Ch 9
What is Competitor Intelligence?

Gathering information


Reverse engineering products

Name 3 of 5 Quantitative Forecasting Techniques


Time series analysis


Regression models


Econometric models


Economic indicators


Substitution effect

Name 2 of 3 Qualitative Forecasting Techniques


Jury of Opinion


Sales force composition


Customer evaluation

Name 3 ways to make forecasting more effective


Simple methods


Compare with “no change” forecast


Don’t assume turning points in trend can be accurately identified


Shorten time period


Remember forecasting is developed managerial skill

What is benchmarking


Search for best practices


Analyze & copy

Steps in benchmarking?


Form planning team


Collect data


Analyze data


Prepare & implement plan

Types of Resources?


Financial


Physical


Human


Intangible


Structural/Cultural

Tools used to allocate resources?

Budgets


Schedules


Gantt Charts


Load Charts


PERT  Charts


Breakeven Analysis


Linear Programming

Contemporary Planning Techniques?


Project Management


Scenario


Contingency Planning

Steps in Contingency Planning?


Identify potential unexpected events


Determine if any would have early indicators


Set up information gathering system to identify indicators


Have responses in place if events occur
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Name 3 of 6 Elements of Organizational Structure:

Work specialization


Departmentalization


Chain of command


Span of control


Centralization & decentralization


Formalization

Name 4 of 7 Purposes of Organizing:


Divides work into specific jobs & departments


Assigns tasks & responsibilities


Coordinates diverse Org. tasks


Clusters jobs into units


Establishes relationships


Establishes formal lines of authority


Allocates & deploys Org. resources

Name 3 of 5 ways t o Departmentalize:


Functional


Process


Product


Customer


Geographical

Definition & purpose of Chain of Command

Continuous line of authority


Clarifies who reports to whom

Define Unity of Command:


Concept that  person should only report to one boss

What is Span of Control?


Number of employees who can be effectively & efficiently supervised by 1 manager.

What is employee empowerment?


Giving employees authority to make some decisions

List 4 of 7 characteristics of Mechanistic Organization:


Rigid & tightly controlled structure


High specialization


Rigid departmentalization


Narrow spans of control


High formalization


Limited information network (downward only)


Low decision participation

List 4 of 7 characteristics of Organic Organization:


Highly flexible & adaptable structure


Non-standardized jobs


Fluid team-based structure


Little direct supervision


Minimal formal rules


Open communication network


Empowered employees

Name 3 of 4 variables influencing structural decisions:


Overall strategy


Size of Org


Technology used


Degree of environmental uncertainty

What are 3 focuses of Strategy Framework?

Innovation


Cost minimization


Imitation

Name 2 of 3 Traditional organizational designs


Simple structure


Functional structure


Divisional structure

Name 2 of 3 Contemporary Org. designs


Team structure


Matrix-Project structure


Boundaryless structure

What is a Learning Organization?  {Org that has developed capacity to continuously learn, adapt & change through practice of knowledge management by employees.
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Name 3 of 4 functions of communication:

Control


Motivation


Information


Emotional expression

Name 4 of 7 elements of Interpersonal Communication:


Message


Encoding


Channel


Decoding


Noise


Sender

Receiver

Purpose of feedback in communication?


Provides check on whether receiver understood message.  Uses same channels as message, so also prone to distortion.

Name 5 interpersonal communication channels:


Face-to-face


Phone


Group meetings


Formal presentations


Memos


Mail


Fax


Bulletin boards


eMail


etc

List 3 methods of Non-verbal communication:


Sounds


Images


Situational behaviors


Clothing & physical surroundings


Body language


Verbal intonation

List 4 barriers to interpersonal communication:


Filtering


Emotions


Information overload


Defensiveness


Language


National culture

Define filtering in Interpersonal communications:


Info condensed & synthesized & filtered through personal interests & perceptions of what is important by senders.

List 3 of 5 ways to overcome barriers to effective interpersonal communication:


Use feedback


Simplify language


Listen actively


Constrain emotions


Watch nonverbal cues

What are 4 of 8 components of active listening?

Don’t overtalk


Be empathetic


Make eye contact


Exhibit affirmative nods & expressions


Ask questions


Avoid distracting gestures


Paraphrase


Avoid interrupting speaker

What are 4 directions of communication flows?


Downward


Upward


Lateral


Diagonal

What are 3 types of communication networks?


Chain – chain of command


Wheel – group leader is hum


All-Channel – free flow among all members of team

What is the one type of informal organizational communication that cannot be eliminated?


Grapevine

What are the benefits of Information Technology?


Increased ability to monitor performance


Better decision making based on more complete info


More collaboration & sharing of info


Greater accessibility to coworkers

List 3 types of network systems:


Intranet


Extranet


WIFI capabilities

What are 3 components of the customer service delivery process?


The customer


The service organization


The service provider

Ch 12
List 4 of 7 High Performance work practices:

Self-managed teams


Decentralized decision making


Training programs


Flexible job assignments


Open communication


Performance-based compensation


Staffing based on person-job & person-org fit

What are core functions of HRM process?


Ensure that competent employees are identified & selected


Provide employees w/ knowledge & skills to do jobs


Ensure retention of competent & high-performing employees

What are environmental factors affecting HRM?


Labor Unions


Laws & Regulations

What are 3 steps in HR Planning?


Assessing current human resources


Assessing future needs


Developing a program to meet those future needs

What is job description?


Written statement of what job holder does, how it is done & why it is done

What is Job Specification?


Written statement of minimum qualifications needed to perform job successfully



Knowledge



Skills



Abilities

Define decruitment:


Process of reducing a surplus of employees

List 3 major sources of potential job candidates:


Internet


Employee referrals


Company web site


College recruiting


Professional recruiting orgs

List 4 decruitment options:


Firing


Layoffs


Attrition


Transfers


Reduced workweeks


Early retirements


Job sharing

What are 2 possible selection errors?


Reject errors of successful applicants


Accept errors of poor performers

Define validity of prediction:


Proven relationship between selection device & relevant criterion for successful performance

Define Reliability of prediction:


Degree of consistency with which selection device measures same thing

List 4 of 6 widely used selection devices:


Application forms


Written tests


Interviews


Background investigations


Physical examinations

What are 3 of 5 types of written tests?


Intelligence


Aptitude


Attitude


Ability


Interest

What type positions are Work Sampling performance simulation tests often used for?


Non-managerial

What type positions are Assessment Center performance simulation tests often used for?


Managerial

Name 3 “Can’t Ask” Interview Questions:


How old are you (or what is birthdate)


Marital status (or do you plan to have a family)


Native language


Ever been arrested?

Define Realistic Job Preview & when should it be used?


Process of relating both positive & negative aspects of job during interview

List 4 Traditional Training Methods:

OJT


Job rotation


Mentoring & coaching


Experimental exercises


Workbooks/manuals


Classroom lectures

Purpose of comp plan & benefits?


Attract & retain competent & talented individuals to help achieve mission & goals

Factors influencing level of compensation & benefits – Name 4 of 9:


Employee Tenure & Performance


Kind of job


Kind of business


Unionization


Labor or Capital Intensive job


Management Philosophy


Geographical location


Company profitability


Size of company

What is a Boundaryless Career?


Individual responsible for own career development & organizational loyalty

List 4 tips for successful career management:


Job selection – judicious


Do good work


Present right image


Learn power structure


Gain control of org resources


Stay visible


Don’t stay too long on 1st job


Find a mentor


Support your boss


Stay Mobile


Consider lateral career moves


Continue upgrading skills


Develop a network
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Name 3 external forces of change:

· Marketplace

· Governmental laws and regulations

· Technology

· Labor market

· Economic changes
Name 3 internal forces of change:

· Changes in organizational strategy

· Workforce changes

· New equipment

· Employee attitudes
Definition of Change Agent:

· Change Agents

· Persons who act as catalysts and assume the responsibility for managing the change process.

· Types of Change Agents

· Managers: internal entrepreneurs

· Nonmanagers: change specialists

· Outside consultants: change implementation experts

3 Categories of Change:

· Structural

· Changing an organization’s structural components or its structural design

· Technological

· Adopting new equipment, tools, or operating methods that displace old skills and require new ones

· Automation: replacing certain tasks done by people with machines

· Computerization

· People

· Changing attitudes, expectations, perceptions, and behaviors of the workforce

· Organizational development (OD)

· Techniques or programs to change people and the nature and quality of interpersonal work relationships.

Definition of Organizational Development:


· Techniques or programs to change people and the nature and quality of interpersonal work relationships.

Goal of Organizational Development Techniques:

· More effective interpersonal work relationships

3 Reasons people resist change:

· The ambiguity and uncertainty that change introduces

· The comfort of old habits

· A concern over personal loss of status, money, authority, friendships, and personal convenience

· The perception that change is incompatible with the goals and interest of the organization

4 Managerial Actions to Resist Resistance to Change:

· Education and communication

· Participation
· Facilitation and support
· Negotiation
· Manipulation and co-optation

· Selecting people who accept change
· Coercion
3 Conditions that facilitate cultural change:
· The occurrence of a dramatic crisis

· Leadership changing hands

· A young, flexible, and small organization

· A weak organizational culture

3 Strategies for Managing Cultural Change:

· Set the tone through management behavior; top managers, particularly, need to be positive role models.

· Create new stories, symbols, and rituals to replace those currently in use.

· Select, promote, and support employees who adopt the new values.

· Redesign socialization processes to align with the new values.

· To encourage acceptance of the new values, change the reward system.

· Replace unwritten norms with clearly specified expectations.

· Shake up current subcultures through job transfers, job rotation, and/or terminations.

· Work to get consensus through employee participation and creating a climate with a high level of trust.

Definition of Stress:

The adverse reaction people have to excessive pressure placed on them from extraordinary demands, constraints, or opportunities. 

4 Ways of Reducing Stress:

· Engage in proper employee selection

· Match employees’ KSA’s to jobs’ Tasks, Duties, and Responsibilities (TDR’s)

· Use realistic job interviews for reduce ambiguity

· Improve organizational communications

· Develop a performance planning program

· Use job redesign

· Provide a counseling program

· Offer time planning management assistance

· Sponsor wellness programs

Define Creativity:

· The ability to combine ideas in a unique way or to make an unusual association.

Define Innovation:

· Turning the outcomes of the creative process into useful products, services, or work methods.

4 Variables for Creating the “Right” Environment for Innovation:

· Adopt an organic structure

· Make available plentiful resources

· Engage in frequent interunit communication

· Minimize extreme time pressures on creative activities

· Provide explicit support for creativity

· Accept ambiguity

· Tolerate the impractical

· Have low external controls

· Tolerate risk taking

· Tolerate conflict

· Focus on ends rather than means

· Develop an open-system focus

· Provide positive feedback

