
Explain management functions 
Management functions relate to what managers do. They are: Planning, organizing, leading, controlling. 

• Planning is the dynamic process of making decisions today about future actions.  
• Organizing is the process of creating a structure od relationship among people that will be enable those people to carry out 

management’s plans and meet their objectives.  
• Leading (=directing, influencing) involves motivationg others to perform the tasks necessary to achieve the organization’s objectives. 

Controlling is the process by which a person/group/ogranization consiously monitors performance and takes corrective action. 
 
Explain management skills 
There are technical, interpersonal, conceptual and communication skill. 
 
Explain management roles 
A management roles are organized set of behaviours. They relate to how managers perform their job. There are: 

• interpersonal (figurehead, leadership, liaison) 
• informational (monitor, disseminator, spokesperson) 
• decisional (entrepreneurial, disturbance-handler,resource-allocator,negotiator) roles 

 
Explain why the first half of this century is described as a period of diversity and list the approaches 
that belong to this period 
 The first half of this century is described as a period of diversity because of many new approaches to management. 
 Traditional (classical) approach - Bureaucratic (M. Weber), Scientific (F. W. Taylor), Administrative (H. Fayol) 

• Bureaucratic - characteristics: Rules and regulations (formal guidelines that define and control), impersonailty (all employees are 
protected from the personal whims of managers), division of labour (specialization and expertise), hierarchical structure, life-long 
career commitment, authority structure (the right to make decisions of varying importance at different levels), rationality (using 
efficient means). 

• Scientific - there is one best way to do anything, analyzing worker’s performance, functional formanship, money motivates workers 
• Administrative - principles: division of labour, authority, discipline, unity of command, unity of direction, subordination of individual 

interest to the common good, remuneration, centralization, scalar chain, order, equity, stability and tenure of staff, iniciative and 
esprit de corps (team spirit). 

 Behavioural (neoclassical) approach - Human Relations (E. Mayo), Behavioural Science 
• Human relations - Hawthorne studies - There are strong informal groups in the organizations, Noneconomic factors affect employee’s 

behaviour at work. 
• Behavioural Science - A. Maslow, D. McGregor (Theory X/Y). It stresses the importance of group dynamics and the manager’s 

leadership style, workers are basically motivated by social needs and they respond to managers who can help them satisfy their 
needs. 

 
List and describe integration approaches: the contingency approach 
Contingency approach - it’s based on the notion that there are no universal prescriptions in management. It sees the key to good 

management as the ability to percieve the significant or limiting factors in a situation. The succesful manager uses this perception to 
apply the optimal principle or technique. Simply, the contingency approach to management expresses the idea that no way of managing 
is the best for all situations. This approach uses principles in this way: If X, then Y, but only under conditions identified as Z. 

 
What is Theory Z? 
It’s consensus-style decision making common in Japanese firms. It was developed by UCLA business professor William G. Ouchi, who 

proposed that U.S. organizations would benefit from adopting many of the characteristics of Japanese leadership, particularly their focus 
on employee involvement in every phase of corporate life. This approach would provide long-term employment and a sharing of 
responsibility for making decisions and implementing them. Employees would be provided with varied and nonspecialized experiences to 
broaden their promotion potential, and evaluations and promotions would be relatively infrequent. Under this system, employment is a 
lifetime guarantee. No-one is ever dismissed or laid-off, each worker participates in decision making, and tasks are rotated to avoid 
boredom, extreme specialization and rigidity. An estimated 35 percent of Japan’s work force is under lifetime employment, primarily in 
large companies and government bureaus. Ouchi argues that the adoption of Theory Z characteristics by U.S. firms would result in 
productivity increases and improve worker satisfaction.  

 
Describe Japanese-style management practices 
Japan’s productive capability was almost completely destroyed by the End of World War II. Yet in less than 40 years, the Japanese had turned 

themselves into the dominant manufacturing power in the world. They introduced a comprehensive management system developed on 
the very beginning by an American consultant named W. E. Deming and the improved by Japanese in order to fit Japanese conditions. 
Typical features of Japanese-style management are Life-time employment, Seniority system, Ringi system, Company Wide Quality 
Control (Total Quality Management), Automatization, Just-in-time system (Kanban), Theory Z, miryokuteki hindshitsu (making products 
that are more than reliable, that fascinate, bewitch and delight). 

 
Describe the steps in the decision-making process 
1. Formulating a problem - problem is a gap between an existing and a desired state of affairs 
2. Identifying decision criteria - criteria that define what is relevant in a decision 
3. Allocating weights to the criteria - the criteria are not all equally important, so it’s necessary to weight them in order to give them the 

correct priority in the decision 
4. Developing alternatives - creting a list of the variable alternatives that could suceed in resolving the problem 
5. Analyzing alternatives - the strengths and weaknesses of each alternative become evident as they are compared with the criteria and 

weights established in previous steps 



6. Selecting an alternative - it’s the critical act of choosing the best alternative from among those evaluated 
7. Implementing the alternative - putting the decision into action, conveying the decision to those affected and getting their commitment 

to it 
8. Evaluating decision effectiveness - it appraises the result of the decision to see whether it has corrected the problem. 
 
Describe advantages and disadvantages of group decision making and techniques for improving 
group decision making 
Advantages of Group Decision-Making: It provides more complete information - A group will bring a diversity of experience and 

perspectives to the decision process that an individual, acting alone cannot. It generates more alternatives - Group can identify more 
alternatives than individual, mainly when group members represent different specialities. It increases acceptance of a solution - If the 
people who will be affected by a certain solution and who will help implement it get to participate in the decision making itself, and they 
will be more likely to acceptthe decision and to encourage others toaccept it. It increases legitimacy - The Grup Decision-Making process 
is consistent with democratic ideals and therefore may be percieved as more legitimate than decision made by a single person. 

Disadvantages of Group Decision-Making: Time consuming - It takes a lot of time to assemble a group. Minority domination - Because of 
fact, that members of group are nver perfectly equal, they may differ in terms of rank in the organization, experience, knowledge about 
the problem, influence with other members, verbal skills, more memebers to use their advantages to dominate others in the group. 
Pressures to conform - There are social pressures in groups. Ambigous responsibility - Group members share responsibility, but who is 
actually responsible for the final outcome? 

Brainstorming - encourages the free flow of ideas ithin a group, while suspending all critical judgements. Osborn developed 75 questions to 
use when brainstorming has to reslove a problem, there are four rules about brainstorming: Criticism is ruled out, Freewheeling (any, 
even wild ideas) is welcomed, Quantity is wanted, and Combination and improvement are welcomed. 

Nominal group technique - the nominal group restricts discussion during the decision-making process. Group members all physically 
present, as in a traditional committee meeting, but the members are required to operate independently. 

Delphi technique - it’s similar to the Nominal Group Technique except it does not require the physical prevence of the group members. 
 
List and describe quantitative techniques for decision making (payoff matrix, decision tree, 
implications of game theory, artificial intelligence and expert systems) 
Payoff-Matrix technique - This technique utilizes rows and columns of figures or symbols that identify the possible states of nature, 

probabilities, and outcomes (payoffs) associated with each strategy (alternative). A basic assumption is that managers are able to 
identify desired objectives and specify strategies (alternatives). Managers can apply the payoff-matrix model in making a variety of 
decisions. It includes four variables: strategies, states of nature, probablity that each state of nature will occur and outcome.  

Decision tree technique - This technique is useful to make innovative decisions. Innovative decisions are chices involving a combination of 
discovering and diagnosing unfamiliar probles and developing unique and creative alternative solutions. This technique idetifies 
relationships among present strategies, states of nature, and future strategies. This technique can be applied succesfully to complex 
problems having significant financial implications, such asmarketing and pricing problems, plant expansion, the introduction of new 
products, or purchase of another firm. The four basic variables in the decision-tree are: The skeleton of the decision tree, the 
probabilities of the various outcomes, the conditional values (or costs) associated with the outcomes, the expected values associated 
with the payoffs and costs. 

Implications of game theory - It is a technique for determining the strategy that is likely to produce maximum profits in a competitive 
situation. It allows the manager to test possible strategies, such as the introduction of a new product, a price increase, or the launching 
of a new advertising campain. His theory has been use extensively by military planners. It is used less frequently in business 
organizations due to the complexity of most business situations and the large number of competitors.  

Artificial intelligence - This technique is useful in making routine decisions. Artificial intelligence is the ability of properly programmed 
computer systems to perform functions normally associated with human intelligence, such as making judgements and learning 

Expert systems - It’s part of an artificial intelligence. It’s the artificial intelligence method that stores, retrieves, and manipulates date, 
diagnoses problems, and makes limited decisions based in detailed information about a specific problem. 

 
Explain what is entrepreneurship 
Entrepreneur is a person who takes financial and other risks to start a business entity.  
The management of a small business is unique, and so are the concepts and practices employed. To better understand this management 

setting, it is important to look at the mind-set of entrepreneur. Richard Cantillon, an 18th-century French economist, coined the term 
entrepreneur, and it has remained an important ingredient of both the economic and management literature. Entrepreneurs are profit 
seekers who willingly accept risks in order to reach their financial goals. They tend to be involved in every phase of the business and 
make most decisions, even relatively minor ones. This direct inolvement offers the important advantage of a close attention todetails 
and often fosters a sense of personal loyalty among subordinates.  

 
List and describe operational planning tools 
Operational planning is a coordination of the work standards and hte appropriate individuals to implement tactical plans. It’s the finel step 

in the planning hierarchy. Operational plans frequently are stated in terms of quotas, schedules, or standards. 
Scheduling - a listening activities, their order of accomplishment, who is to do each, and time to complement. 
The Gantt chart - it is a graph with time on the horizontal axis and the activities to be scheduling on the vertical axis. 
Load chart - a modified Gantt chart that schedules capacity by work stations. 
Both charts are helpful as long as the activities or projects being scheduled are few in number and independent of each other. 
Program evaluation and review technique (PERT) is a technique for scheduling complicated projects comprising many activities, 
some of which are interdependent.  They are three terms:  
• events - end points that represent the completion of major activities in a PERT network. 
• activities - the time or resources needed to progress from one event to another in a PERT network. 
• critical path - the longest of activities in a PERT network. 
PERT network. A flowchartlike diagram showing the sequence of activities needed to complete a project and the time or cost associated 
with each. Compute a time estimate for completing each activity. This is done with a weighted average that employs an optimistic time 



estimate (To), most-like estimate (Tm) of the rime the activity normally should take, a pesimistic estimate (Tp) that represents the time 
that an activity should také under the worst possible condition. The formula for calculating the expected time (Te) 
Te= (To +4Tm + Tp):6 
Critical path method (CPM) - is essentially similar with a part. CPM is used with projects in which the time required to complete tasks 
is known fairly precisely. 
Break-even analysis 
How many units of a product must an org. sell in order to break-even. A technique for identifying the point at which total revenue is just 
sufficient to cover total cost. 
Linear programming is a mathematical technique that solves resource allocation problems. How to maximize profit. 
Feasibility region - that is possible combination of a production of two products where the company can make a profit. 
Queuing theory 
Probability theory 
Marginal analysis 
Simulation 

 
Define organization structure 

The org. structure is a formal system of working relationship that separates and integrates tasks. It can be divided into seven elements: 
• Specialization - is a process of identifying specialized tasks 
• Standardization - involves developing the procedures an org., promotes predictable behaviors 
• Coordination - involves the formal and informal procedures 
• Authority - is the right to make decisions and také actions 
• Complexity - considers how much differentiation there is in an org. 
• Formalization - the degree to which an org. depends on rules and procedures to direct the behavior of employees. 
• Centralization - the concentration of decision-making authority in upper management. 
The org chart: is a diagram indicating the location of position, departments, and functions within the org. It describe five points about 
org structure: tasks, subdivisions, type of work, levels of management, lines of authority. 

 
Explain basic organization design concepts 

It is the construction or changing of an org. s structure. There are five basic principles: 
Division of labor 
• the classical view: it means that rather than an entire job being done by one individual.  
• Individuals specialize in doing part of an activity rather than the entire activity. Writers: Adam Smith, Taylor... 
• the contemporary view:There is the point at which the human diseconomies from division of labor exceed the economic advantages. 

By the 1960s, that point had been reached in a number of jobs. 
Unity of command 
• the classical view: means that a subordinate should have one and only one superior to whom he is directly responsible 
• the contemporary view: Unity of command concept was logical when org were comparatively simple. 
Authority and responsibility 
• the classical view: authority- the rights inherent in a managerial position to give orders and expect them to be obeyed. Classical 

writers recognized the importance of equating authority and responsibility. They also stated that responsibility can not be delegated. 
They supported an idea that the delegator was held responsible for the actions of his delegates. We know two responsibilities: 
operating and final 

• the contemporary view: Not only authority is necessary but also power. 
Span of control  
• the classical view: is a number of subordinates a manager can direct efficiently and effectively. Span of control determines the number 

of levels and managers in the org. 
• the contemporary view: in recent years there is a tendency toward designing flat structures with wide spans of control. 
Departmentalization  
• the classical view: Is that activities in the org should be specialized and grouped into departments. Methods: 

- functional departmentalization - is the way to group activities by functional performed 
- product departmentalization - grouping activities by product line 
- customer departmentalization - grouping activities on the basis of common customers 
- geographic departmentalization - grouping activities on the basis of territory 
- process departmentalization - grouping activities on the basis of product or costumer flow 

• the contemporary view: most large org. continue to use most or all of the departmental groups suggested by the classical author. 
 
Differenciate line and staff authority 

Line authority is the authority that entitles a manager to direct the work of a subordinate. Chains of command: CEO-president-vice 
president-region -district. Line emphasizes managers whose org. function contributes directly to the achievement of org. objectives. 
Every manager has line authority over his subordinates, but not every line manager is in a line function. Every manager as a head of 
line or staff department holds line authority to his direct subordinates. 
Staff authority - is authority that supports, assists, and advises holders of line authority. 

 
Contrast power and authority and identify five sources of power 

Authority - is a right, the legitimacy of which is based on the authority figure s position in the org. Authority is part of the larger 
concept of power. We know horizontal (the area in which authority applies) and vertical(the influence one holds the authority in the 
org.) authority.  
Power - refers to an individual s capacity to influence decisions. Power is three dimensional concept (horizontal, vertical, centrality). 
Five sources of power: 
• Coercive power - power depend on fear 



• Reward power - power based on the ability to distribute anything that others may value 
• Legitimate power - power based on one s position in the formal hierarchy 
• Expert power - power based on one s expertise, special skill, or knowledge 
• Referent power - power based on identification with a person who has desirable resources or personal traits 

 
Contrast mechanistic and organic organizations 
Organizing - key contingencies (factors that influence the decision what form of the structure is best suitable in certain conditions): To 

decide what form of a structure is best suitable in certain conditions we have to take into account such factors as following: 
• Organization’s strategy - structure should follow strategy 
• Size of an organization - large organizations (over 2,000 employees) tend to be more specialized, formalized, thus use mechanistic 

form of a structure 
• Technology used in the organization 
• Environment where the the organization will operate 

If the organization uses prospector strategy (that means looking for long-term targets and adaptibility), this organization must innovate to 
survive. In this case the organic form is suitable. In contrast, a defender strategy (that means looking to defend present state) seeks 
stability and efficiency. This can best be achieved with a mechanistic organization. 

Technology - every organization uses some form of technology to convert its inputs into outputs. According to famous writer J. Woodward, 
there are such relationships between used technology and the organization’s structure as following: 
Production Structural characteristics Most effective 
 Vertical differentiation Horizontal differentation Formalization  
Unit Production Low Low Low Organic 
Mass Production Moderate High High Mechanistic 
Process Production High Low Low Organic 

 Environment - To decide what form of structure should be used, we have to take into account such environmental factors as markets, 
competitors, stability of environment,.... In a stable environment mechanistic form can be used. But this form is no longer effective if 
there is no stability in an environment. Ogranic forms are best suitable in a dynamic and uncertain environments. 

 
Describe and explain mechanistic design options 
When contingency factors favor a mechanistic design, one of two options is most likely to be considered. These options are: 
Functional structure - its primary focus is on achieving the efficiences of division of labor by grouping like specialists together. So, the 

functional structure is a design that groups similar or related occupational specialities together. The divisional structure creates self-
contained, autonomus units that are usually organized along mechanistic lines. This form of a structure was introduced in 1920s by 
General Motors and DuPont. Each unit or division is generally autonomus, with a division manager responsible for performance and 
holding complete strategic and operating decision-making authority.  

Advantages of divisional structure: It focus on results - division managers have full responsibility for a product or service and it frees 
headquarters staff from being concerned with day-to-day operating details, so they can pay attention to long-term and strategic 
planning. 

Major disadvantage is duplication of activities and resources. 
 
List, describe and explain organic design options 
There are five options of an organic design. They are: 
Simple structure - an organization that is low in complexity and formalization but high in centralization. This structure is flat. Simple 

structure is suitable for small businesses where the manager and the owner are one and the same. 
Matrix structure - a structural design that assigns specialists from functional departments to work on one or more projects that are led by a 

project manager. This structure creates a dual chain of command, what explicitly breaks the classical principle of unity of command. 
Employees in the matrix organization have two bosses: their functional departmental manager and their project manager. 
• Advantage: It can make easier coordination of amultiple set of complex and interdependent projects while still retaining the 

economies from keeping functional specalists grouped together. 
• Disadvantages: It creates disorder and it tends to foster power struggles. This possiblity exists because of an existence of two bosses 

and the relationships between functional and project managers are not specified by rules and procedures, they must be negotiated, 
and this gives rise to power struggles. Deciding whether to implement the matrix requires managers to weigh these disadvantages 
against the advantages 

Network structure - is a small centralized organization that relies on other organizations to peform its basic business functions on a contract 
basic. 

Task force structure - a temporary structure created to accomplish a specific, well defined, complex task that requires the involvement of 
personnel from other organizational subunits. 

Committee structure - a structure that brings together a range of individuals from across functional lines to deal with problems. 
Committees may be of a temporary or permanent nature. A temporary committee is the same as the task force structure. 

 
Describe and explain job design options, job characteristics model and scheduling options 

An org have many tasks, which are divided into jobs. We know standardized and nonroutine jobs. Jobs design is an integral part of an 
org. structuralization.  
Job specialization - means make jobs in org. as simple as possible (Taylor, Smith). 
Job rotation - this allows workers to diversify their activities and avoid bored. Vertical and horizontal. 
Job enlargement - it is horizontal expansion of a job, an increase in job scope. 
Job enrichment - is a vertical expansion of a job by adding planning and evaluating responsibilities. 
Work teams - when job are design around groups rather than individuals. Integrated and autonomous work team. 
The job characteristic model offers such a framework. Five dimension: 
• Skill variaty: variaty of activities, a number of different skills and talents 
• Task identity: the degree to which a job requires completion of a whole piece of work 



• Task significance: the degree to which a job has a substantial impact on the lives or work of other people 
• Autonomy. The degree to which a job provides substantial freedom, independence and direction to an individual in scheduling 
• Feedback: the degree to which carrying out the work activities required by a job results. 
Scheduling options in a job design 
• Compressed workweek - comprised of four ten-hours day 
• Flexible work - are requires to work a number of hours a week 
• Job sharing - having two or more people split a forty-hour a week job 
• Contingent workers - temporary and part-time workers 
• Telecommuting - the linking workers at home with co-workers 

 
Describe the forces and goals of organizational behaviour 

Behavior - the observable actions of people. Org. behavior(OB)-the study of the actions of people at work. Individual b.: attitudes, 
personaliy, perception, learning and motivation. Group b. : norms, conformity, roles, and group dynamics. 
The goals of OB are explain and predict behavior.. OB is a descriptive field of study. OB seeks to replace intuition (good feelings and 
interpretations based on personal experience) with systematic study (study conducted in an objective and rigorous manner). 

 
Describe and explain the Individual Behaviour Model 

Attitudes are evaluative statements concerning objects, people, or events. Popular attitudes are: 
Job satisfaction and job involvement. Org. commitment: An employee s orientation toward the org. in terms of his or her loyalyty to 
identification with and involvement in the org. 
Personality - a combination of traits that classifies a person. They include locus of control, authoritarianism, Machiavellianism, risk 
propensity. 
Locus of control:  
• internal - these people believe that they control their destiny. 
• external - these people believe that they lives are controlled by outside forces. 
Authoritarianism refers to a believe that their should be status and power differencies among people in org. 
Machiavellianism: a measure of the degree to which people are pragmatic, maintain emotional distance and believe that ends justify 
means. 
Risk propensity: a measure of a person s willingness to take chances. 
Perception: The process of org. and interpreting sensory impressions in order to give meaning to the environment. 
Learning: Any relatively permanent change in behavior that occurs as a result of experience. 

Law of effect: the principle that behavior is a function 
of its consequences.  
Shaping: learning that occurs in graduated steps. 
Modeling: learning that occurs by observing and 
copying their behavior. 

The individual behavior model 
How to see the world (perception) influences their level of 
motivation, what they learn on the job. 
 
 
 
 
 
 

 
Explain why people join groups, describe the stages of group development 

Group - Two or more interacting and interdependent individuals who come together to achieve particular objectives. Formal group- 
define by the org. structure. Informal -natural formations. Command group- a group composed of subordinates who report directly to a 
given manager. Task group: a group of people who work together to complete a job task. Interest group: a group of people who 
affiliate to attain a specific objective with which each is concerned. Friendship group: a group that develops because members have one 
or more characteristics in common. 
Most people join a group out of needs for security, status, self-esteem, affiliation, power, and goal achievement. 
Stages of group development 
• Forming - the first stage in group development, characterized by much uncertainty. 
• Storming - the second stage of group development, characterized by intragroup conflict. 
• Norming - the third stage of group development, characterized by close relationship and cohesiveness. 
• Performing - the fourth stage in group development, when the group is fully functional 
• Adjourning - the final stage in group development for temporary groups, characterized by concern with wrapping up activities rather 

than task performance. An understanding of group behavior can be built: 
• Roles - a set of behavior patterns expected of someone occupying a given position in social unit. 
• Norms - acceptable standards shared by a group s members. 
• Status system - a prestige grading, position, or rank within a group. 
• Group cohesiveness - the degree to which members are attracted to one another and share the group s goals. 

367-380 
Explain why some groups are more succesful than others 

It includes variables such as the abilities of the group s members, the size of group, the level of confllict, and internal pressures on 
members to conform the group s norns. 



Work group do not exist in isolation. Every work 
group is influenced by external conditions 
imposed from outside it. A group s potential 
level of performance depends on a large extent 
on the resources that its members individually 
bring to the group. This would include member 
abilities and personality characteristic. They 
have a structure that shapes members behavior 
and makes it possible to explain. Every group begins with a potential defined by the groups constraints, resources and structure. 
Member must solve some tasks. We know complexity and interdependence tasks. Complex tasks are ones that tend to be novel or 
nonroutine. Simple tasks are routine and standardized. A group is characterized by poor communication, weak leadership, high level of 
conflict, doe not necessary mean that it will be low-performing. If the group s tasks are simple and require little interdependence among 
members, the group still may be effective. 

 
Explain early theories of motivation: hierarchy of needs theory, theory X and theory Y and 
motivation-hygiene theory 

Motivation is a process and crossfunctional. 
Maslow’s need hierarchy theory 
Motivation is a function of the operation of five needs, these needs are arranged hierarchically: 
Principles of Maslow s needs hierarchy: 
Prepotency principle (needs last till completely satisfied-self-actualization) 
Satisfaction - progressing 
Deprivation - activation 
 
 
 
 
 
 
Hierarchy of needs: 

 
 
Each higher-order need becomes active only when 
succedingly lower-level needs are fairly well satisfied. 
Managers should know the motivation level of their 
subordinates. Not all people are motivated by the same 
thing. 
 
 
 
 
 
 
 
 
 

 
 
Theory X and Y 
Douglas McGregor: -a basically negative view, label theory X 
-a basically positive view, labeled theory  
 Theory X 
• Employees inherently dislike work, and will attempt to avoid it. 
• They must be coerced, controlled, or threatened with punishment to achieve desired goals. 
• Employees will ignore responsibilities and seek formal direction whenever possible. 
• Most workers place security above all other factors associated with work and will display little ambition. 
Theory Y 
• Employees can view work as being as natural as rest or play. 
• Men and women will exercise self-direction and self-control if they are committed to the objectives. 
• The average person can learn to accept, even seek, responsibility. 
• The ability to make good decisions is widely dispersed throughout the population. 
McGregor himself held to the belief that assumptions of theory Y were more valid that theory X. 
Herzber s motivator-hygiene theory 
Basic assumption are: 

 
 
 

Factors connected with satisfaction he calls motivators, that is factors connected with job content. 
Factor connected with dissatisfaction  he calls hygiene factors, that is factors connected with job context. 
Job content can motivate employees, because they appeal to employee s high level needs for achievement and self-esteem.The best 
way to motivate employees is to build challenge and opportunities for achievement into their jobs. 



Explain contemporary theories of motivation: theree-needs theory, goal-setting theory, 
reinforcement theory, equity theory and expectancy theory 

Alder’s ERG theory (existence, relatedness, growth) 
It is very similar to the Maslow’s theory. These theory does not assume any hierarchy of needs. 
Research on ERG theory: -support for the three category approach 

 -some preposition do not have a large support. 
Goal setting theory 
If the people have not goals the can not accomplished anything. It is a first responsibility of any managers. 
Effective setting : concrete, specific, difficult but accepted by subordinates, there must be feedback. If the employee performs as you 
need - reward it.  
Equity (Adam’s) theory 
If a person perceives an inequity, a tension or drive will develop in the person s mind, and the person will be motivated to reduce or 
eliminate the tension and perceived inequity. There are two types of inequity: positive (lazy person is underpaid) and negative (good 
workers are underpaid). How person goes about reducing what is perceived as an inequity depends on whether he is paid on a piece-
rate basic(overpaid-quantity same or decrease and quality increase, underpaid- quantity increase and quality decrease) or straight 
salary basis(overpaid- quantity and quality increase, underpaid quantity and quality decrease) 
To create condition for positive equity behavior modification method can be used. Two methods: 
Types of reinforcement =to strengthen, encouragement 
• Positive r. desired behavior 
• Negative r. desired behavior 
• Extinction undesired behavior 
• punishment undesired behavior 
Schedule of positive reinforcement: 
• Fixed-interval s. 
• Variable-interval s. 
• Fixed-.ratio s. 
• Variable-ratio s. 
Expectancy theory 
An employees motivation increases when he values a particular outcome highly and when he feels a reasonable good chance of 
achieving the desired goal. This theory was formulated by Victor Vroom. Two conditions: 
• The value of the particular outcome must be high for the person. 
• The person must feel he has a reasonable good chance of accomplishing the task and obtaining the outcome.  

 
 
 

 
Explain the difference between managers and leaders 
Leadership is an ability to influence others. Leadership is a social influence (that is a main difference between managers and leaders). Here 

are some other distinctions between them: 
Managers - are appointed; they have legitimate power that allows them to reward and punish and their ability to influence is founded upon 

the formal authority inherent in their position 
Leaders - In contrast, leaders may either be appointed or emerge from within a group and they can influence others to perform beyond the 

actions dictated by formal authority. 
 
Summarize trait theories and behavioural theories 
Trait theories (1900-1940): This approach was focused on understanding of the leader’s characteristics such as: physical, intelligence, 

socio-emotional. Trait theories are history - not applicable today, because for example, tall person can as well as cannot be an effective 
leader. This is so regardless today’s new variation of traits such as charisma that is an individual ability to persuate, to give a vision, 
manage trust, and ability of selflimitation. This approach was looking for Who is the leader. The idea was that leaders were born not 
made. For example, such leaders as Martin Luther King, Joan of Arc, Adolph Hitler or Mahatma Ghandi had completely different personal 
characteristics. There is no specific characteristics that all leaders possess. 

Behavioral theories (1930-1970) are based on the assumption that An individual can be trained to become a leader. This approach 
focused on What the leaders do and how they do. There are two main theories: 

 The Ohio State Studies sought to identify independent dimensions of a leader behaviour. They are Initiating structure (the extent to 
which a leader defines and structures his/her role an those of subordinates to attain goals) and Consideration (the extent to which a 
person has job relationships characterized by mutual trust, respect for subordinates ideas, and regard for their feelings) 

 The University of Michigan Studies - their dimensions were Employee oriented and Production oriented. The researchers strongly 
favored leaders who were employee oriented. They explained this on managerial grid (graph with concern for people on axis y and 
concern for production on axis x). 

 
Describe contingency theories: Fiedler Model, Hersey-Blanchard Situational Theory, Path-Goal 
Theory, Vroom-Yetton Leader Participation Theory 
The Fiedler Model - this model is the first comprehensive contingency model for leadership. It was developed by F. Fiedler. The Fiedler 

model is the theory that effective groups depend on a proper going well together between a leader’s style of interacting with 
subordinates and the degree to which the situation gives control and influence to the leader. He developed an simple psychological test, 
which he called The least-preferred co-worker questionnaire. This questionnaire enables to mesure whether a person is task or 
relationship oriented.  

The Hersey-Blanchard Situational Theory - is a theory that focuses on Follower’s maturity (maturity - the ability and willingness of people 
to take responsibility for directing their own behaviour). Situational leadership uses the same two leadership dimensions that Fiedler 
identified: task and relationship behaviour. But they combined them into four specific leadership styles: 



telling (high task / low relationaship), selling (high task / high r.), participating (low task / high r.) and delegating (low / low r.) 
Path-Goal Theory - This is one of the most respected approaches to leadership today. Developed by R. House, this theory is a contingency 

model of leadership that extracts key elements from the Ohio State leadership research on initiating structure and consideration and the 
expectancy theory of motivation. It’s the theory that a leader’s behaviour is acceptable to subordinates insofar as they view its a source 
of their immediate or future satisfaction. The essence of the theory is that it is the leader’s job to assist his/her followers in reaching 
their goals and to provide the necessary direction and/or suppot to ensure that their goals are compatible with the overall objectives of 
the group or organization. The term “path-goal” is derived from the belief that effective leaders clarify the path to help their followers 
get from where they are to the achievement of their work goals and make this “trip” easier. 

Vroom-Yetton Leader Participation Theory - this is one of the more recent additions to the contingency approach. It is a leadership 
theory that provides a set of rules to determine the form and amount of participative decision making in different situation. The model 
assumes that any of five behaviours may be suitable in a given situation. So, if you as a leader use: 
• Autocratic I - you solve the problem or make a decision yourself, using information available to you at the time 
• Autocratic II - you obtain the necessary information from subordinates and then decide on the solution to the problem yourself 
• Consultative I - you share the problem with relevant subordinates individually, getting their ideas without bringing them together as a 

group 
• Consultative II - you share the problem with your subordinates as a group, collectively obtaining their ideas and suggestions 
• Group II - you share the problem with your subordiantes and together you generate an alternative as a group 

 
Identify the key characteristics of charismatic leaders 
The leadership theories discussed in this part have involved transactional leaders. They are leaders who guide or motivate their followers in 

the direction of established goals by clarifying role and task requirements. But there are another type of leaders in a society. They are 
transformational or charismatic leaders. They are leaders who inspire self-interests for the good of the organization and who are capable 
of having a deep and extraordinary effect on their followers. There are five main attributes that differentiate charismatic leaders from 
noncharismatic: 
• self-confidence - charismatic leaders have complete confindence in their judgement and ability 
• a vision - this is an idealised goal 
• strong convictious in that vision - they strongly believe in this vision 
• behave out of the ordinary - they try to be unconventional, as novel 
• percieved as a change agent - such a leader believes that the situation must be changed, and he/she is only right person to do so. 

 
What is communication? Describe the communication process, methods of communication and 
techniques for overcoming communication barriers 

Communication involves the transfer of meaning. Not 
only transfer is important, but also understanding. 
Therefore communication is transference and 
understanding of meaning. Another point of c. is good 
c., because if you talk to somebody and he do not 
understand you he can not agreement with you. 
Interpersonal c. is c. between two or more people in 
which the parties are treated as individuals rather than 
objects. 
The communication process. All start with message (a purpose to be conveyed). It pass between the senders and a receiver. The 
message is converted to the symbolic form - encoding. Pass by way of some medium - channel - to do receiver, who retranslates the 
message - decoding. 
Noise is disturbance that interfere with the transmission of the message. Noise include: illegible print, telephone static, inattention by 
the receiver... 
Four condition effect the encoded message: skills, knowledge, attitudes and the social culture system. Ones total communicative success 
also includes speaking, reading, listening, reasoning skills. 
The channel is the medium through which the message travels. Common channels are air for the spoken word, paper for the written 
word . A specific message: invitation to a party, organization message... 
The receiver is the individual to whom the message is directed. 
The feedback returns the message to the sender and provides the check on whether understanding has been achieved. 
Methods of communication are verbal (oral), written, nonverbal and electronic media 
Oral means talk to somebody (speeches, formal one-on-one and group discussion). The advantages are quick transmission and 
feedback. The disadvantage is a message has to passed through a number of people (the greater the potential for distortion. 
Written includes: memos, letters, organizational periodicals, bulletin boards that transmits written words and symbols. There is 
permanent, tangible and verifiable. The written communication is very clear, logical and well thought out. Its drawback is that it 
consumes a great deal more time. You do not know if the receiver means same as the sender. 
Nonverbal communication transmits without words. It involves body language (gestures, facial configurations and other movement on 
the body) and verbal intonation (how intonation can change the meaning).  
Electronic media: television, radio, computers, electronic mail, fax machine... 
Barriers to effective communications 
• Filtering is the deliberate manipulation of information to make it appear more favorable to the receiver. 
• Selective perception in several places - All depend on his/her needs, motivation, feedback, experience... 
• Emotions - How the receiver feels at the time of receipt of a message influences how he interprets it. You will interpret the same 

message differently. 
• Language - Words mean different things to the different people( age education cultural background). 
• Nonverbal cues - It depend on you speech and voice. 
Overcoming the Barriers 
• Use feedback - Many problems with understanding and inaccuracies. 



• Simplify language - managers should choose words and structure their messages in ways that will make them clear and 
understandable to the receiver. 

• Listen actively - Listening for full meaning without making premature judgments or interpretation 
 
Contrast active and passive listening 
 Active listening skills. Hearing is merely picking up sound vibrations. Listening is making sense of what we hear. Listening requires 

paying attention, interpreting, and remembering sound stimuli. 
 Active vs. Passive Listening 
 Effective listening is active rather passive. In passive listening you are much like a tape recorder. You absorb the information given. But 

active listening requires you to get inside the speaker so that you can understand that communication from his or her point of view. 
There are 4 requirements for active listening: intensity, empathy, acceptance, and a willingness to take responsibility for completeness. 

 The active listener concentrates intensely on what the speaker is saying and tunes out the thousands of miscellaneous thoughts that 
create distractions. 

 Empathy requires you to put yourself in the shoes of speaker. You try to understand what the speaker wants to communicate rather 
than you want to understand. 

 An active listener demonstrates acceptance. He or she listens objectively without judging content. 
 The final ingredient of active listening is taking responsibility for completeness. The listener does whatever is necessary to get the full 

intended meaning form the speaker s communication. Two techniques: listening for feeling as well as for content and asking questions 
to ensure understanding.  

 Developing Effective Active Listening Skills 
• Make eye contact 
• Exhibit affirmative nods and appropriate facial expressions - The effective listener shows interest in what is being said. 
• Avoid distracting actions or gestures - When listening, do not look at your watch, shuffle papers, play with your pencil.... 
• Ask questions 
• Paraphrase - Paraphrasing means restating in your own words what the speaker has said. You must listening carefully and control for 

accuracy 
• Avoid interrupting the speaker - Let the speaker complete his or her thought before you try to respond. 
• Do not overtalk - Most of would rather speak our own ideas then listen to what someone else says. 
• Make smooth transitions between the roles of speaker and listener - From a listening perspective this means concentrating on what a 

speaker has to say and practicing not thinking about what you are going to say as soon as you get your chance. 
 
List and describe the behaviours related to providing effective feedback 
 Feedback Skills 
 Positive vs. Negative feedback 
 Positive feedback is more readily and accurately perceived than negative one. Positive feedback is always accepted, negative one meets 

resistance. People want to hear good news and block out the bad. Positive feedback fits what most people wish to hear.  
 Negative feedback is supported by hard data has a good chance of being accepted. negative feedback that is subjective can be a 

meaningful tool for experienced managers, particularly those high in the organization who have earned the respect of their employees.  
 Development effective feedback skills: 

• Focus on specific behaviors - Feedback should be specific rather than general. You should tell the recipient why you are being critical 
or complimentary). 

• Keep feedback impersonal - Feedback should be descriptive rather than judgmental or evaluative. 
• Keep feedback goal-oriented - If you have to say something negative, make sure it is directed toward to recipient s goals. Ask yourself 

whom the feedback is supposed to help. 
• Make feedback well-time - Making feedback prompt merely for promptness sake can backfire if you have insufficient information, if 

you are angry... Well-time = somewhat delayed. 
• Ensure understanding - If feedback is to be effective, you need to ensure that the recipient understand it. 
• Direct negative feedback toward behavior that the recipient can control - When negative feedback is given concerning something that 

the recipient can control, it might be a good idea to indicate specifically what can be done to improve the situation. This takes some of 
the sting out of the criticism and offers guidance to recipients who understand the problem but do not know how to resolve it. 

 
Describe the delegation skills and discipline skills 

Delegation is the assignment of authority to another person to carry out specific activities. It allows a subordinate to make decision - 
that is, it is a shift of decision making authority from one organizational level to another, lower one. 
When done property, delegation is not abdication. 
It might very well be true that you are capable of doing the tasks better, faster or with few mistakes. The catch is that your time and 
energy are scare source. You need to learn delegate if you are going to be effective in your job. This suggest two points: you should 
expect and accept some mistakes by your subordinates, to ensure that the costs of mistakes do not exceed the value of the learning, 
you need to put adequate controls in place. 
Contingency factors in delegation 
• The size of the organization - Top manager in an organization have only so much time and can obtain only so much information, they 

become increasingly dependent in larger organizations. On the decision making of lower lever managers. 
• The importance of the duty or decision - The more important duty or decision is - as expressed in terms of cost and impact o the 

future of the organization - the less likely it is to be delegated. 
• Task complexity - Complex tasks require grater expertise and decision about them should be delegated to the individuals who possess 

the necessary technical knowledge. 
• Organization culture - If management has confidence and trust in subordinates, the culture will support a grater degree of delegation. 
• Qualities of subordinates - Delegation requires subordinates with skills, abilities, and motivation to accept authority and act on it. 
Developing effective delegating skills 
• Clarify the assignment - The place to begin is to determine about what is to be delegated and to whom. You need to identify the 

person who is best capable of doing the task and determine whether he or she has the time and the motivation to do the job. 



• Specify the subordinate’s ranger of discretion - You are delegating authority to act, but not unlimited authority. You need to specify 
what those parameters are so that subordinates know, in no uncertain terms, the range of the direction. 

• Allow the subordinate to participate - Allowing such people too much participation in deciding what task they should take on and how 
much authority they must have to complete those tasks can undermine the effectiveness of the delegation process. 

• Inform other that delegation has occurred - Not only do manager and subordinate need to know specifically what has been delegated 
and how much authority has been granted, but anyone else who is likely to be effected by the delegation act also needs to be 
informed. 

• Establish feedback control - To delegate without instituting feedback controls is to invite problems. There is always possibility that a 
subordinate will misuse the discretion that he or she has been delegated. The establishment of controls to monitor the subordinate 
s progress increases the likelihood that important problems will be identified early and that the task will be completed on time and to 
the desired specifications. 

Discipline Skills 
Discipline-actions taken by a manager to enforce organization’s standards and regulations. 
Types of discipline problems: 
• Attendance-absenteeism 
• tardiness 
• abuse of seek leave... 
• On-the-job behaviors - insubordination, horseplay, fighting, gambling, failure to use safety devices, carelessness, drugs, alcohol... 
• Dishonesty - has traditionally resulted in the most severe disciplinary actions 
• Outside activities - covers activities in which employees engage outside of their work that either effect their on the-job-performance or 

generally reflect negatively on the organization’s image. This category would also include bad-mouthing the organization and 
questioning the organization’s s key values in public. 

 
Managing change: describe forces for change and two different views on the change process 

External forces 
The external forces come from various directions, Fe. the market places, government, technology, economy... 
Government laws and regulations are a frequent impetus for change. Required most employers to develop affirmative action plans to 
identify and hire more female and minority employees. Technology creates the need for change. Recent development have created 
significant economies of scale for hospitals and medical center. The fluctuation of labor markets forces managers to initiate change. 
Economic changes affect almost all organizations, but in different ways. 
Internal forces 
These internal forces can originate primary from the internal operations of the organization or from the impact of external changes. 
When managers redefines or modifies its strategy, it often introduces a host of changes. An organization s work force is rarely static. 
The introduction of new equipment represents another internal force for change. Employees may have their job redesigned. Employee 
attitudes, such as increased job dissatisfaction, may lead to increases absenteeism, more voluntary resignations, and event strikes. 
The manager as change agent 
Changes within an organization need catalyst. People who act the catalyst and change process is called a change agent. Any manager 
can be a change agent. We know outsider and internal agent. Outsider is more drastict than insider, because he do not have to live with 
the repercussions after the change is implemented.   
Two different views on the change process 
• The “calm water” metaphor - It is best illustrated in Kurt Lewin s three-steps description of the change process. Successful change 

requires unfreezing the status quo, changing to a new state, and refreezing the new change to make it permanent. The status quo can 
be considered and equilibrium state. To move from this equilibrium is necessary. There are three ways: 
1. The driving forces, which direct the behavior away from the status quo, can be increase 
2. The restraining forces, which hinder movement from the existing equilibrium, can be decrease. 
3. Two approaches can be combined. 
Once unfreezing can be accomplished, the change itself can be implemented. The new situation can be sustained over time. The 
status quo has been disturbed, and change is necessary to establish a new equilibrium state. 

• The “white-water rapids” metaphor - It is consistent with Mintzberg s observation, that the manager s job is one of constant 
interruption. Also constant with a dynamic associated. You must think and do very quickly and make quick decisions. If you are slow or 
overstructured you can not survive. About this also talk Harry Quadracci. He said: “act now, think later.“  

 
Explain why people are likely to resist change and list techniques for reducing resistance 

Resistance to change 
Change can be a threat to manager and nonmanager, too. Reasons: uncertainty, concern over personal loss, and the belief that the 
change is not in the organization s best interest. Changes substitute ambiguity and uncertainty for the known. Introduction quality 
control methods means that many quality control inspectors will have to learn these new methods. Some of them may fear that they will 
be unable to do so. People have fear of loosing something already possessed ( status, money, authority, friendship...). Older employees 
have generally invested more in the current system and therefore have more to lose by adapting to a change. If the employees believe 
that a new produce will reduce productivity, that employees can be expected to resist a change. If the employees express positively, 
this form can be beneficial to the organization 
Techniques for reducing resistance 
• Education and communication - Resistance can be reduced through communicating with employees to help them see the logic of a 

change. 
• Participation - have a expertise to make a meaningful contribution. 
• Facilitation and support - Change agents can offer a range of supportive efforts to reduce resistance 
• Negotiation - as a tactic may be necessary when resistance comes from powerful source. 
• Manipulation and cooptation - Manipulation refers to covert attempts to influence. Cooptation is a form of manipulation and 

participation. It seeks to buy off the leaders of a resistance group by ..............................? 
 

Describe techniques for managing change (changing people, structure and technology) 



Changing people refers to changes in employee attitudes, skills, expectations, perceptions, or behavior. Changing structure includes any 
alteration in authority relations, coordination mechanisms, degree of centralization, job redesign, or similar structural variables. 
Changing technology encompasses modifications in the way work is processed or the methods and equipment used. 
Managers can change: 
Changing people 
The last 25 years individuals and groups within organization to work more effectively together. The organizational development (OD) - 
techniques to change people and the quality of interpersonal work relationships. OD include: 
• Sensitive training - is a method of changing behavior unstructured group interaction. The group is made up of a professional behavior 

scientist and a set of participants. The professional merely creates the opportunity for participants to express their ideas and feelings. 
• Survey feedback - is a technique for assessing the attitudes of organization members, identifying discrepancies in these attitudes and 

perceptions, and resolving the differences by using survey information in feedback groups. Very important are questions, because the 
tell more about problems. 

• Process consultation - help giving by an outside consultant to a manager in perceiving, understanding, and action upon process 
events. Work flow, informal relationships among unit members, and formal communication channels. The consultant gives the 
manager insight into what is going on around and within him or her and between the managers and people. 

• Team building - work team members interact to learn how each member thinks and works. 
• Intergroup development - changing the attitudes, stereo-types, and perceptions that work group have of each other. 
Changing structure 
Changing condition demand changes in the structure. An organization s structure is defined in terms of its complexity, normalization, 
and centralization. Structural design - this might include a shift from a functional to a product structure or the creation of a matrix 
design. 
Changing technology 
Technology used to convert inputs into outputs. Most of the early studies in management - the work of Frederick Taylor and Frank 
Gilbert certainly comes to mind - deal with efforts aimed at technological change. Technological changes usually involve the introduction 
of new equipment, tool, or methods, automation, or computerization. Automation is a technological change that replaces people with 
machines. It began in the Industrial Revolutions and continues as a management option today. Computerization - many organization 
have sophisticated management information systems. 


