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To the student

Do you use English in your work or in your studies? Perhaps you are already
working in management. Or maybe you are a student doing a management
course or & business studies programme. Perhaps you are planning to study a
managemsnt degree, evan an MBA, If you need tc improve your knowledge of
management and management terms, this book wil help vou. You can check
your knowledge of basic management concepts, key words and essential
exprassions so that you can communicate more effectively and confidently in
your work and for your studies.

There are eight sections in the bock. The first section is a basic introduction to
management functions, terms and concepts. The remaining seven sections
aach cover a different area of management including leadership and
organizational cutture, managing change and the external environment. You
can either work through the book from beginning to end or select chapters
according to your interests and needs.

Many tests also have useful tios {advice) on language learning or further
professional information. The tips offer important extra help, especially as they
introduce some additional key language.

Many different kinds of tests are used, including sentence transformation,
gap-filing, word families, multiple choice, crosswords and short reading texts.
There is a key at the back of the book s that you can check your answers,
and a word list to help you revise key vocabulary.

Your vocabulary is an essential rescurce for effective communication. The
mors words you know, the more meanings you can express. This boak will
help you develop your specialist vocabulary still further, Using the tests you
can check what you know and also learn new concepts and new words in a
clearly structured framework.

Simon Sweeney



. TO THE'STUDENT ® ] 1 | | SECTION 1

The full series consists of: .

[ fsh: ' Alisen Po
Test Your Professional English: Accounting - | N |
Test Your Professional English: Business General Steve Flinders Match the job title with the best definition on the right.

i ish: i iat teve Hinders
Test Your Professional Engl!sh. Blusmese intermediate 2 flrders ¢ Chict Executive » Manager responsive for
Test Your Professional English: Finance ot ‘ A;qun one y Officer (CEO) "
Test Your Professional English: Hotel and Catering i . | |
Test Your Professional English: Law Nick Brieger 2  Information b Person who designs computer
Test Your Professional English: Management Siman Sweeney Systems Director networks.
Test Your Professional English: Marketing Simon Sweeney 3  Purchasing Director ¢ British English ter for senior
Test Your Professional English: Medical Alison Pohl manager of a company,
Test Your Professional English: Secretarial Alison Pohl 4 Human Resources 'd Manager responsible for the

Director process of creating goods ot

services for sale to customers.
S5  Systems Analysf €  American English term for the
top manager of a company.
6  Managing Director f  Person responsible for setting up
training opportunities for employees.
7 Marketing Director ~@  The person responsible for
computer operations in a company.
8  Production Director h- Person responsible for managing

product development, promotion,
customer service, and selling.

9 Customer Service i Person responsible for markets in
Manager other countries.

10 Staff Development ~I Manager responsible for personnel
Officer issues.

11 Finance Director k' Person responsible for relationships

with customers.

12 Exports Manager "I Person responsible for presentation
and control of profit and loss.

p Customer Service Manager is a noun compound The word manager is
qualified by service and the word sefvice is: quailﬁed by customer Customer N
Serwce Manager means a manager of servme(s) for cuetomers ' )
" Noun. compounds (arso called compound nouns) afe cammonh in Englnsh
" Look at the ather examples above.




:;2 I P DR “SECTION 1.
The table shows four main roles of ranagers: planning, organizing, leading
and controlling. Below the table is a list of management functions, Write azch

function under the correct heading.

8 Defining management
Here are some definitions of management and the role of managers. Complete
the sentences with words from the box,

T

] assembling controling financial (x2) geals human (x2) Information
Planning Organizing innovation (x2) leadership leading marketing materiat (x2) g
& taff organization {x2) organizing planning (x2) process (x2) resources (x2) |
taking on hew s %
1 Managers are responsibie for ‘the processofp _____ _ —
o_ i D andec_ __ _______ the efforts
ofo___________ members and of using all organizational
I ___ to achieve stated organizational g ___ ’
(Mescon, Albert and Khedourie, 1985, quoted in Hannagan, 1998, p.4)
. Controlling 2 ‘(Management is) getting things done by other people’,
Leading {Mary Parker Follett, 1941, quoted in Hannagan, 1998, p.4)
3  ‘(Management is) the process of optimizingh _ _ _ _,
m_ ____ __ and f _ _ _ _ _ __ _ conftributions for the
achievement of organizational goals’.
(Pearce and Robinson, 1989, quoted in Hannagan, 1998, p.4)
4 A modern view of management, expressed by Sir Roland Smith,
is that ‘Management should be basedoni ;
T m_ _ __ ____ and risk’.
: s
: Management function {guoted in Hannagan 1998, p.5)
communicating with staff comparing results with targets 5 ‘All managers may be involved with the operational aspects of
: deciding strategy empowering staff to take decisions management but as they are promoted and develop, their role
identifying change identifying needs managing resources becomes increasinglyoneof p _ _ _ _ _ _ _ A
monitoring quality standaras motivation ?:d 1__ - _)_ o
. L . . annagamn, 1998, p.5
putting systems in place setting objectves  -taiding-onnew sted -
i
team-building supervision time management 6 Managementis ‘the _ _ ___ _ ofa__ ______ _ and using
r_ -h____,f________ andm _ _ __ __ _and
i . _ in a goal-directed manner to accomplish tasks
inano !

- F’eters and Waterman {1 982) say that p|ann|ng organnzlng, mﬁuencmg and o
controlhng are. cntlcal management functlons that should be charactenzad. i

{Black and Porter, 2000, p.19)

'by a bias for actton '

S SECTION A i



SECTION 1

4 Characteristics of
managers

Match each term in the box with the pictures (1-12}.

good communicator
mental skills
technically skilled

emotionally-streng flexible

knowledgeable leadership skills
sensitive 1o others social skills

creative

o
—
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4 word: Lok at the encings in the following acieo

o senditive o T
o skilled e

(?) Ad' e '::‘~ .v G . a5 R St FTIE M e . o
g~ Adjectives are often formed. with suffixes (endings).added to-the root of 2.

siromithe: list above: . L




5 History of managemeht
theory

Below is a list of management theories over the last five hundred years. In
each palr decide which statement is true.

1~ Machiavelli The Prince {1513)
You have to be cleverer than your opponent, sometimes using

force or trickery.

b) You have to Kill your opponents.

2 Marx and Engels The Communist Manifesto (1848)
a) The Communist Party will dominate the world.

b) The working class will rise up and take power from the
bourgeoisie, creating a utopia of equality and brotherhood.

3 Taylorism (1911)

a) A ‘scientific’ approach to management based on measuring
time, performance and output and relating these to wages and
salaries.

b} A system of managemernt based on friendly co-operation
between managers and workers.

4 Hawthorne studies (1924-32)
a) Studies showing that factories produce more if workers are put
undet increased pressure.

p) Studies showing the relationships between management and
workers are very important in getting the best performance.

SECTION 1 "

Eiton Mayo (1930s)

a) The idea that social needs and relationships are very
important factors in the workplace.

b} The belief that workers should be able to control the work
environiment.

Maslow’s Hierarchy of Needs (1942)

a) The idea that people have needs which motivate their
performance. Once a need is met, it is no longer motivating.

b) The idea that workers and managers have the same needs and
have to co-operate,

Systems approach (1950s and 60s)

a) Belief that organizations consist of many parts and

management has to help each part to work both individually
and as part of the whole organization.

b) B-elief that a company is a single organization. Managing the
single organization from the top brings success.
Contingency theory (1980s and after)

a) Idea that organizations are all similar and have the same
objective — profit,

b) Management must study every situation and design the best
response,



Marketing

Marketing is In many ways the central activity in business management. in
ercial orgamzatlons markating is ‘everybody’s businass'.

comm

A Complete the definitions of marketing using words from the box.

e omeeg e T R T T e B TTTR I S T T TR  TTE S R o
TR EETA S I s T

demand everything pecple promating sarvices  things

TR e TS AL T

4 Selling things that don’t come back to

who do.
for

i a company does to influence

its products and services.

3 and selling goods and

l . A Key concent in marketlng is Unigue Selling PI’OpOSItIOn {USP}, the
- special qualstses of a product or service. These qualities make the product
: dlfferent from competltor products and give it special appeal to
. consumers Marketers aim 1o create a USP in their products.

v See also: Test 39 SWOT analysis.

LISECTION 1

SECTION 1.

B  The Four Ps of marketing are now the Seven Ps, because of the
increasing importance of services and customer service. Fill in the
spaces below to match the seven Ps to the best definition.

People Physical evidence Place Price
Process Produet Promotion

The traditional Four Ps are:

1 Product The goods or services a company
provides.

2 T Decisions about what customers pay
for the product.

3 P Things concerned with location,
and distribution.

4 7 Ways to make the company and its
products well known and ways to sell
products.

And here are three more:

5 p Everyone involved with the company
and its products, especially the
customers.

6 p__ All the ways in which the company

and its customers interact,

ror_ Anything that shows or mentions the
name and image of the company and
its products.



7 Management styl

The table below contrasts two styles of behaviour, Culture A and Guiture B.
Study the table, then answer the True/Faise guestions below.

Culture A Managerial activity Culture B
Plan for every situation. PLANNING Accept surprises.
Develop plan with boss. Develop a plan, then
ask boss to agree.
Create a departmeﬁt ORGANIZING (Organize department
hierarchy. into teams.
Communicate frequently Communicate
face-to-face, rarely by infrequently face-to-
e-mail. face, often by e-mail.
Inform subordinates of ~ LEADING Involve subordinates
decisions. in decision-making.
Get involved in disputes Allow subordinates to
between subordinates. solve their own problems.
Monitor activities, gulde 'CONTROLLING Evaluate then reward —

based on results, Focus
on customer satisfaction
in evaluation.

behaviour. Emphasize
financial results in
evaluating performance.

(Adapted from Black and Porter, 2000, p.102)

Troe D

1. Culture A is more modern.

2. Culture A is more flexible. True/False
'3 In Culture A, the managet is more ‘hands on’ and
directive. True/False

4" Hierarchical companies have a top-down way of working. True/False

5 Subordinates help in decision-making in less

traditional, modern companies. True/False

6 If finance is the main factor in decision-making,

staff are happy. True/False

p See alst: Test 9 Theory X and Theory Y

8 Modern management

theory

SECTION 1

Complete the text below with the correct headings from the box.

Corporate downsizing
Learning organizations
Teamwarking

1 Just-In-Time

This system was introduced from Japan
in the 1980s. [t means ordering
components exactly when vyou need
them, and supplying goods exactly when
the customer needs them. It eliminates
storage time and reduces costs.

2

Many large corporations and multi-
nationals had grown too complex by the
1990s. Some sectors of the organization
were less profitable. Many of these
companies sold off or closed the under-
performing sectors,

3

Management increasingly understands
the value of sharing power with others
throughonrt the organization. This Jeads to
more participation in decision-making.

4

This is closely related to (3). By
encouraging employees to work in very
fluid teams, responsibility is shared.
Employees and managets at all levels
develop a better self-identity and work
becomes more interesting. This system is
seen as much more efficient than lincar
or hietarchical structures.

Fmpowerment
Outsourcing
Total Quality Management

Jostn-Tire
Re-engineering

5

This is a total revision and restructuring of
an cntirte company. It involves asking
fundamental questions about the
objectives of the business and how it
operates, It aims to create big improve-
ments in cost, quality, service and product.

6

This management approach focuses on
measuring the quality of service in all
aspects. The idea is to develop systems
that are more efficient and more
economical, but which are also more able
to meet the needs of customers.

7

This approach recognizes that companies
cannot do everything. It can be better to
use external suppliers for some specialist
operations, or parficular components in
manufacturing, This decision can create
quality improvements and cost savings.
B

Many companies have developed internal
training programmes to help with staff
development. This is an important
imvestment in the workforce. Tt not only
makes people better at their job, bat it
also makes them happier. it may also
help companies to keep their best
managers and staff.

L

p A key management function described by Peters and Watérman (1982)
involves. going argund ooking, listening and thinkihg about what is. gomg on..
They call it Managmg By Walking Around (MBWA)



SECTION 2

. . . .
What do m.anagers think of their staff? McGregor (1950} said there were two Theory ¥ managers tell workers what they want.
opposing views, Theory X and Theory Y. Workers do it. True/False
A Read the text below, then answer the True/False questions, Theory X managers are authoritarian. True/False
Theory Y workers are lazy and don’t want to work. True/False
Theory X managers believe that people dislike work. Work is For Theory X workers, work is natural True/False
necessary because if you do not work you cannot live. People are ]
naturally lazy. They prefer to be directed. So managers have to tell Theory Y working relationships are open,
communicative and creative. True/False

their subordinates what to do. Managers have to organize the workers

and pressure them to do things. The manager’s job is to think about

the goals of the organization then make workers realize the goals. Put the words and phrases below into the correct column.

Subordinates want security. They want managers to organize and

control everything. So Theory X managers are authoritarian. o .
commurication-  control co-cperation creativity

diraction modern orders participation security
traditional work is a necassity  work is natural

Maragers are the bosses. They decide the goals and give orders.
They direct everything, from the top down.

Theory Y is more or less opposite to Theory X.

Theory Y managers believe that people like work. Work is necessary

because people want to work to feel happy. People are naturally

industrious. They prefer to participate in decision-making. Managers Theory X Theory Y
discuss with their subordinates what to do. Managers organize
communication channels with the workers and listen to their opinions. communication

The manager’s job is to establish the goals of the organization with the

workers, so that together they can realize the goals. Subordinates want

g

managers to involve them, to delegate decision-making, to allow them

subordinates. The organization is less hierarchical and more creative.

autonomy. Theory Y managers are team-oriented. They trust their

e

1. Theory X and Theory Y are theories of leadership. False

"2’ Theoty X is a more traditional description of
management/worker relations. : True/False

L_eadersmp isone aspect of management Good managers oﬂen have:
some of the Charaoienstacs of good leaderg

-3 Theory Y is typical in hierarchical top-down
organizations. True/Talse

» See aiso Tost 7. Management style .

SECTION 2
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SECTION 2

1 O | eadership styles

1 i) _ : 2

Tick the three words or phrases that match each style of leadership.

1 Autocratic leadership
open modemn directives hierarchical v/ creative traditional v/

2. Democratic leadership
group-otiented Communist team-based communicative

simple charismatic

3  Laissez-faire leadership
open non-existent co-operative creative strong modern

4. Charismatic leadership
political  personality-driven goal-oriented inspirational
bureaucratic reward-based

p . 'No’tibe ihe terms group—oﬁénted, team-based, persohality-arivern,

o '.Qqé}'—-bﬁehted, réwardébaSedi'Theée mean ‘oriented towards the group’, - .
' “yased on teams', ‘driven by parsonality’, ‘oriented towards goals” and ",
- ‘based on rewards’. ' : '

11 Team-building o

Lock at the diagram below. It shows that an effective team contains different
people with different roles and different qualities. Study the diagram, then read
the text that follows and fill in the spaces.

Balancing roles in an effective team

Innovator
Creative Mentor
Inventive Supportive role
Leader
Competitive w—————————  Motivating ———— = Co-operative
Summarizing
Producer Monitor
Task-oriented Technically
Goal-focused competent
Controller
Reliable

Co-ordinator

Team-building: getting the balance right

The whole point of teamwork is that people work together. The most
effective teams contain a balance of different people with different
skills. For example, a team needs (1) innovators . These are
creative, ideas-oriented people. They look for new solutions and explore
alternatives. The team also needs (2) , people who
get results. These are task-oriented and understand the objectives of the
team. Both these types tend to be competitive.

Balancing this are more co-operative individuals. These may include
) who support team members and make sure
good relationships are maintained. Others are (4)
with technical expertise and the ability to check progress, measure
performance and ensure that things are both possible and desirable.




SECTION. 2.7

1 2 Conflict management

Another important roleisthe (§) _ who works on A Confiict, like change, happens. There are different types of conflict in
all levels of co-ordination and organization of the team. management contexts. Look at the table below and match the type of
_His/her role is conflict (1-5) with the best definition {a-s).

At the heart of the team is the (6) :
to make sure that all parts of the team wotk well together. He/she must

i i d objectives. He/she is also

motivate team members to achieve the agree . | |

ponsible for summarizing and reporting the work of the team. 1 Inter-group conflict \ &  Personality or inter-personal
res

Conflict type Definition

differences within a group.
Team building in the workplace Creates a S¢nse of callective

2 Intra-group conflict
responsibility. Everyone shares in success, everyone learns from

b Conflict between groups.

istakes, everyone works together to help everyone else. The result 3  Relationship conflict c Disagreement on ideas or

m ,

is ~ in theory — more harmony, less competition; more support, less what to do.

isolation; more job satisfaction and lower turnover of staff. The - 4  Inertia d. Conflict within a group.

combined result is more success. 5  Substantive conflict €  Failure to act or produce
results.

B Below are five pcssible solutions to conflict. Complete the phrases
using words from the box,

communication skills leader mediator methods  options

T Redefine goals or working

Compate and evaluate

Appoint a

Improve

(57 I - H

The should intervene {or resign to
aliow a new leader to take over).

p Notice the meaning of: . . -
| infer between - o)

fhtf@ < within. T ‘ T T
‘So.theInternet is a netwark between different compLters; &h intranet s
©network within-one organization. - R




SECTION 2 3 .
: SECTION 2

1 3 Motiva-tion.

- A - Complete the three definiticns of motivation with words from the box.
Esteem needs Physiclogical needs Safety neads

Self-actualization Social needs

behaves  -drives  effort outcomas reach  wilingnass

Maslow’s theory suggests that people treat each level as a motivating
factor, but once a level is achieved it is no longer motivating. Instead
the next level up becomes the new motivator. This tells us that in the’
workplace, esteem needs are important, but once achieved, they are no

drives __ usto try to (2)

e Motivation is what (1)
certain goals.

e Motivation is a decision-making process through which a person longer significant. Self-actualization, or self-development, is much mor
’ ’ e

and (4) in ways important. Managers therefore have to make sure that their staff
continually feel that they are improving and achieving more in terms of
self-actualization.

Maslow also states that it is not possible to move up a step

without first fulfilling the lower needs.

chooses desired (3)
that will lead to acquiring them.

to make the (6)

® Motivation is the (5)
to achieve certain goals.

B  Animportant thecry of motivation in management is Maslow's Hierarchy
of Neads. Maslow (1942) described five lavels of need. Look at the

yramid below which shows these needs. Read the text on page 19 and

P
in the pyramid. Use the words in the

write the names for each level (1-5)
box opposite.

self-development

seff-esteemn  recognition  status

sense of belonging  love

p Need is a verb Need Is also used asa sungular noun but most frequently |t
is used'in the piural naeds -

"Notice the preposrtlons in these phrases the need for (sometn:ng) in need
of (something), the needs of. (someons).

N0t|ce also the noun phrases customer needs ﬁnanc:a.’ needs researéh
needs rrarnfng needs, e :

security protection

hunger  thirst warmth




oseoTion 2.

‘Negotiating styles

The text opposite describes three negatiating stylss. Read Tt and then
complete the table that follows.

Most people negotiate to gain some advantage to themselves or to their
side. The fighter is only interested in his side winning and the other side
losing. This is a hard style of negotiation and involves making demands.

In business, it is often better to negotiate to independent advantage. This
means each side thinks about its advantages, but knows that the result
will bring cither common benefits or different advantages to each side.
Both sides get something and are happy with the result. In this type of
negotiation everyone makes concessions. This is sometimes called a
win/win negotiation. Another style of negotiation is seen in the creative
negotiator. Here both sides look for agreement. Agreement is the main

objective and one or both negotiators have a soft negotiating style.

Negotiation styles: a continuum

W V Adversarial Principled Creative
Ly, § negotiation negotiation negotiation .
/m\‘l\\\“\‘u‘“\|||‘\\ \'\ ‘ Negotiate to Look for Look for
7 4 1 i
@!ﬂﬁ = ) wn ;Ze)nefits Y
o o S
Make (4) Make (5) Accept what is
on offer
(6) F Negotiator for (7) C
independent and negotiator
- murtual advantages
e _ . _ Win/win Agree

Adversarial negotiation (win/lose)



1 5 Proj

SECTION 2

ect management

A The foliowing are typical stages in project management. Key words
have been scrambled. Unscramble them.

—

Set jobsevtei¢
Establish sonnifitide

Discuss sopalrops

Sign toniscrac

© ® ~ o m A @ W

- =Y -

Evaluate lesstut

B Match each of the words you have unscrambled with a word or phrase

objectives

Appoint project reelad and smieat

Estimate stocs and provide a dubteg

Put work out to redent

atetongie with tendering companies

Provide necessary trupsop

romiton the work in progress

nalp and ledushec the work

below that has a similar meaning.

For example: -1 objectives

a  discuss
b terms
¢ organize

d-  co-ordinator

e set time targsts

1 aims

offars
submissions
check
groups

agreements

assistance
ams
outcomes
expenses

financial plan

1 6 Time management

. SECTION 2

Good time management is very important in an sfficient workplace. Most
pecple could improve their time management skills. Match an action (1-5) with

its meaning (A-E) and an exampie {v-z).

Action

1 plan

2  delegate

3 upgrade
skills

4 prioritize

5 turn down
requests

Meaning

improve your

abilities

organizes. .- W

order things
according to
importance
say no

get somebody
else to do
something

Example

v

X

Z

A colleague asks you to goto a
meeting - but it is not absolutely
necessary. You make an excuse and
do not go.

You write appointments, deadlines
and actions in your diary. You know
what you have to do for the week.
A new project has to be carried

out. You do not have time to run ii.
You ask someone else to do it.

You decide that writing a report for
your boss is the most important "]'ob
today. Do that, then do something
else that is urgent, but less important.
You sign up for an in-service training
seminar on Time Management.

How is your time management? Here are eight tips-on time-management:
- keep aidiary; write weekly (or daily} o Do lists; prioritize; set objectives; make -
: deadﬁr_les;IaCt or delegate; build in relaxation time; and gat enoligh sleep!
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1 8 CharaoteristiCé of
organizational culture

Company A anc Company B have broadly opposite organizational cultures
For characteristics 1-6, fill in the spaces with & word which contrasts with ﬂlwe
undertined word in the opposite column. For 7-10, complete the phrase so
that it contrasts with ths idsa in the opposite column.

" Defining
organizatonal culture

‘A Bvery arganization, every business, has its particular culture. Organizational
cutture combines aspects of an organization with its particular cultura, Labst |
eacn of the following as part of ‘organization’ {O) or as part of ‘culture’ (C).

4 Values _Q_
2" Having a clear structure SR Company A Company B
3. Belefs o 1 A modern manufacturing Atraditional
"4 Tormal sources of authority o company. manufacturing company.
5 : Assumptions and attitudes - 2 Af___company structure. A hierarchical company structure.
6 Norms o 3 An- open company with Ac_____ company with clearly
7 Objectives/Common purpose L f;l}l:;i Itizlrsnrnunication defined communication channels.
-8 Relationship between centre and periphery - 4 There are'i
o shoed cxprience I mestings to dectde paicy. expin gty
10: The system — 9 There are w ThF’ n policy.
) ere are a lot of r and
‘B Complste the dialogue below using words in part A. for employees to follow. | S fz); e—n;ployees
to follow.

A: How is organizational ¢ Y | ture created? What is it?

6  The busi i ’
usiness is I'he business is product-driven.

B: Organizational culture is a set ofbasica_ _ _ ____ . _ ' m dri
. ] it -driver.
people think, in a company or organization. ; n
Communicati
A: So it’s based on common v _ _ ___ ? ) ion channels Communication channels are
work in all directions, t -d

That’s right. Everyone learns these over time. They learn the way of
doing things, then __ _ _. 4

including sideways,

=

8  Work i i
ork is organized through Work is organized through a rigid

A: And everyone agrecs that they are right? af
B: Generall —-~----Systemof  systemofd____
: Generally, Yes. teams, with a lot of with little exchang; ’t;ejwu\;e_ .
A: And where do they come from? exchange between teams. them -
B: From shared experience. From history, tradition and 9 C__ ____ and Productivit dt
; , - ity and financi
commonb ___ _ _ nnovative and dynamic are highly zalued etal sucoes

A: And new employees usually learn the same things? They learn the 1 work are highly valued.

10
People are valued above Systems are valued above

o T e Tsaroene loarns The same organizational culture.



SECTION 4

19 Developing
organizational culture

Complete the sentences below (1-8) with a word from the word square. The
words are all connected with things a company may use to develop its

3 Many organizations have a special regular m

news and comment on the activities of the organization.

4  Some organizations, especially those in leisure, sports and

organizational culture. entertainment, uses _ _ _ _ _ _ _ _ _ _ to promote a particular
image.
R | M K| 8 Yy  MI B O L ]S 5  The history of many companies, and their boardrooms, are
— illustrated with pictures of company or organizational h _ _ _
CI|AJL|IA|N ]G IIUGJA|IG ]| E|N . o
6° Special prizesanda_ __ _ _ presented at speciale _ _ _ _ _ _
c = o E M o N i c S | help to build up the image of a company.
7 While fairy stories are not usually part of company history, there
ZiA|H NJY|E l R|O | T |L ares _ _ _ _ _ —and sometimes m _ __ _ that become part of the
organizational heritage.
Ul Y| E|JTO|T|Q|{FI[X|P ]| O]|N '
8  Logos, letterheads, the painting on vehicles and on buildings, and
L J ] c H T oll ¢ E R I N all signsands __ __ _ are a significant contribution to the
culture of an organization.
S| P|{O|N|S|]O|IR}] S |H | P
Z|JAJE|P|D|KIM|F |G| E|W
HY ST LINIS ST T S| U
Ml AIGIA | Z I N|E]|]F ] C|M
vV I RIEIMRIAIWIA R|D)]S

make them instantly recognizable and establish the idea of a
team.

2 Many organizations and sectors of employment have a particular |
1 with special words, special jargon unknown outside

the business.
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culture

Hofstede (1980) wrote about culture as ‘collsctive programming’ which affects |
hehaviour. Here is a brief summary of Hofstede's work as applied to ‘
organizations. Compiete the spaces using words from the box.

assertiveness coliective
environment  femininity

power distance  subordinates

competitiveness
individualism

T T AT T ST T R T T

SECTION™ 3

Four drmensrons of

. .
masculine masculinity
uncertainty avoidance

threat

A R e < 2. e AT S TS P LTI T 2

What’s your culture like?

Hofstede identified four

(1) dimensions of culture.
These are power distance,
uncertainty avoidance,
individualism and masculinity.

The first, (2) p
d , Is a meastire

of inequality in organizations. It

depends on management style,
and reflects a measure of
openness and effective

communication between
managers and (3) s

The second, (4) u
a , 1s a measure

of how much people feel that
new unusual situations are a

(5) t
61

measure of how much the

organization has an individualist

ora {Nc ethic.
The last one,

(8) m

is contrasted with

Hf . Thisis a

measure of how much the

organization is assertive or
competitive,

(10) A
and (11) ¢
are seerl as
(12) m
indicators. In contrast, caring
and a stress on quality of life
and concern for the
(13) e
as feminine characteristics.

are seer

: o SEOTION 3
21 Cultural varrance

Trompenaars (1993) describes seven aspects of cuiture that affect behaviour.
Below are five of these aspects which contain contrasting features, e.g.
universal and particular, individual and collective, etc. Match each feature
(1-10) with the correct mesaning ().

Aspects of culture Meaning

1 Universal a Business relationships are limited and
contractual.

2  Particular b. Status, age, gender or education
matter more than particular successes.

3 Individual ¢ Relationships are fluid and flexible
depending on situation,

4  Collective d  Society is based on the whole
community.

5 Neutral @ People are reserved and do not easily
express feelings.

6 Emotional f  Recent or past successes are highly
valued.

7 Diffuse g~ The whole person is engaged in the

business relationship and it takes
time to build the relationship.
8  Specific h Society is oriented towards
individuals’ wants and needs.

9  Achievement-based i Relatively tigid rule-based behaviour.

10 - - A
Ascription-based 1.0 It is common to express feelings
openly.
P * The other twe aspects whrch Trompenaars descrlbes are:

Time; : h:story and: past experlence or current actrvrtles and

potentral to create the future :
Envrmnmgnt thsr-»ctent to whrch mdlwduals affect the world’ thsy Irve i

: ~In,or how much the world affects’ andrvrduars
* See also Test 52 Cultural issues




Power and politics

‘A person can have power over you only if he or she controls something

B Cocmplate the following dialogue from a class on management with

H +
you desire, words from the box.

(Robbins, 1996, p.443)

compromise control groups influence looking

lose organizationat status

S

Student: What are (1) _organizational _politics?

Tutor: They’re the process by which individuals and
(2) try to increase their
{3) inside an organization.

Student: So being political can help you to have some
(4) over aspects of your work?

Tutor: Exactly.

A Match the term on the left (1-6) with the best definition {a—1). .
Student: What if you don’t know the politics inside an organization?

1 Referent power -a Power that is based on fear. Tutor:  1f you don’t, you can (5) power
| Student: So politicking means (6 i
2. Coercive power -b" The ability to make others do as you | then? ’ © o niluenee

wish, because you control resources,
e.g. favours, promotion or salary
resources. _
3. Reward power ‘¢ The capacity that A has to influence B;
to do things he or she would not i
otherwise do.

Tutor: Perhaps. In fact, a lot of the time you have to
(7) . But essentially the game is to raise
your (8) within the organization.

‘4. Legitimate power d Power based on knowledge or special :_

abilities.

5"  Power \ 8. Influence that a person has because o
special personality traits or desirable ;
resources.

6 Expert power - f- Power that is based on status or

position in an organization.



Many poiitical issues can affect the working environment. Match the issues
1-9) with the examples {a-i).

Issue Example

1 Gender politics “a Saying a colleague has done a bad
job, or made a mistake.

2 Equal opportunities b Taking the opportunity to increase
' your power and influence because
of someone else’s weak position.

3 Ethics & Treating everyone fairly, without
considering their race, gender,
beliefs, etc.

4  Peer competition _ d Helping a colleague to do their job
better.

5  Relationship-building | e Rivalry between colleagues for
power, influence, opportunities
and rewards.

6 Making alliances f Creating shared attitudes and
common views among a teamn.

7 Ixploiting weakness g Giving a woman a job because you
need more womern in that
department.

‘8 Criticizing colleagues  h Creating common views with

particular colleagues who have
power and influence.

9 Giving friendly advice o Making decisions about moral
issues, such as the interests of the
whole community.

,.

Three of the above mlght not be acceptable in some Contexts saylng a-

‘ 'job because you need more wdmen ina parti cular department

SECTION 3

How polltlca| are you"?

:colleague has done a bad JOb taklng the oppoﬂuntty to increase your power
“and mﬂuence because of someone glse's weakness and gl\nng a woman a ;

The external
environment

Businesses and organizations have to adapt and respond to pressures from
the external environment. The diagram shows eight kinds of pressure that
impact on businesses. Match each one to an example (1-8) below

{a) International
environment

h} Competition

b) Technologi
factors (o) ological

ernvironment

(g} Government/

ABC
lagal factors m* +—- {c) Consumer

company needs/warnts

ffy Domestic

environmant () Industry

anvironment
{e} Environmenial
pressures

1 Other businesses offer similar or better products or services. h
Globalization offers opportunities to export more goods or services.

The target market changes because of demographic factors,

2

3

4 New laws affect product design.

5 Products become out-of-date due to new inventions.
6

Production costs increase because of difficulties in getting raw
materials from ecologically sensitive areas, e.g. rain forests.

Changes in fashions among target markets.

The product is new and specialized and the market is growing.

- SE CT ION 4 e
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environment

This test looks at one of the eight external factors mentioned in Test 24. The
industry environment means the industry in which a company works and all
the factors which affect competition in that sector.

B  The chart below shows the possible contrast between a high profit
environment and a low profit environment. Complete the missing words
Note: The Information in part A will help you to do this.

‘A*  Mark the following statements as True or False. . .
The industry environment and profit

4 In an industrial sector with a low profit environment Higher profits Lower profits
it is impossible for a company to make large profits. True.ﬁ@ —
. P e Y L *Q______ -based ® Price-based competition
%2 In an industrial sector with a high profit environment competition e Many c _
there is usually a lot of competition. True/False e
yaiot P ) 7 e Few competitors e Easy market to enter
/3" Substitutes are possible alternatives that customers ¢ Difficultm to enter ¢ Many new players in the market
can ch‘?ose.. True/False @ o Few new players in the market  ® Many's____
‘4 An environment with fragmented customers means ¢ Few substitutes ® Few customers
that the customers cannot act together to make
' ‘ g # eManve____ ® Few s
producers lower their prices. True/False ® 700000~
R I L _ . .. J ® Many suppliers e United customers
‘5. Highly technical products with high start-up costs oF__ customers

make it difficult for new producers to enter the market. True/False
High quality and low price normally go together. True/False

If there are many suppliers of a product, then the
suppliers are in a weak position. If there are few,
high profits are easier to obtain. True/False;




ilusirates the issue.

¥ g H

Ethical issue

Workers' rights

Animal rights

Corruption

Computer data protection

Codes of conduct

Company ‘perks’

Consumer safety

Discrimination

Environmental protection

Operating a cartel

Example

Agreeing to set high prices
with a competitor.
Not giving a job to someone

because they are of a different
ethnic origin.

Marketing a dangerous
product.

Secretly giving money to a
business partner to get a
favour from him/her.

Putting dangerous chemicals
into a river.

Testing products on rabbits.

Making staff work very long ﬁ
hours. !

Stealing secrets from a
computer network.

Giving some employees
special benefits.

Getting drunk at lunchtime. {

Ethical issues 1 N

Match the ethical issue (1-10) with an example (a—j) and a picture (A-J) that

[

i

v

|
i

nmu TR

e

i

—F
—
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‘Standards

Companies and organizations need to meet certain minimum standards of
behaviour, There are at least four categories of standards. These include
standards of behaviour: towards customers and consumers (CC); towards the
law (L); towards employees (E); towards the environment (ENV).

—
RS

Look at the pictures below.
A Identify the category. Some are concerned with more than one category

"B Label each picture by unscrambling the words.

hicld rabuol __child labour rai loptuloni

lois natoncimaniot tefsya dasdranst

konwirg donticoins rafud

“ SECTION 4 =



8 Lookmg after people
Health and Safety

Companies and organizations have a legal and moral responsibility to look
after their employees and their customers. Health and Safety regulations
protect employees. Consumer Protection laws protect consumers,

‘A Label the pictures below with words from the box.

S T i TR ERRTHE NS

ergonomics  -preductiestng

safety cap on a cleaning agent
warning notice on a paint tin

; air-conditioning
; protective clothing

safety mask for a welder  vivisection

o IR 0 o, i S R R ATR  TTT TR i RRATLT L

-

[l

LTAL

wfw;]

rrunﬁ;—

M)

U g

!linui'unm

.--Jﬁw IJ}/‘/%}\

Now label each of the above *H&S' (health and safety provisions for

staff), or “CP’ {consumer protection).

P

A noun compound oonsusts of two nouns e g safety mask p i S

producf testing). Thése phrasas typacally mean the same as..
amaskforsafety IR o

atin for pa:nt
testlng of products

: ormaliy the first noun i the Ao cornpound is'in the smguiar i ©. DmdUCt
-testrng not products testrng

CUSECTION-4:7 700



Ethical issues 2 ] 30 The I'IeQESIatilv;éh"'
environment

company or organization. Unscramble the underlined words. _ o
‘ Companies and organizetions operate in a legal environment. Below are ten areas

Below is a list of issues which may or may not create athical dilemmas for a

“1°  Cigarette gadvisterin. advertising of legislation. Match each legiclative area (1-10) with the correct description (a —j).
puslime displays of sweets. Legislative area What is it about?
Animal tintseg of pharmaceutical products. 1 Environmental a Minimum standards in quality,
" legislation servi ]
seviticoniv for cosmetics, soaps and ] 2 g. o vice and rights of customers.
shampoo products. _ Social legislation b Restrictions on use, movement
L ' and sale of items that present
5. elswith-blowing to expose corruption in serious risk.
your organization. 3  Consumer protection ~ ¢ Protection of air, water and land.
“8" Having no equal popsiteteruin policy in 4 Dangerous goods 'd  Issues concerning state such
employment. security legislation as defence interests, nuclear
Changing jobs and taking fecdatilinon b o oot dutes and resouICes, eic.
‘ , du
information on suppliers to your new job. iesand taxes e Employment law, hours of work,
e hOHdaYS, insurance, etc.
‘8 Presenting figts to a possible buyer 6  Official secrets, state f  Restrictions on ways of promoting
“g-  Offering corporate toyasphilit to - security legislation ~ goods and services.
employees and their partness. # Sale of goods 9 - Compulsory levies applied by
legislation
40 itronmoop of sweet drinks to chiidren. : 8 C \ government.
| - ompany law h  Rights for all groups in

society to be treated fairly.

9 Advertising standards i The quality of goods and services
and the accuracy of any claims
made for products and services
offered for sale,

10 o
| Equal opportunities law ~j = Obligations to publish accounts,
names of directots, etc.

. -The noun Qooo's is only used in the plural and takes ap!ura ::“.erb e.g. The )
i :QOOdS remair our Pfopeﬂ‘}’ unti paymsnr is recelved m fuli ' L
S "Other commen pliral néun forms are: S
(o Premises (bU'fdanS) assets (ﬁnancual) contents; Turds, savings

The Slngular form of ﬂ’}ese nouns has a different meansng fromthe plural form

Testing products on animals is an ethical issue.
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371 Forces for change

What are some of the mast important forces for change? Match the pictures
{1-10) with the forces for change (a-).

9
a legislative change f
b consumer needs and wants 9
¢ demographic change h

d  public opinion i

€ changing leisure habits j

P

SECTION 5

technological change
competition

automation
environmental/ecological factors

changes in financial environment

The environment means the world in which we live and work. The term is
often used in connection with ecological concerns. Wa can describe a more
specific environment by adding a qualifier, e.g. the business environment,
the carmpetitive environment, tha jocal envircnmerit, the political
environment, the economrb environment. ' :
The word ‘environment’ is usually used in the singuiar, but notice the phrase

in differert environmerts.



82 The process of
managing change

Change happens. Managing change is about dealing with this reality.
Complete the words in the diagram with words that mean the same — or
almost the same — as the words or phrases in the box.

1 say that something will happen 2 calculate 3 fix 4 design ’é _
5 carry out 6 check 7 evaluate 8 give a prize g k
i
PLANNING
(WP
change RESEARCH
(B)r _____ A
SUCCess impact
EVALUATION COMMUNICATICK
(Mm______ @)s __ goals/ |
performance objectives
assess % ~ TRAINING
and adapt (A)p _ _ _ courses/
strategy . seminars '
""" ACTION
_CHECKING/CONTROLLING (5C):i o
®&m______ L
strategy

implementation and progress

SECTION §

33 Innovation

ook at the graph, which shows five stages of innovation. Complete the

description below with words from the box.

Five stages of innovation

Stages of innovation

Time —

(Black and Porter, 2000, p.112}

, .
patent

integration
range

diffusion
market

decline
invertion

development
inventor

There are typically five stages of (1)__innovation . First there is

(2) 1 which means thinking of a new product or new idea.
During this period, the (3} i should (4) p
the idea. Then the second phase is (5) d , where the idea is
adapted to the needs of a specific (6) m . Then comes the
(7) d stage, where the idea is sold and used by consumers.
Next the company fully accepts the innovation and it becomes a full part
of t‘he business’s product (8) r . This phase is called

i - . The final phase is called (10) d .
Perhaps technology moves on or consumer demand changes and the idea
o1 product is no longer needed.

p --C?mpare the five stages of innovation with a classic preduct life cycle.
ol Is very similar. The product iife cycle is often described in terms of
- development, launch, growth, maturity, saturation, and decline.

SECTION &



34 Training o

Training is a key aspect of dealing with change. Answer the questions below
with words or phrases from the box.

curriculum vitae {CV)  gracuate human resources
in-service training lecture qualification research
retraining seminar skills audit staff development
trainee trainer training budget Araiting-manager

"1 What is the name of the person responsible for training in a
training mandger

company or organization?

2  What is a possible alternative to making an employee redundant?

3 What do you call a special award that is given after a fraining
course?

_4 What is the word to describe someone with a university degree?

5  What is the document that lists a person’s work and educational
experience?

6 What is the term for a special study to find out something?

7. What is the name of a process to find out the level of competence]
needed for certain activities, or the existing competence of staff? §

......

8  What is the term used for the money available to spend on
training?

10

i

12

13

14

15

P

: Cfowns:zrng outsotircing, data’ processmg, marketfng, efc.

 SECTION &

Which department is usually responsible for training?

What is the name for a single small conference or meeting, for
discussion or training?

“What is the term for making training available to staff?

What is the name for a single talk given by an expert to a training
group?

What do you call someone who trains staff?

What do you call someone who is being trained?

What is the term for training given to employees as part of their
job?

The -ing form of the verb is caIEed the gerund when it stands in piace 0
noun: rrammg ‘Gerunds are common engmeermg, teamwork;ng, :




‘Adapt or die’. This is a commeon saying in business. Businesses and organizations
must respond to change. Match the terms (1-8) with the correct definitions (@-h).

1.

. SECTION 54

Orgahizét'io'nal |

change

Organizational
development

Change agents

Bench-marking

Communication

Resistance
to change

Re-engineering

Data analysis

Organizational
renewal

a’

An approach to change that is based
on looking at people and their
relationships to the whole. The
approach is planned, strategic and
jong-term.

A concept of organizational change

that is based on flexibility and

continuous change.

A combination of forces that do not
want change.

Study of the impact of change.

Radical redesign of all aspects of an
organization’s activities.

Explaining why change is necessary
and how it should happen.

A process of identifying a model of
‘best practice’ and comparing
performance against this model.

People responsible for making
change happen in organizations.

Change and
communication

Whien managers have 1o introduce change, good communication is very
impartant. There are many ways toc communicate in businesses and
organizations. Look at the definitions (1-8) and match them with ways to
communicate in the box below. Do not use all the words in the box.

company reports  departmental meeting discussion-  e-mail
extranet fax formal presentations internal mail  Internet
intranet  memos  newsletters notice-board  post  quality circles
teleconferencing telephone  video-tape  voice-mail

Conversation about a particular topic. discussion

A method of using computer and TV monitor links to hold a
meeting in real-time, but when the participants are in different
places.

Occasional meetings between colleagues to talk about how
performance can be improved.

A form of telephone answering system.

Paper correspondence between employees in the same
organization.

Traditional letter correspondence.

A private network accessible from PCs and open only to members
of the same organization or group. Users can read and respond to
messages posted on a website.

A private network restricted to members of the same organization
and authorized outsiders. Users can read and respond to messages
posted on a website

[ SECTION B -




Resistance to change
Change Is often met with resistance. Change agents therefore have to

negotiate with those who would prefer to resist the changes. Complete the
headings for the five stages of negotiation with words from the box,

‘SECTION &

B Complete the table below with all the words from the box on page 51.

Written/printed Spesch Machine
communication commuinication communication

agreement concessions or compromise informaticn

memaos persuasion plarning preparation redationship building

B ey

e L Ll BRI L e e B B IR Lt SANELIETTITLSIIT AL WL IO BT

Stage I

Planninq and
Before face-to-face meetings, the foundations have to be ready. Collect
information. Decide on a strategy. Set objectives.
Stage 1T

between negotiating parties
This stage is about developing trust between the parties.

Stage III

exchange _
Learn about the needs and demands of the other side.
Stage IV

attempts

Attempts to modify the position of the other side. Negotiation is about
increasing the influence of your side.
Stage V

and
in this stage both sides make changes in their original position. If this
happens, both sides leave the negotiation with some satisfaction.

p-

' J"!to compromrse N
. See also Test 14 Negotaatmg styles

Note th& VBI’b phra S;;..: RESRE LI
.mto make 2 con': ss:on '




Ali the words in the box concern planning. Match each term with the correct
definition {1-12). The answers include the worc plan gight times.

contingency
planning provisional

action budget business
! interim objectives operational
: Stratagic tactical

Frirt et s £ TR T S T TR it T S 2TZILSI

1 A plan that focuses on the whole organization, internal and
external factors, and actions necessary to reach long-term goals.
strategic plan

2. A process that focuses on the future of an organization and how
to reach certain targets.

3 The results or targets that management thinks are
desirable.

4 Aplan for a specific part of the wider organization, usually
narrower in scope and over a shorter time period.

-

5 A specific short-term plan to realize a narrow single objective,

$ A short-term and temporary plan.

A trial plan, that may or may not be adopted permanently.

8. A plan which explains a new commercial activity or new
company and how to start it.

g A plan of what to do, often indicating individual responsibilities,
often short-term.

10. A plan which sets out the forecast costs of a project or activity.

11 A resetve plan which will only be used if necessary.

SECTION 67

89 . - BECTION &
A classic way to create a marketing strategy is to begin by looking at a
company’s Strengths, Weaknesses, Opportunities and Threats. Expo

Marketing Consultants carried out a SWOT analysis of GUBU Toys Lid.
Put ali their findings in the correct box to complete the SWOT analysis.

1 Reliable and committed workforce

Use of wood - seen as ‘good for the environment’

High labour costs

Location - far from population centres/far from new markets
Beautiful handmade toys

Poor communications systems / limited technological skills

Internet as potential marketing tool / e-commerce

W ~N® M Bk oW N

Lack of IT training in staff

9 Declining interest in domestic markets for traditional toys
10 Potentially strong demand in Germany and Scandinavia

11 Competition in Germany and Scandinavia / Baltic countries
12 Increased competition from mail order companies

13 Selling by new channels, e.g. mail order

Expo Marketing Consultants
SWOT Analysis for GUBU (Toys) Ltd

Strengths Weaknesses
I
Threats

Opportunities

f@ * Strengths and Weeknesses are concerned With th;ng_s iﬁsi&e the company
which it can dlrect_'ly control. Opporiunities and Threats are outside__fac_tors.
+ See dlso! Test 6 Marketing ' ' ' ' :
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. The business plan

Read the text below on preparing a business plan. Then look at the Contents
page from the Business Plan of Gorliz & Zimmerman, an office furniture
manufacturer. Complete the missing words.

Preparing a Business Pian

The business plan is an important document with two essential
functions. It aims to convince possible investors and other
stakeholders of the potential of a new business. 1t also works as a
guide for the company in its first year or two of operation.

The business plan normally starts with a title page and outline of
the new business. It includes the name, logo and mission
statement of the activity. There are normally three main parts (0
the business plan.

First, the Marketing Plan. This includes a description of the
products and services, an analysis of the market, a survey of the
competition and a basic outline of promotion and selling

strategies,

The next part is the Financial Plan, which includes details of start-
up costs, a profit and loss forecast for the first year or two (or
maybe thiee) and then a calculation of the break-even point. This
is to show when the business expects to begin making a profit.

Then there is usually a People and Action Plan. This explains who
is involved, and states their roles and responsibilities, their
experience and abilities. The Action Plan explains what will
happen in the important first year of the business, i.¢. during the
start-up phase.

Finally, the business plan has some information on the location,
perhaps with photographs and architect’s drawings. At the end
there are the Appendices, containing any additional and detailed
information or support material.

1.

2.1
2.2
23

2.4

Contents

Gorliz & Zimmerman: Business Plan
April 6 2001

Introduction: Business Outline

M______ plan
P_______ ands_ _ _ ___ _
M_____
p________ ands_ ___ _ _
C_ . _____
F________ plan
S____ —__costs
P_____ and 1 | S
B_.__ _-e point
_____ andA____ _plan

There are difterent ways to sfructure a busmess plan Some are ShOl'tef
simpler than the above modei Others are much mare comphcated



Sequencmg ahd' :
timing: a Gantt chart

A key aspect of planning is gequencing and timing. A common management
tool for this is the Gantt chart. Complete the missing words in the Actions
using a word that means the same as the terms below (in the same order).

Actien Feb Mar Apr May Jun Jul

1lontact
chent

Sep

2 Obtain |
specifications
3 Submit _ _

4 Receaive

1 speak to or write to 5 alter the (3)

2 written legal agreement 6: send (3) (to the client)

3 offer or tender 7' acceptance; non-acceptance
4 comments or suggestions 8 re-examination

' ‘Henry L. Gantt {1 881;1_-91 9) was an Amerlcan management consultant, -

SECTION 6

42 Management By
Objectives (MBO)

Management By Objectives (MBO) was criginally developed by Peter Drucker
(1985). Look at the ciagram below and complete the dialogue underneath.

John: What is Management By Objectives?
Jane: MBO isa (1) management approach. It is designed to
help realize the (2) of an organization.
John: The targets?
Jane: Yes.
John: So, how does MBO work?
Jane: The first thing is to-have an organizational
(3) . This is the method to reach the
goals. But it is very important that (4)
and (5) work together to create the goals,
John: So everyone owns the goals?
Jane: Exactly. Everyone’s (6) is vital. So the

goals are agreed, as is the time period in which those goals
should be achieved. Then the plan is put into action. This is
(7) . At this point, there is regular

(8) and (9) , a
typical management task. But again, in MBO, everyone is
involved. So everyone provides (10}

* Management By Objectives (MBO) is abcut setting targets and
measuring results against the targets.

* See also: Test 51 The control process
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43 Total Quality
Management (TQM)

TQM is a management philosophy in which quality is an absolute priority.
Read the statements below. Fill in the spacas with a word that means the
same as the word or phrass in italics below.

7 TOMwusess__ _ _____ d _ __ to demonstrate
improvements in quality.

numerical information from research

8 TOM includes customersands_ _ __ in setting quality
Product quality isthe re | ig bility,d_________ ; objectives.
serviceability and dependability of goods or services. companies who sell parts or components, or services, io other
extent to which the user can trust the product / extent to which the companies
product will last a long time
¥ TQM recommends improvement of employees’ s _ _ __ through
TQM is a much wider philosophy than just quality control. t
TQM is a concept that covers the whole process of meeting abilities and competence / courses
C_ o __. n____
what the buyer requires 10 TQM requires good p and

] C o _______ int_ __ _ at all levels of the organization.
. - : i nd | . .
TQM aims to ensure continuali____ . ____ in products a | involvement / working together / groups
services.
better quality
TQM must be part of the overallc_ _____ of the organization. p ‘I got faid off because | guess | made poor quality cars. In sixteen years not

ethos and philosophy

TQM is essential tothes _ _ _ __ _ __ P of the
organization.

long-term policy objectives

better prospects than other businesses in the same market

once was | ever asked how tc do my job better, Not once.’ -
Redundant car worker (Drucker P, 1968, quoted In Hannagan, 1998;.0.185}.

Naturally, many ‘management gurus’ have written about the importande of -

quality. F’eters and Waterman (1982) are two of the most \mportant See
also thp Crosby (1 979) who emphasized the role of paople responsnbie for
quality |mprovement

Here are-two definitions of Total Quality Management

‘An intensiva, long-term effort to transform all parts of an organlzatwon in”
order to produce the best product and. sarvice p055|ble to meet customer . -
neads’ (Harnagan. 1998, p,174). '

‘An approach 1o control that integrates quality objectivas into all
management functions to cortinually achieve higher quality’
Biack and Forter, 2000, p.498).



Who are our custorners?

are there?

weaknesses?

SECTION 6]

44 Corporate strategy

Corporate stratagy is described below as a combination of eight aspects.
Read the questicns on the left and choose the corract answer from the bax,

action plan analysis of resources audit of external
corporate objectives environment marketing plan
market research mission-statement strategic plan

What is our business? mission statement

| Sfr'at‘egib‘
management

Strategic management is how a business tries to achieve its goals, using any
avalladie resources. The Billy Goats Gruff is a Norwegian fairystory about three
goats who fight for their freedom against a monster — and win.

Lt ot o - TSR 5L

Where do we want to go?

What do they need?

What threats and opportunities

rfsé‘*

3

@‘ZL

C" 4

Big Billy Goat Gruff: ‘We are here

What are our strengths and

and we want to go there. We need
a strategic plan.”

How do we achieve our goals in
terms of marketing?

.. then ...

« finally ...

How do we get to where we want to
be, with our present resources?

What do we have to do now?

The corporate strategy of an organization combines:
¢ 7 statement of the core functions cf the business
* its aims and goals

* how to achieva its aims and goals

Corporate strategy is both an overview of where the organization is now and '

a description of what is necassary to take it forward.

= I'm going to eat you up.

- No! My brother is coming soon
and he’s bigger than me.

- Okay! You can go!

- I'm going to eat you up.

— No! My brother is coming soon
and he’s bigger than me.

— Qkay! You can go!
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- I'm going to eat you up.
— Oh, no you're not!

~ Aaagh!
~ Success!

Mark the following staternsnts True or False.

Strategic management is a process, not a single event. alse 3

Strategic management involves top managers and not
subordinates.

Good strategic management monitors results and
makes changes.

Strategic management is concerned with actual
resources, not future resources.

Strategic management uses tools like the ‘product
life cycie’ to plan future actions.

Bill Gates is a good example of an effective strategic
managet.

Strategic management is the same as having a
strategic plan.

Corporate strategy and strategic management are
the same thing.

True/False

E

True/False

True/False
B
True/False

True/False ;

True/False :

True/False

1
2

[ < e - B * ) B - N

CASH USE
(growth rate)

46 Portfolio analysi

CASH GENERATION

{(market shars)
High

High

Jetlife cycle

SECTION 8

1S

Portfolio analysis was originally created by the Baston Consulting Group
(BCG). It uses the Boston Matrix, a management tool to help companies make
rmaximum profit from their complete range of products or services.

Low

Low

I Mark the following statements as True or False.

The Boston Mattix is a strategic planning toal.

Managers can compare the finances of Strategic
Business Units {8BUs) inside one company.

An SBU is a cash cow.

Dogs often become stars and make a lot of money.
Cash cows require a lot of investment.

Stars have low market share but a ot of potential,
Question marks may beéome dogs or stars.

Cash cows may become dogs.

The Boeing 747 is the cash cow of the Boeing
Corporation.

An example of cash cows that became dogs is
the 5.25" floppy disk.

@False

True/False
True/False
True/False
True/False
True/False
True/False

True/False
True/False

True/False



Management
organization

A Management of a large company is often hierarchical. Here is a typical
model of managsment organization showing one division within a
company. Complete any missing words. f you have problems, look at '
the box below.

Chief (1) Executive

|

Managing Director (AXAM division}
|
- f [ i | ]
SENIOR Production  Sales Marketing  (3) (d) )
MANAGEMENT (2} Director Director Director Resources  Secretary
Director
) Production  Sales Marketing  Finance Human
MANAGEMENT {7} Department Department  Department Resources
Manager (53] Manager Manager Depariment
Manager
(10} Area Sales
Sales Manager
Marager
9 Production Market Financial Personnel  Senior ]
MANAGEMENT  Controller Research, Controller  and Administraiive %
PR and Training Assistant
Publicity Officers
) .
\
Workforce Sales Cierical Clerical Clerical Clerical
12 Staff Staff Staff Staff
Area  Company  Department  Director  Exeedtive-  Finance
Human  Junior  Manager  Middle  Officers  Teams

SECTION 7§

CSECTION 7

Choose the correct words in italics.

The organization model opposite is a flat/hierarchical structure.

The model shows a fraditiong] structure/an innovative structure.

The model shows a matrix/functional structure,
It is probably a services/manufacturing company.

It is typical of a small or medinm-sized enferprise (SME)/large

enferprise.

12

' __rcreated for specific tasks. In these project teams. the structure '

The business is probably simple/complex.

A matrix structura sa management structure that is in part bassd: o e
hrerarohy but also besed.on project management, so spef:IaI team  are

migeh iess hrerarchlcal A matnx structUre involves teams

membershap A matnx structure is most’ common in smatl or medlum-sxzed )
organ izations (SMEs) '



~N  secmion A
O Information and
data handling

A Information helps managers reduce risk in decision-making. In the
computer-age, information systems have been revolutionized. Match

5

devices contain microchips. (10)

6 A computer

consists of hardware and software. (6)

9 Moving data from computer to computer. (8)

words on the left with words on the right 1o meke phrases.
1 information interchange
2 data user
‘3 artificial ‘ technology
4 - electronic funds processing
‘5 electronic data | intelligence
‘6 information system transfer
7 end security
B  Complete the crossword. All the terms are used in data handling.
AcCross
1 Computers help users to exchange . (11)
4 Passwords protect . (8)
7 changes fast. (10)
8 Another word for transfer. (11)

10 Financial resources or money. ()

11 A person working at a computer terminal is an end
RC))

12 Using a computer to Work with facts and figures: data
. (10)

Down

2 Robots use an artificial form of this. (12) : I ' '

: The word datais usually used ih singular form, 8. the daté fs.... rather.than
the data are... The word information is uncountable and is tﬁérefore- uéed |
with a singular verb, i.e. the information is ... ' R

3 Computers make use of intelligence. (10)

SECTION 7 & .



| Operations

management

‘Operations management is a specialized fisld of management associated with
the conversion or transformation of resources into products and services.

{Black and Porter, 2000

Choose the corract explanation &) or b) for each of the aspects of operations
management (1-15).

Logistics

Facility layout

Facility location

Production line
layout

Capacity
planning

Design capacity

Effective
capacity

Materials
requirement
planning (MRP)

2)
b)
.a)_ _
b)
a)
b)
a)
b)
a)
b)

a)

b)

_a)

b)

Another term for operations management.
b)

Computer studies of design systems.

Organization of departments.
Position of things and people in a work
space or factory.

Geographical position of a work place.
Place where the staff eat and relax.

Organization of staff in a factory.
Position of machinery and people in a
factory.

Process of deciding how much a work
place should produce.

Deciding when to operate at 100%
production level.

Ideal production level.
Maximum possible level of output.

The percentage of design capacity a
facility should operate at.

The percentage of capacity required to
make a profit.

Purchasing materials in the planning
stage of a project.

Computer system to work out what is
needed from suppliers, how much is
needed and when.

g

10

11

12

13

14

i5

Productivity

Flowchart

Bench-marking

Just-in-time
systems

Computer-
integrated
manufacturing
(CIM)

Computer-aided
design (CAD)

Flexible
manufacturing
system (FMS)

a)
b)

a)

=z

b)

a)

a)

b)

a)

b)

b)

- SECTION 7

Measurement of output in relation to
investment (input).
Total volume of production in one year.

Process designed to improve quality control.
Diagram showing the stages in a process.

System of calculating the number of staff
required for a project.

Using the high standards of competitor
organizations as a comparison to improve
quality.

Way to improve punctuality among
workers by paying them more.

Control system to ensure that materials are
received and deliveries made at exactly the
right moment to eliminate storage and
waste in production processes.

Integration of information systems and
equipment in manufacturing to ensure
quality products.

Using computers to design world-class
products.

Computer software to assist in designing
products, making small changes and
product testing.

Computer design centre for advertising
new high-tech products.

Total automation of a production facility
by controlling everything with a computer.
Matching orders to production.
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50 Human Resources

A The words below relate to the functions of human resource
management. Complete the spaces in the table.

NOUN: THING NOUN: PERSON VERB
analysis analyst

appraiser/_appraisee appraise
compensation —

developer

femployee employ

interviewer/

recruiter

trainet/
plan
selection selector

B Complete each two-word phrase in the sentences below with an
appropriate word from the box.

appraisal caresr celling harassment in-serviee-
opportunities redundancies retirement reward _ rotation
sharing simulation structured vacant

1. Training given to employees, often by an external provider, is
called in-service training.

2 An interview process where interviewers ask set questions in a
fixed order is called a interview.

3 If two people agree to work part time on the same job, dividing
the job between them, this is called job-

10

11

12

13

14

SECTION 7°

An interview or training situation which uses a model of a real
situation is called a work i

An interview, usually carried out at regular intervals of perhaps six
or twelve months, to discuss an employee’s career progress and
achievement of certain targets, is called a performance

Where a particular post in an organization is held for a set period
~ for example a year - by one person and then given to another
person, this is called job

Different ways of paying ot compensating employees for their

work and performance are called systems.

Unwanted attention in the workplace of a sexual nature, often
verbal, physical or psychological, is called sexual

A policy of ensuring that all employees or prospective employees,
e.g. job applicants, are treated fairly, without any regaid to
gender, race, colour, religion, sexual orientation, age or beliefs, is
called an equal policy. '

A possible plan showing an individual’s job development or
changing responsibilities in a company over time is called a
path,

The tendency for women to rise to a certain level in a company
hierarchy - and then to find that further promotion is blocked by
male prejudice or tradition (often the same thing) - is sometimes
described as encountering a glass

Pages in newspapets, magazines or on websites offering
employment possibilities are called situations
columns.

Stopping work before the usual age for a pension is called taking
early

If a company dismisses workers who do not want to lose their
jobs, this is called making compulsory
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51 The control process

Complete the dizlogue below with suitable words from the box.

action alterations communication caonstant feedback
flowchart goals goal-satting measure monitoring
. objectives outcomes performance Process gatting

Student: So, we've looked at different areas of management control.
How actually does a manager carry out the control function
in his or her job?

Trainer:  Good question! Well, control is a (1) process

Student: Of course.

Trainer: Management is dynamic, change is a constant. So control is

also a (2) . Management control is a process
of (3) and (4) organizational
activities to meet organizational (5) | . This
process involves constant (6) at all levels, so

2 is very important.

to illustrate

Student: [s it possible to construct a (8)
the process?

Trainer:  Yes, | think we can. First we have the desired (9)
These are part of agreed (10) . The manager
then establishes (11) plans, and ways to
monitor (12)

Student: And so we (13) performance.

Trainer:  Correct. And the next step?

Student: We compare performance with targets and make any
necessary (14) . We may also change aspects

of the work.

Trainer:  Yes. We can complete a loop here, through feedback. This
informs future action and (15)

SECTION 77

THE CONTROL PROCESS —

Established desired outcomes / Agree goals I

Action plans I

Monitor performancé I

Measure performance/outcomes I

Compare outcomes with targets I

Amend agreed targets / Altér methods/process I

New goal-setting / Communication I

See-also: _Test 42 Management By Cbjectives
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2 Management

abbreviations

What do the following abbreviations stand for?

SME Small and Medium-sized Enterprises

BCG

MEBO

MBWA

TOM

QUEST

ROI

SBU

SWOT

CAD

CAM

DSs

HR

IT

JIT

MRP

FMS

BEP

CEO

OB

Decide which of the above is concerned with:

The culture and practices within a company or
organization.

The volume of production required before there is
any profit,

The boss in a large company or organization.
Total automation of a production process.

Working out what is required, and when, from suppliers.

SECTION 773

0B |

10

11
12
13

14

15

16

17

18

19

20

p Notice the pronuncuatuon of the names of the foilowmg letters (vowels):

SECTION 7

Ensuring there is no waste through storage of
components or finished products.

Everything to do with personnel.

A motif for ensuring quality in everything the company
does.

A management approach based on goal-setting,
monitoring results and making necessary changes.

A specialist firm that created a tool to help analyse the
success of individual products and product areas.

Everything to do with hardware and software.
Businesses employing fewer than 200 people.

A method of analysing the profitability of a company
or activity.

An individual cost centre in terms of its contribution to
the wider company activities, perhaps based around one
product or group of related products.

A combination of tools, both in software and in other
forms, to help managers in deciston-making.

A key management function described by Peters and
Waterman (1982} which involves going around and
looking, listening and thinking about what is going on.

A tool for planning marketing that involves examining
factors inside and outside the business or organization.

Computer software used in manufacturing industries
to help product design.

Computer software to help with operations management

in manufacturing.

A management approach based on quality in all aspects
of company activity from sourcing, dealing with suppliers,
treatment of employees, relations with customers,
product design, manufacture and delivery, after-sales
service and relations with the community.

— A fei/ asiripay
- Efivasinme .
1 Javasinmy
O /av/ as inowe
- U fju/ as inyou




Financial control
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Company Chairmean Fred
Hopeful says:

“With the current high
currepcy valuation, the
decline in tourism and
rocketing oil prices, and
the general economic
decline, we expect to
break even by about 2093
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',nunnlun
T THD I

Financial control depends on doing the right thing at the right time. Financial |
control also depends on analysis of various key indicators. Match the words in

the box to the correct definition (1-7).

R IR o SRR T L e D T

} break-even point budgstary control efficiency leverage

: liquidity ~ profitabiliy  return on investment (ROI)
Ratio of cost to benefit. profitability

Total income =+ total investment = measure of profitability.

Measure of how well a business can meet its short-term cash needs.

Ratio of total debt to total assets.

Ratio of amount of sales to total cost.

“8  Volume of sales needed to cover costs and begin to produce profit.

7+ System to ensure that financial targets are met.

i
g -efficiency - il
U profit, profitabify. - profitatie

secTioN 78

'~ Research and

Development (R&D)

It is very important to carry out research before entering a new market, or
developing new products. Choose the correct definitions for each term. In
some cases, more than cne definition is corract.

1 Marketing research Studies to find information that will

2  Research

3 Development

4  Primary research

5  Desk research

inform marketing policy.
Studies of consumers and customers.

@ Research to find out where to sell
products.

a) Studies to find out what a company
should do.

b) The same as Research and Development.

¢) A report on research.

a) Increased sales for a product.

b) Selling into export markets.

c) Work on creating a product for a target
market.

a) The first research a company does on

a particular problem.
b) Original research carried out by a company.
¢) Information sold by specialist agencies.

a) Research which is based on published
material, internet, etc,

b) Studies into the cost of office equipment,

¢) Study of a new market or location

~ without actually visiting.

©SECTION 7.




&  Secondary research  a)

b)

C)

7 Field research a)

b)

c)

8  Market research a)

P

" fakes place before a product is made and lauﬂched In this phase researeh |

b)

SECTION 7§

Research that is out of date.

Studies which are available to the
public from government or specialist
agencies, perhaps free, perhaps at a cost.
Poor-quality research.

This is also known as fieldwork.
Physical activity of visiting a location
to find out information through person-

-to-person interviews.

Reading published material.

Studies to find out about consumers.
Studies to find out strengths and
weaknesses of products.

Studies to find out what consumers
think of different companies.

Developrnent is not the same as- researc:h although the terms are often
‘used together in'the phrase research and. development (R&DY), Reseerch

A __j_oelncndes with ‘development. ‘Later, further research gy inclicate changes to
" an establrshed sucoessful pmduct In.this case, the product may be S
' developed Buer many years, with |nnovations (s} keep up to date thh

- :'-techmcal 1mprover_nents and changln_g customer rieeds. -

' : o 'SECTI_ON-B
55 International
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organizations
What do these abbreviations stand for?

NAFTA North American Free Trade Agreement

OPEC

EU

NATO

WTO

WHO

ASEAN

IMF

ECB

FDA

OECD

MNCs

FIFA

The companias below are all MNCs (multinational corporations). What
o their initials stand for?

oM  General Motors

IBM

CNN

NEC
JAL
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marketing

Companies which want to expand into international markets need to consider
many factors. Match each of the factors (1-12) to an appropriate explanation (&-1).

Factors for consideration Meaning

A

10

11

12

Location and a-  Skills, training and flexibility of
distance workforce,
Political context b  Transportation, roads,
telecommunications, public services.
Labour costs ¢ Investment needed for land, property,
_energy (light, heating, fuel).
Infrastructure ‘d  Typical business practices, security,
' commercial expectations.
Distribution e  Way of life, public and private
channels differences in language, religion,
values and expectations.
Labour factors ‘£ Cost of living, inflation, interest rates,
taxes, growth, financial stability.
Economic | g Stability, system of government,
environmernt democracy, human rights.
Salaries and wages for local staff.

Business culture \ h

National culture ‘i Geographical position in relation to

home base,
Legislative i Birth rate, life expectancy, literacy,
environment average level of education.

Socio-cultural factors k. Systems for selling goods and services.

Laws, trade regulations, membership
of international groups.

Fixed costs 1

. Gompames enter lnternatlonal markets to increase thenr tumover and
vfr prof ts. Large muitmatlonal compames from developed countries: may
. ]ocate Operanons in developing colntries because |abour is cheaper o
They may also set up-in dther developed countries because they want to”
' ‘_be closer to new markets and to reduce distribution costs
s See alse: Test 6 Marketing '

Bureaucracy

frontiers

A business that wants to set up an operation In ancther colintry has to
doa llot of research and planning. Read the e-mail below from s0meone
who is planning 1o set up an office to sell products in & new marke:
Gomplete the gaps (1-32) in the e-mall with suitable words. |

There are five sections in the e-mail below. Label sach section (1-5)
with one of the terms in the box.

T . S

Gultwre-  Financial issues Marketing Property

&

Save  Add Attaohments Signature Contants

e ..'43 Priority :| Nofmal . 0

Ksith Hauchen, Export hitiatives Project Manager

1

Culture |

As we are going to work in a foreign country it is important to

learn the (1) | _ g — _ _ . Just as important, we must learn
aboutthe 2)c_ t differences. Also, it would be useful
to have some 3)¢c_n___ . people who know the country.

We also need to know about travel and (4) trans

(10)a_th_r_ - One of these is the (11) t _ _ office.
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58 Globalization e

3 A definition of globalization:
Research is necessary on possible government (12) g_ _ntsto ; .
s | ) e -T2= A condition mark i ; ;
new businesses. There might be (13) t _ _ incentives for setting Jffecting frade ed by_ deereasmg .s.;eograph]cal constraints
up new activities. We must learn about the (1)1 _g_ i . g 1 ) Camezunzcanon, security, aid, investment, industrial and
framework. There might be import or export (asyd_t___ . rcial ownership, wealth generation and environmental awareness.’
Our business also needs local (16} b_ _k_ __ facilmes _ _
bank (17)a_c__n__andforeign (18) c_rr____ Services. Whicn words from the definition above do you associate with each of the
4 factors below?
Alotof (18) m ar r _ _ _is required. 1 multinational cor i : .
———————————— porations trade, industrial :
We have to know about the (20) c _m p ______ n, and ownership. i and commerecial
just as importantly, the possible (21) ¢ _st __ __ . . ship. investment, wealth generation
We want to know how to (22) p_ _m o _ _ our business and
how to market the company, We wonder if (23)d __ __t 2 Internet
selling is best, orif we need touse (24)a _e_1t . and local
(25)d_ _tx_ Ig _____ . We have to set up a 3 air transportation
sales (26) n _ _ W _ _ _ . Naturally, we need local
(7)r_pre___ _______ i 4 defence and military alliances
5 ‘ 5 loans to devel
' ] i ns to developin tri
The question here is do we (28) b__,(29r___or T # ping countries
(30)1 _ _ s e? We should contact local (31) est_ _ _ agents. 3 6
. . ] lobal i
Of course the business will need telephone and i & _ warming
(32) ¢_ _ _ _ _ _I connections immediately. ] 7
] transnational companies
s = e = = —}\% 8 WTO
9  NATO
10 NAFTA
1 yN

p The werd resedroh is onlly used in the singular. Note the verb phrases:

to do research, to carry out research to undertake research - 12
tourism

~ and the noun or noun. phraees
research research costs, reésearch and development {R&D).
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a . | . SECTION 8.
59 Cultural issues

The fact that tha 20° terrns in the ||st are reiated toso many aspects of |
globa!uzat;en Is an md:catuon of how lmportant giobahzatmn has become i

our lives.

13 information technology A Below are sixtesn different cultural vaiues. Match 1-8 to the contrasting
phrase in a—h.
14 share ownership 1 individualist culture a  egalitarian culture
15 global capitalism 2 consensus-minded culture b~ high-context culture
” _ 3 deferential culture C  specialist and technocratic
16  franchise operations management
37 AIDS 4  high job-mobility .- d soft, customer-focused
5  low-context culture e  low job-mobility
18 populatlo-n growt 6 loyalty to the company f. group-oriented culture
19 Microsoft 7 broad-based managerial skilis g loyalty to oneself
o 8  hard, corporate values h  competitive culture
20 US Supreme Court
' B Complete the sentences below with a phrase from part A.
1 A culture where people work collaboratively and co-operatively
and do not try to stand out from the group, and where
Cormmmunity interests are rnuch more important than personal
ambition isa_ group-oriented culture
2 A culture where managers pay a great deal of respect to their
seniots or their elders, and where subordinates show respect and
humility towards managers, is a
3 A culture where typically people stay in the same job for many
years, probably living near their family home, has
Globalization reaches the remotest paris. )

In a culture where managets typically have a wide range of
abilities and are not necessarily specialists, it is important to have




5 A corporate culture where there is the view that the company

exists to serve Customers, and that the customer is king, can be

describedas ___

8 A culture where little attention is paid to relationship-building,

where business is the priority, is a .

7 Where employees represent and defend their company, and
respect and identify with its values, there is strong

__4_——,———*—————‘_—_——.

8 A culture where everyone is trying to increase a range of personal
. benefits, including their own status and identity within the

group, is a

......

L gulon o e

k.
N\ 4 y
%3 s N
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T

TED

) [FR3 . }’»‘
‘Come on! This company has a ‘competitive, go-getting can-do culture’

p See also: Test 21 Cultural variance

00 Giobal

 SECTION 8

issues and

the future

This test is the result of a brainstorm on developments in the next fifty vears.
Metch each of the predictions (1—11) with evidence for it {a—k).

1

Less use of oil as main
source of energy.

More leisure time.

Breakup of

multinational comparnies.

Revolution in house
design.

A world currency.

Frequent space travel.

More genuine free trade
around the world.

More respect for the
environment.

New transportation
methods.

A fairer world.

Massive advances in
medical science,

a

The US dollar takes over completely
under the World Bank.

A stronger and fairer World Trade
Organization.

More use of solar power.

More use of gene therapy and
less disease.

An end to the gap in wealth
between rich and poor countries.

People working fewer hours.

Fewer global companies, more
small and regional businesses.

Solar-powered capsules on
monorails.

Holidays on the moon.

New kinds of domestic architecture.

An end to waste in production
and consumption.



Answers

Test 1

le 2g 3a 4] 5b

6c 7h 8d 9k 10 f

111 12i

Test 2 _
PLANNING ORGANIZING
identifying needs | putting systems
setting objectives in place

deciding strategy
identifying change
taking on new staff

managing resouirces
time management

LEADING
cormmunicating with
staff
team-building
supervision
motivation
empowering staff
to take decisions

CONTROLLING

comparing results
with targets

monitoring quality
standards

Test 3

1 Managers are responsible for ‘the
process of planning, organizing,
leading and contrelling the efforts

of organization

members and of

using all organizational resources to
achieve stated organizational goals’,

3 ‘(Management is) the process of
optimizing human, material and
financial contributions for the
achievement of organizational

goals’.
4 A modern view

of management,

expressed by Sir Roland Smith, is
that "Management should be based

on innovation,

risk’.

marketing and

5 ‘All managers may be involved
with the operational aspects of
management but as they are
promoted and develop, their role
becomes increasingly one of
planning, innovation and

leadership’.

6 Management is ‘the process of
assembling and using resources —
human, financial and material,
and information — in a goal-
directed manner to accomplish
tasks in an organization’.

Test 4

1 emotionally strong
mental skills
good communicator
technically skilled
flexible
social skills
creative
leadership
sensitive to others
knowledgeable

O L N W

10

Test 5
la
5a

Test 6
A 1 Selling things that don’t come
back to people who do.

2 Evervthing a company does to
influence demand for its products
and services.

3 Promoting and selling goods and
services.

4b
8b

3a
7 a

2b
6a

B 1 Product
2 Price
3 Place
4 Promotion
5 People
6 Process
7 Physical evidence

Test 7
1 False
2 TFalse
3 True

4 True
5 True
6 False

Test 8 .
1 Just-In-Time

2 Corporate downsizing
3 Empowerment
4 Teamworking
5 Re-engineering
6 Total Quality Management
7 Outsourcing
8 Learning organizations
Test 9
A 1 True S5 True

2 True 6 False

3 False 7 False

4 False 8 True
B
Theory X Theory Y
work is a necessity | communication
direction participation
traditional co-operation
orders creativity
control moden
security work is natural
Test 10

Autgcratic leadership

directive v hierarchical « traditional «
Democratic leadership

group-oriented v team-based v

communicative v

Laissez-faire leadership
open v co-gperative v creative #

Charismatic

personality-driven v goal-oriented v

inspirational v

Test 11

1 innovators
2 producers
3 mentors

Test 12
Al1b

Do W

d
a
e
C

4 mmonitors
5 controller
6 leader

ANSWERS

B 1 methods

2 options

3 mediator

4 communications skills

5 leader
Test 13
A 1 drives 4 behaves

2 reach 5 willingness

3 outcomes 6 effort

B Level 1 Physiological needs
Level 2 Safety needs
Level 3 Social needs
Level 4 Esteem needs
Level 5 Self-actualization

Test 14
1 win
2 common
3 agreement
4 demands

Test 15

A 1 objectives

definitions

leader, teams

costs, budget

tender

proposals

negotiate

contracts

plan, schedule

support

monitor

results

objectives / 1 aims
definitions / b terms
leader / d co-ordinator
teams / i groups

costs / n expenses
budget / o financial plan
tender / f offers
proposals / g submissions
negotiate / a discuss
contracts / j agreements
plan /c organize
schedule / e set time targets
support / k assistance
monitor / h check
results / m outcomes

5 concessions
6 Fighter

7 Creative

8 Winflose

o
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Test 1

1 Bw
2 Ex

Test 1
A1l

~1 O L e W

=l ==]

Test

e o b=

S W~

—_

6
3 Az 5 Dv
4 Cy

7

Values (C)
Having a clear structure (O}
Beliefs (C) :
Formal sources of authority {O)
Assumptions and attitudes (@]
Norms (C)
Objectives/Common
purpose (C)
Relationship between
centre/periphery (O)
Shared experience {C}
The system ()

: How is organizational culture

created? What is it?

. Organizational culture is a set of

basic assumptions or what
peopie think, in a company or
organization.

« S0 it’s based on common values?
. That’s right. Everyone learns

these over time They learn the
way of doing things, the norms.

: And everyone agrees that they

are right?

: Generally, yes.
. And where do they come from?
: From shared experience. From

history, tradition and common
beliefs.

. And new employees usually learn

the same things? They learn the
system.

- Exactly. Everyone learns the

same organizational culture,

18

traditional

flat

closed

informal

Tules, regulations
market

top-down

flexible, departments
Creativity

systems, people

3
4
s
e}

rcrwao:a
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~
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glo ke == C 3«

uniforms

language

magazine
sponsorship

heroes

awards, ceremonies
stories, myths
symbols

0o~ Oh Lk W o

Test 20

dimensions
pawer distance
subordinates
uncertainty avoidance
threat
Individualism
collective
masculinity
femininity

10 Assertiveness

11 competitiveness
12 masculine

13 environment

Test 21
lc 2i 3h 4d
6] 78 Sa 91

W oo~ kW

Te
A

oo e b = 0
anmoe 0 R

Se
_10b

organizational -

groups

influence/ status/ controi
control/ influence

lase

looking

compromise

status / influence

Test 23
1 g 5

[N, N O ST G

{or possibly h)
(or possibly f)

[P o]
[ B

Test 24

1 (h) Competition factors

(a) International environment
() Domestic environment

(g) Government/legal factors
(b) Technological environment
(e) Environmental pressures

() Consumer needs/wants

(d) Industry environment

Test 25
A 1 False
2 False
3 True
4 True
B Higher profits
¢ Quality-based competition
Few competitors
Difficult market to enter
Few new players in the market
Few substitutes
Many customers
Many suppliers
Fragmented customers
Lower profits
Price-based competition
Many competitors
Easy market tc entet

o BN i T S FU RN (6]

5 True
6 False
7 True

Many substitutes
Few customers
Few suppliers
United customers

Many new playvers in the market

i

ANSWERS ..

Test 26

-
DD OO~ Oh n Lo Ry

g£H
fE
dl
hC
iD
iF
c)
b A
e b
aG

Test 27

[ R R R N B

L E
L, ENV
L E
L
CC, L
cC
ENV, L
G, L

child labour

air pollution
working conditions
fraud

food standards
reliability

soil contamination
safety standards

PEE>PD
DRI OEO®

Test 28
1 A product testing

2

3

B CP

A safety mask for a welder

B H&S

A safety cap on a cleaning agent
B CP

A ergonomics

B H&S

A vivisection

B CP

A ait-conditioning

B H&S

A warning notice on a paint tin
B CP/H&S

A protective clothing

B H&S

Test 29

1

advertising

2 impulse

[N SN s T RN

testing
vivisection
whistle
opportunities
confidential
gifts
hospitality
promotion



Test
1c
6d

30
2e
7i

4b
91

3a

8 j 10 h

Test 31

1
6h

4d
91

3a
Be

58
10¢c

21
7b

Test 32

- SN S

predict
A55E58

set

plan
implement
monitor
measure

8 reward

Test 33

1

2
3
4

5
6
7
8
9
0

1

innovation
invention
inventor
patent
development
market
diffusion
range
integration
decline

Test 34

O 00 O L N

10
11
12
13
14
15

training manager
retraining
qualification
graduate
curriculum vitae (CV)
research

skills audit
training budget
human resgurces
seminar

staff development
lecture

frainer

trainee

in-service training

Test 35

1b
Sc

4f
8a

2h
6e

38
7d

Test 36

A 1 discussion
2 teleconferencing
3 quality citcles
4 voice-mail
5 jnternal mail/memos
6 post
7 intranet
8§ extranet
B Written/printed communication
' memos
notice-board
company Teports
newsletters
post
internal mail

Speech communication
face-to-face
departmental meeting
formal presentations
quality circles

Machine communication
e-mail .
fax

internet

voice-mail

infranet

telephone

extranet

video-tape
teleconferencing

Test 37
Stage I .
Planning and preparation

Stage 11

Relationship building between
negotiating parties

Stage 111

Information exchange

Stage IV
Persuasion attempts

Stage V
Concessions or compromise and
agreement

3
ks

tiasct s

Test 38
1 strategic plan
planning
objectives
tactical plan
operational plan
6 interim plan
7 provisional plan
8 business plan
9 action plan
10 budget
11 contingency plan

(SR SR L

Test 39

OO~ LA R W e

ANS W‘E:BS“"_' -

Test 41

Contact client :
Obtain contract specifications
Submit bid

Receive feedback

Revise bid

Submit revised bid

Final approval or rejection
Complete bid review

Expo Marketing Consultants
SWOT Analysis for GUBU (Toys) Ltd

Strengths
1 Reliable and committed workforce

2 Use of wood - seen as ‘good for
the environment’

3 Beautiful handmade toys

Weaknesses

3 High labour costs

4 Location - far from population
centres / far from new markets

6 Poor communications systems /
limited techniological skills

8 Lack of IT training in staff

Opportunities
7 Internet as potential marketing
tool / e-<commerce
17 Potentially strong demand in
Germany and Scandinavia
13 Selling by new channels,
e.g. mail order

Threats
9 Declining interest in domestic

markets for traditional toys

11 Competition in Germany and

Scandinavia / Baltic countries

12 Increased competition from mail

order companies

Test 40
2 Marketing plan
2.1 Products and services
2,2 Promotion and selling
2.3 Market
2.4 Competition
3 Financial plan
3.1 Start-up costs
3.2 Profit and loss forecast
3.3 Break-even point
4 People and Action plan
Location
Appendices

o

Test 42

—

DO G0 N O O s N e

management
goals
strategy
management
staff
Ownership
performance
review
evaluation
feedback




Test 43

O 0o~ O Lh e W

10

reliability, durability

customer needs

improvement

culture

strategic planning

competitive advantage

statistical data

suppliets

skills, training

participation, collaboration, teams

Test 44

g0 =1 O L R Lu DG

mission statement

corporate objectives

market research

audit of external environment
analysis of resources
marketing plan

strategic plan

action plan

Test 45

1
2

-~ Sy W

True

False. Normally strategic
management involves a Tot of
communication and feedback, so
subordinates have an important
role. However, top management
have the main responsibility.
True

False. Future needs are also
considered, SO NéW resources may
be obtained from investment.
True

True

False. The strategic plan is part of
strategic management.

False. Strategic management isa
rfiecessary process in order to
achieve the objectives of the
corporate strategy.

 ANSWERS

Tost 46

1
2

3
4

5
6

7
8
9
10

True

False. It may be, but not
necessarily.

True

False, They lose money and
usually die.

False. They generate a lot of
income for relatively low
investment.

False. Stars have high market share
and high potential.

True

True

True

True

Test 47

A

o

> g

TR T TS Tt SR i1

1 Executive
Director
Finance
Human
Company
Middle
Department
Manager
Junior

Area

Officers

Teams
hijerarchical
traditional structure
functional
manufacturing
large enterprise
complex

48
information technology
data processing
artificial intelligence
electronic funds transfer
electronic data interchange
information system security
end user

[ =
H[\)"—‘O\QGD\JO\CH)FWN
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CANSWERS

Test 49
la 2b 3a 4 b 5a
6b 7a 8b 9a 10b
11 12b 13a 14a 15a
Test 50

A NOUN: THING

analysis, appraisal, compensation,
Fievelopment, employment,
mtenilew, plan, recruitment,
selection, training

NOUN: PERSON

analysi, appraiser/appraisee

none, developer, employer/
employee, interviewer/ interviewee
planner, recruiter selector, ,
trainer/{rainee

VERB

analyse, appraise, compensate,
develpp, employ, interview, plan,
recruit, select, train

Test 51

S~ LR W N e

Nalie BRI N A SE R

10
11
12
13
14

in-service training
structured interview
job-sharing

work simulation
petformance appraisal
job rotation

reward systems

sexual harassment
equal opportunities
career path

glass ceiling

situations vacant

early retirement
compulsory redundancies

process

constant

setting
monitoring
objectives / goals
feedback
communication
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Test 57 7t ional ; I
bt Test 54 . ransnational companies » industrial
g gﬁxomes 1 a, band ¢ are all possible A 1 language and commercial owncrship, trade,
10 goals/objectives 2 a 2 cultural investrent
11 action 3 ¢ 3 contacts 8 WTO > trade, industrial and commercial
12 performance 4 b 4 transportation ownership, wealth generation, investment
13 measure 5 aandc S bureaucracy 9 NATO > security
14 alterations 6b ? vxsi; 10 NAFTAﬁtmde, industrial and B
15 goalsetting 7 aandb ) residence fommerc.zai ownership, wealth generation, -
8 a, b and c are all possible. 8 health investment
Test 52 . _ 55 9 medical 11 UN » everything
A 1 Small and Medium-sized 195t1 NAFTA North American Free 10 authorities 12 twourism > comrrunication, trade, wealth
Enterprise 11 tax generation
. i
ton Consulting Grou Trade Agreemen - 13 inf -
g I?/?;nagement By Cg)bjectiilfes 2 OPEC Organization of ig tg;)z:nts 'Cr;n?;;lzzzgot:cg;:o% ot
4 Management By Walking About I;etmlfl.lm Exporting 14 legal industrial and commercial owners;zip,
Total Quality Management ountries ; ith ,
2 Qoualit% in g’ery Sir%gle Task 3 EU European Union ;}2 gutllf's 14 ;V:fre oiiii;?}?im > trade, investinent,
Onl tment 4 NATO North Atlantic Treaty anking : . p ie, ut,
7 Returnl n TLves it Organization 17 accounts Industrial and commercial ownership,
8 Strategic Bl\l/?niss UrtlelS s UN Urited Nations 18 currency wealth generation
9 Strengths,. VEARIESSES, d Trade 19 market research 15 global capitalism > #rade, weaith
Opportunities, Threats 6 WIO World Tra on, i ; ;
" Cpp T Aided Design Organization 20 competition generanc.»_n,i mvesrme:.at, industrial and
) ot Alded Manuacturing 7 WHO  World Health 21 customers | el ownersip,
12 Decision Support Systems Organization 22 promote ivest tl? iestri ’ .
13 Human Resggxces & ASEAN Association of South 23 direct inves n;]e.n, in Iu;mal and‘ commercial
14 Information Technology East Asian Nations 24 agents 17 ZTS:Ti ;iv;jgrfqe:ff;mnm ;
15 just-In-Time 9 IMF  International Monetary 25 distributors 18 oot ) awareress
16 Materials Requirement Planning 10 ECB IE:,UI:gpean Central Bank %? g?i?;ﬁtatives Ewirenesznazgjow > envionmental
i turing System U i cati
1; ?ﬁ;ﬁfvﬁggg i 11 FDA  (American) Food and 28 buy 19 ?;;i:)t:;}it>;m‘de, com@?mtcanm;,‘
19 Chief Executive Officer Drug Administration 29 rent wealth ;eni::an;onmmeraa i
ot iour 12 QFECD Organization of 30 lease ,
, LSIrial arl
> BEP 12 SME and ]?EV?IOPmem _ 32 computer compmercial ownership, wealth generation
3 CEQO 13 ROI 13 MNCs Multinational B 1 Culture . : )
4 FMS 14 SBU Corporgtions 2 Bureaueracy .Thc a1swers glven-are suggested answers. The
5 MRP 15 DsS 14 FIFA Federation of 3 Financial issues list could be longer in some cases.
tional Football 4 Marketi
6 TIT 16 MBWA Internati arketing Test 59
7 {{R 17 SWOT Associations 5 Property Alf 3 a 5b 7 ¢
8 QUEST 18 CAD B 1 GM General Motors T . 2 h 4 e 6 g 8 d
9 MBO 19 CAM 2 18M Intelligent Business 9151 58 . B 1 group-oriented culture
10 BCG 20 TOM Machines multinational corporations > trade, 2 deferential culture
. 3 CNN (able News Network industrial and commercial ownership, 3 low job-mobility
Test 53 4 NEC Nippon Flectric Company wealth generation, investment. 4 broad-based managerial skills
1 profitability 5 JAL Japan Air Lines 2 Internet > communication, trade 5 soft, customer-focused
2 return on investment (ROL) _ ' 3 air transportation > communication, 6 low-context culture
3 liguidit Test 56 trade
iquidity . h 4D : - 7 loyalty to the compan
1i 2 g 3 4 defence and milit 1 Y
g lgf\fr.er‘age 5k 6 a 7§ 8 d : " mdlitary alliances > 8 competitive culture
efficiency . secuiri
6 break-even point 9 e 10 1 1] 12 ¢ S leans to developing countries > aid, Test 60
7 budgetary control trade, investment 1c 4 7 b 10 e
6 global warming > environmental 2 f 5 a 8 k 1 d
awareness, trade, wealth generation 3 g 6 i 9 h




Word list

The numbers refer to Tests, not pages.

action 32, 38
action plan 51
administrative 47
advertising 29
advertising standards 30
advice 23

agents 57

agreement 37

aid 58

AIDS 38

alliances 23

animal rights 27, 28, 29
appendices 40

appraisal 50

artificial intelligence 48
assertiveness 20

assess 32

assets 30, 53
Association of South East Asian

Nations (ASEAN) 55

assumptions 17
attitudes 17

audit 44

authority 17
automation 31

bank accounts 57

banking facilities 57
behaviour 7

beliefs 17

bench-marking 35, 49

bid 41

Boston Consulting Group (BCG) 46, 52
Boston Matrix 46

break-even point (BEP) 32, 53
budget 135, 38

budgetary control 53
bureaucracy 57

business culture 56

business management 38
business plan 38, 40

capacity planning 49
career path 50

cartel 26

cash cow 46

cash needs 33

ceremonies 19

change 2, 31, 35, 51

change agents 35, 37

change and communication 36
checking 32

Chief Executive Officer (CEO) 1, 52
clothing 28

collective responsibility 11
commercial ownership 58
communicating 2
communication 32, 33, 36, 51, 58
communication channels 18
company law 30

company magazine 19
comparing 2

compensation 50

competition 24, 25, 31, 57
competitive advantage 43
competitive culture 59
competitiveness 20

Computer Aided Design (CAD) 45, 52

. Computet Aided Manufacturing

(CAM) 52 _
Computer Integrated Manufacturing
(CIM) 49
computers 36, 48
concession 37
confidential information 29
conflict 12
conflict management 12
consensus-minded culture 39
consumer needs 31, 43
consumer protection 28
consumers 24, 27
contacts 57
contingency plan 38
contingency theory 5
contract 15
control 32
controller 47
control process 51
conitrolling 2, 3, 7, 32
corporate downsizing 8
corporate strategy 44, 45

corporate values 59
corruption 26
cost-to-benefit ratio 53
costs 53

cultural differences 57
cultural issues 59

cultural values 59

cultural variance 20
culture 7, 17, 20, 21, 57, 59
curzency 60

cutriculurmn vitae (CV) 34
customer-focused 59
customer needs 44
Customer Service Manager 1
customers 27, 57

dangerous goods 30

data analysis 35

data processing 48

data protection 26

debt 53

decision-making 48

Decision Support Systems (DSS) 52
defence and military alliances 58
deferential culture 59
definitions (of management) 3
delegate 16

demand &

demographic change 31
demography 24

design capacity 49

desk research 54

developing countries 56, 58
direct selling 57
discrimination 26

distribution 56

distributors 57

Drucker, Peter 42
durability 43

ecology 31

economic environment 56

effective capacity 49

efficiency 53

egalitarian culture 59

electronic data interchange (EDI) 48
electronic data transfer (EDT) 36
electronic funds transfer (EFT} 36, 48
e-mail 36

o ST WORDLIST H

employ 50

emplovees 27

employment 50

empower 2

empowerment 8

energy resources 60
environment 24, 27, 30, 31, 60
envirenmental awareness 58
environments 24

equal opportunities 23, 29, 30, 50
ergonomics 28

estate agents 57

ethics 23, 24, 26, 29

European Central Bank (ECB) 55
European Union (EU} 55
evaluation 15, 32, 42

Exports Manager 1

external environment 44

face-to-face communication 36

fax 36

feedback 51

field research 54

finance 49

Finance Director 1

financial control 53

financial environment 31

financial issues 57

financial plan 40

financial resources 3

fixed costs 56

flat organizational structure 47
Flexible Manufacturing System (FMS) 52
flowchart 49, 51

Food and Drug Administration (FDA) 55
foreign currency services 57

Four Ps 6

franchise operations 58

free trade 60

Gantt chart 41
gender politics 23
gene therapy 60
gifts 29

glass ceiling 50
global capitalism 58
global issues 60
global warming 58
globalization 24, 58



goal-setting 51

goals 13, 32, 42, 44, 45, 51
government 24
government grants 57
grapevine 36

group dynamics 9
group-oriented culture 59

hands-on management 7
harassment 50

Hawthorne studies 5

health and safety 28

health and social security 57
heroes 19

hierarchical organizations 9
hierarchical structure 47
hierarchy 7
high/low-context culture 59
Hofstede 20
home-shopping 36
hospitality 29

human resources 34, 49, 50
Human Resources (HR) 52
Human Resources Director 1

impact of change 35
implementation 32

import or exportt duties 57
impulse displays 29

income 53

individualism 20

individualist culture 59

industrial ownership 58

industry 25

informal communication 36
information and data handling 48
information exchange 37
information system security 48
information systems 48
[nformation Systems Director 1
Information Technology (IT) 48, 52, 58
infrastructure 36

innovation 3, 33

in-service training 34

intranet 12

interim plan 38

international management 55
international marketing 56, 57
International Monetary Fund (IMF) 55

WORD LIST

international organizations 53
Internet 12, 36, 38

interview 50

investment 58

job mobility 59
job-sharing 50

job titles 1
Just-In-Time {JIT) 8, 52

labour 27

labour costs 56

labour factors 56
language 19, 57

law 27

layout 49

jeadership 9, 10, 11
leading 2, 3, 7

learning organizations 8
lease 57

legal environment 24
legal framework 57
legislation 30, 31, 56
leisure 31, 60

leverage 53

liquidity 53

local authorities 57
location 49, 56, 57
logistics 49

loyalty (to company) 39

Machiavelli 3

Management By Objectives (MBO)
42,52

Management By Walking Around
(MBWA) 8, 52

management control 47, 51

management functions 2

management organization 47

management philosophy 43

management style 7

management theory 8

manager (characteristics of) 4

managing change 32

Managing Director 1

market 18

market research 44, 54, 57

market share 46

marketeers 6

marketing 6, 44, 57

Marketing Director 1

marketing plan 6, 40

marketing research 54

markets 24

Marx & Engels 5

Maslow 5, 13

Matetials Requirement Planning
(MRP) 49, 52
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