Insufficient Period for Adjusiment to Change

informatina Overload

a Barmers

435

436
436
438
439
442

443
443

447

453



Z-

Contents

PART 6

Y

Toward Effective Communication -y 458

Guidelines for Improving Communication

Listening: A Key to Understanding

Tips for Improving Written Communication

Tips for Improving Oral Communication

International Perspective Learning from Newscasters
Electronic Media in Communication 462

Telecommunication .

Teleconferencing

The Use of Computers for Information Handling and Networking )
Summary ¢ Key Ideas and Concepts for Review - 465
For Discussion * Exercises/Action Steps © Internet Research 466
International Case Could the Cha]lenggr Accident Have Been Avoided? 467

+ References ] 468

PART 5 CLOSING Global Leading : 469
Leading Practices in Japan, the United States, and China 469

Leading in Japan

" Leading in the United States

Leading in China i

International Focus Leading in Different Cultures 471

Culture and Managerial Behavior
Understanding the Business Cultfre in Japan
Global Car Industry Case [Leadership at Ford: Wlth Bill Ford in the

Driver Seat, Which Way Will He Drive? . 474
‘References 475
Controlling : 477
‘CHAPTER 18 The System and Pracess of Controlling 479
The Basic Control Process e i 480
Establishment of Standards -
Measurement of Performance
Correction of Deviations
International Perspective Special Considerations in Controlling
- International Companies
Critical Control Points, Standards, and Benchmarking T o482
Types of Critical Point Standards X e
Benchmarking
Control as a Feedback System 486
International Perspective Examples of Feedback Systems
Real-Time Information and Control 487
Feedforward Control \ 488
Feedforward in Human Systems .
Feedforward versus Feedback Systems
Feedforward in Management

Requirements for Feedforward Control



N

Control of Overall Performance

International Perspective Planning and Controlling at Grupo Modelo

Profit and Loss Control
The Nature and Purpose of Profit and Loss Control
Limitations of Profit and Loss Control
Control through Return on Investment
Management Audits and Accounting Firms
Bureaucratic and Clan Control L
Requirements for Effective Controls
Tailoring Controls to Plans and Positions
Tailoring Controls to Individual Managers
Designing Controls to Point up Exceptions at Critlcal Poin
Seeking Objectivity of Controls )
Ensuring Flexibility of Controls
Fitting the Control System to the Organizational CultuE'
Achieving Economy of ‘Controls
Establisling Controls that Lead to Corrective Action
Summar;/ ¢ Key Ideas and Concepts for Review
For Discussion ¢ Exercises/Action Steps ® Internet Research
lntematlpml Case Wal-Mart in America and around the Globe
The Background : '
Planning: From Small Towns to a Global Strategy
Simple Organization Structure: Centralized and Decentralized
Human Resource Management: People, the Most Important Assets
Leadership by Example: Simple Frugality Communicated Effectively

Controlling a Large Organization: Sharing Information and Technologies with

Suppliers
Global Challenges for the Future
References y

~

CHAPTER 19 Control Techniques and Information
Technology
The Budget as a Control Device

The Concept of Budgeting

Dangers in Budgeting

Zero-Base Budgeting
Traditional Nonbudgetary Control Devices
Time-Event Network Analyses

Gantt Charts

Milestone Budgeting

International Perspective Planning and Control in Engineering

Program Evaluation and Review Technique (PERT)
Information Technology

Expansion of Basic Data

Information Indigestion and Intelligence Services
The Use of Computers in Handling Information

The Impact of Computers on Managers at Different Organizational Levels

492
493

494\

495 °
495
496

498
500
500

506
507

508
509

514

516



The Application and Impacts of Microcomputers
Opportunities and Challenges Created by Information Technology
Resistance to Computer Use
Speech Recognition Devices
Telecommuting
Computer Networks
The Internet -
Other Types of Networks
Groupware
Information Sccunry =
The Digital Economy, E-Commerce, and M-Commerce
The Emerging Digital Economy
M-Commerce and Wireless Communications
International Perspective Mobile Phone Services
Summary * Key Ideas and Concepts for Review
' For Discussion ¢ Exercises/Action Steps * Internet Research
" International Case Information Technology at American Airlines

References

CHAPTER 20 Productivity, Operations Management, and

Total Quality Management

Productivity Problems and Measurement
Productivity Problems
Measurement of Productivity of Knowlcdge Workers ;

Production and Operations Management: Manufacturing and Service
International Perspective GE's Transformation from Products to Services

Quality Measurement in the Information Age

The Operations Management System

" Planning Operations
Operating the System
Controlling Operations with Emphasis on Information Systems
International Perspective How an Information System Fadilitates Operations

Tools and Techniques for Improving Productivity <
Inventory Planning and Control :
Just-in-Time hventory System
Qutsourcing
International Perspective Wil the Outsourcing Craze Last?
Operations Research :
Value Engineering
Work Simplificativn

Quality Circles SR

International Perspective Quality Circles in Japan

International Perspective Managing Quality for Success *

“Total Quality Management

Lean Manufacturing -

Computer-aided Techniques

International Perspective Merging the Producﬂon Systems of Daimler and
Chrysler: A Mission Possible?

518-

522

526
527
528
530

531
532

533

535
535

541 -



Contents

A
Supply Chain and Value Chain Managkment 550 -
Summary » Key Ideas and Concepts for Review -
For Discussion » Exercises/Action Steps ¢ Internet Research 552
International Case Lampert & Sons Company . 553
References ' . 554

PART 6 CLOSING Global Controlling and Global Challenges 555
Controlling Practices in Japan, the United States, and China 555
Controlling jn Japan
Controlling in the United States
Controlling in China
Conclusion: Managetial Practices in Different Countries

International Focus The Futute of Global Management 557
Global Car Industry Case Toyota’s Global Production Strategy 560
References 562

APPENDIX A Summary of Major Principles or Guides for

the Managerial Functions of Planning, Organizing, Staffing,

Leading,-and Controlling .' 563

Major Principles or Guides for Planning 563
The Purpose and Nature of Planning

The Structure of Plans
The Process of Planning
Major Principles or Guides for Organizing 564
The Purpose of Organizing
The Reason for Organizing
The Structure of Organization: Authority
The Structure of Organization: Departmentalized Activities
The Process of Organizing
Major Principles or Guides for Staffing 567
The Purpose of Staffing
The Process of Staffing
“Major Principles or Guides for Leading - 569
Major Principles or Guides for Controlling 569
The Purpose and Nature of Control
The Structure of Control
The Process of Control

APPENDIX B Management Excellence Survey 573

Indexes: Name and Subject 584



gy

For-many years, previous editions of this book have been bestsellers
globally. The Latin American editions have been bestsellers in the Spanish-
speaking world for more than a decade. This book has had an international
orientation long before it became fashionable to do so. The 11th edition
builds.on that tradition, but it adds much new information pertinent to
" the 21st century. It aims to prepare men and women for an exciting,
challenging, and rewarding managerial career.

As the title, Management: A Global Perspective, indicates, the book takes -
an international view of managing, Through our research, travels, and
teaching in many countries, we have learned from students, managers, as
well as professors and listened to their challenges. Conseqﬁcmly, these
people have responded by using this book, which has been translated into
16 languages. The international perspective appeals because people realize
that national barriers are crumbling and new alliances among companies
and peoples are being formed. In this edition, as in previous ones, the
authors draw from their business experiences and integrate theory with
practice. Beyond the discussion of managerial issues in the Americas,
attention is given to topics in the New Europe and especially in Asia, a
region that is often neglected in management textbooks. Our aim is to
prepare managers for the global challenges and to make our readers more
effective and efficient as persons as well as managers.

Who MII Benefit from This Book?

All persons who work in organizations will benefit from learning about
contemporary managing. They include students in colleges and
universities—who will one day join organizations—aspiring managers,
managers who want to become more-effective, and other professionals
who want to gnderstand' the organization in which they work. This book
is for people in all kinds of organizations, not just business firms; it is
relevant to nonbusiness organizations as well, such as governments, health-
care providers, educational institutions, and other not-for-profit enterprises.
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The managerial functions are essentially the"s:amc for first-line
supervisors, middle marmgers, and top executives. To be sure, there are
considerable variations in the environment, scope of authority, and types
of problems in the various positions, Yet all managers undertake the same
basic functions to obtain results by establishing an environment for effective
and efficient performance of individuals working together in groups.
Organization of the Book
As in previous editions, managerial knowledge is classified according to
the functions of planning, organizing, staffing, leading, and controlling. A
systems model, shown on the inside cover and used throughout the book,
integrates these functions-into a system; it also links the enterprise with
its environment. The suggested open systems view is even more important
now than in the past, as the external environment has become more
challenging tHrough internationalization and the use of the Internet.

Part 1 covers the basis of global management theory and practice; it
also introduces the systems model that serves as the framework of this
book. To provide the perspective of the book, Part 1 includes chapters on
management and its relations to the external environment, social
responsibility, and ethics. Moreover, to emphasize the international
orientation, it also includes a chapter on global, comparative, and quality
management. Parts 2 through 6 discuss the managerial functions of
planning, organizing, staffing, leading, and controlling. The relevant
principles, or guides, for each function are summarized in Appendix A at
the end of the book.

- The Asian perspective of managing is emphasized in each of the part’s
dosing section, which dedls exclusively with important international issues.
Specifically, the closings for parts 2 to 6 compare the managerial practices
in Japan, China, and the United States. Moreover, all six part closings
have an international focus section that gives special attention to important
issues such as China as a new economic power, or the competitive .

advantage of Germany, or the importance of quality service in Europe,
 the United States, and Japan. The car industry illustrates the interna-

tionalization of businesses. To exemplify the global competitiveness of

automobile companies, a global car industry case is presented in each ﬁart i
. closing.



Revision Work in This Edition

While material that was well received over the years has been retained,

‘much new information has been added. For example’,"this edition builds

on the strong ¢haracteristics of previous editions, such-gs breadth, depth,
the use of examples, and cases; at the same time, many modern ideas,
techniques, and features have been added, especially those providing an
Asian perspective of managing. g

In revising this book, we have responded to two major influences. One
is the valuable feedback from teachers, scholars, and students in the United
States and abroad who. have used past editions of this book at various
levels of academic and practical management education in a wide variety
of universities and enterprises. Another major influence to which we have
responded is the great volume of research, new ideas, and advanced
techniques, especially those being applied to management from the
behavioral, social, and physical sciences as well as information technology.
The emphasis is on managerial practice based on sound theory.

Although not all changes can be mentioned here, certain revision work
should be pointed out. All chapters have been updated. Despite the addition
of much new material, the number of chapters has been reduced to 20 in
this edition. < '

The impact of information technology on managerial practices is
examined briefly in Chapter 1 and in greater detail in Chapter 19. The
concern for the ecological environment is shown in Chapter 2, illustrated
by the disaster at the Bhopal plant in India and the “greening” of Toshiba.
In the same chapter, recent company scandals and corporaté governance
are considered with illustrations from companies such as WorldCom and
Enron. The global perspective has been taken throughout the book, but it
is emphasized in Chapter 3, which deals with global and comparative
management. [llustrations of managerial practices in France, Germany,
South Korea, and other countries are given. Regional trade blocs are also
described. Part 1 closing focuses on the emerging economy of China and
the European car industry.

Part 2 (chapters 4 to 6) presents the various aspects of planning. Chapter
5, for example, contains a case on the strategies for the very successful
Shanghai Volkswagen venture. The closing section highlights the issues
involved in the Daimler-Chrysler merger.
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The various issues of organizing are considered in Part 3 (chapters 7 to
10) focusing on topics such as the “boundaryless” organization as practiced
by General Electric and the issues faced by the Acer computer company in
Taiwan.

Staffing issues are examined in Part 4 (chapters 11 to 13) with the
identification of the “best companies to work for* as well as the “most
admired companies; based on research by Fortune magazine. Chapter 13

'shows the application of modern information technologies for e-training.

The managerial function of leading is discussed in Part S (chapters 14
to 17). The goal setting theory has been added, and the leadership of Zhang
Ruimin; the chief executive of Haier, a successful Chinese company, is
examined. Moreover, the leadership styles of Microsoft’s Bill Gates and
Apple’s Steve Jobs are compared. The difficult decision by Carletan Fiorina
of merging Hewlett-Packard and Compaq is highlighted in the case in
Chapter 16.

Part 6 (chapters 18 to 20), dealing with the managerial function of
controlling, now also covers bureaucratic and clan control. The updated
discussion of information technology contains topics such as the Internet,
groupware, information security, the emerging digital economy,
m-commerce, and wireless communications. The last chapter now includes
discussions of the merging of the production systems of Daimler and
Chrysler as well as General Electric’s transformation from a product to a
service orientation. Supply chain management and value chain
management have been added. The part closing focuses on the future of
global management.

Two appendixes have been added. The principles, or guides, for the
managerial functions of planning, organizing, staffing, leading, and
controlling are now gathered in Appendix A to allow students and
managers to readily check whether organizational problems can be traced
to the violation of managerial principles. Appendix B is even more specific,
identifying specific areas critical for the success of managers and
organizations. The Management Excellence Survey can be used for
managerial and organizational development. The purpose of both
appendixes is to facilitate the integration of theory with practice.

Learning Aids

To aid learning, each chapter is organized as follows. It begins with the
objectives that are to be accomplished after reading the chapter. The text in
the left margins gives an overview of the key points in the chapter. It also
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aids in reviewing key concepts. Included in the margins as well are Web
sites to refer readers to further information related to the organization or
" topic under discussion. The use of perspective inserts illustrates the concepts,
principles, and theories presented. Each chapter concludes with a summary
and a list of key ideas and concepts for review. To relate these ideas and concepts
to the “real” world, exercises and action steps are suggested. Readers are
encouraged to make use of the World Wide Web by conducting Internet
research. A case with questions ends each chapter. '

What makes this book different from many other management
textbooks is the addition of the closing section in each of the six parts.
Each of the closings contains an international focus discussion with a
challenging topic as well as a global car industry case. In addition, parts 2 to
6, dealing with the managerial functions, provide in the closing sections a
country comparison of the practice of those functions in Japan, the United
States, and China. These closings, together with the discussion of
international management issues throughout the book, give the book a

 truly global perspective of management theory and practice.
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