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laissez-faire, 235
participative, 235
styles, 234–236

leading
defined, 220
empowerment of employees, 236
enabling employees, 236

lean manufacturing, 303–304
ledger, 493
legal environment, 12
legal requirements, 81, 370–373
legislation. See laws and regulations
legislative branch, 592
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intermittent process, 299
materials requirement planning

(MRP), 300–301
operations management. See

operations management
process manufacturing, 299
process planning, 298–299
services, 286
trends, 24

margin call, 570
market. See also business-to-business

(B2B) market
consumer. See consumer market
defined, 414
price, 39, 457

market segmentation
behavioural segmentation, 427
consumer market, in, 427–429
defined, 427
demographic segmentation, 427
geographic segmentation, 427
individual marketing, 429
levels, 427–428
niche marketing, 429
one-to-one marketing, 429
psychographic segmentation, 427
relationship marketing, 429–430
segment marketing, 429
target marketing, 427

marketing
boards, 111–112
career prospects in, 438
competitive benchmarking, 437
concept, 415
concept era, 414–415
consumer products, 449
customer relationship management

(CRM), 415, 438
defined, 414
direct, 465
environmental scanning, 424–425
ethics, importance of, 415–416
event, 475
goal, 436–437
history, 414–415
individual, 429
industrial products, 450–451
intermediaries, need for, 459–463
internet, 16
market orientation era, 415
mass, 429
multilevel, 481–482
niche, 429
nonprofit organizations, 415
one-to-one, 429
process, 416
production era, 414
relationship, 429–430
sales era, 414
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segment, 429
stakeholder, 437
target, 427
test, 418
utility. See utility

marketing intermediaries
brokers, 459
defined, 459
exchange efficiency, 460–461
retailer, 459
wholesaler, 459

marketing management
distribution, 420
pricing, 419–420
product design, 418–419
promotion, 420

marketing mix
defined, 416
place. See distribution; place
price. See pricing
product. See product
promotion. See promotion

marketing research
analysis, 422–423
data collection, 421–423
defined, 420
focus group, 422
personal interviews, 421
primary data, 421
problem definition, 421
process, 421–423
public relations (PR), 472
secondary data, 421
solution selection, 423

Maslow’s hierarchy of needs, 319–320
mass customization, 304–305
mass marketing, 429
mass production, 251, 301
materials requirement planning 

(MRP), 300–301
matrix organizations, 264–265
maturity date, 537
mediation, 389, 394–395
mentors, 358
mercantilism, 82
merchandise trade, 66
mergers, 168
Mexico, 87–88
microeconomics, 35
micropreneur, 191–193
middle management, 227
middlemen, 420
minimum wage, 371, 384
misleading advertising, 599
mission statement, 221
mixed economies, 36, 44–46

Canada, in, 98
monetary policy, 108–109, 557, 558
money, 555
money management, 562
money supply, 556

controlling, 557
global exchange, 557
inflation, 557
recession, 557

monopolistic competition, 40
monopoly, 40
Montreal Exchange, 565
mortgages, 560
motion economy, principle of, 317
motivation

extrinsic reward, 316
future of, 331–335

importance of, 316–317
intrinsic reward, 316
job enlargement, 324
job enrichment, 322–324
job rotation, 324
job simplification, 322–324
Maslow’s hierarchy of needs, 319–320
open communication, 329–331
social benefits, 366
theories. See managerial theories

motivators, 321
Motor Vehicle Safety Act, 599
multilevel marketing, 481–482
multinational companies (MNC), 77
municipalities, 105
mutual fund, 572

N

national debt, 106
National Policy, 99
national security, 102
natural resources, 9
needs, 319–320
negligence, 594
negotiable instruments, 596
negotiated labour-management

agreement, 391
net income, 500
net loss, 500
net sales, 502
network computing system, 586
networking, 267, 358
new product

penetration price strategy, 456
pricing, 456
skimming price strategy, 456

niche marketing, 429
non-agricultural market access, 84
non-profit organizations, 7
nonbanks, 552
nonprice competition, 458
nonprofit corporation, 166, 415
nonresident corporation, 166
nonstore retailing, 464–465
nontariff barriers, 83
North American Free Trade Agreement

(NAFTA), 85, 87–88, 112, 382, 391
not-for-profit accounting, 492
notes payable, 499

O

objectives, 222
observations, 421
odd lots, 572
OECD, 84
off-the-job training, 356
offer, 597
oligopoly, 40
on-the-job training, 356
one-to-one marketing, 429
online training, 356–357
Ontario Securities Commission, 565, 570
open communication, 329–331
open shop, 392
operating budget, 526
operating expenses, 502
operational planning, 224–225
operations, 285, 503
operations management

control procedures, 306
defined, 285

facility layout, 289–291
facility location, 286–289
functions, 286–296
Gantt chart, 306
Internet and, 290
manufacturing sector, 298–301
planning, 286
production techniques. See

production techniques
quality control, 291–296
service sector, 296–298
supply chain management, 296

organization chart, 226–227, 250
organization models

cross-functional teams, 265–266
line and staff organizations, 263
line organizations, 262–263
matrix organizations, 264–265

Organization of Petroleum Exporting
Countries (OPEC), 85

organization structures. See also
organizational design

centralized authority, 255
core competency, 225
decentralized authority, 255
departmentalization, 259–262
flat, 258–259
span of control, 256–258
tall, 258–259
trade unions, 400–401

organizational design. See also
organization structures

bureaucracy, 253
bureaucratic organizations, 225–260
centralization, 252
changing, 250
division of labour, 250
Fayol’s principles of organization,

251–253
hierarchy, 253
historical development, 251–253
restructuring and, 270
structure of, 250

organizing
defined, 220
manager shortage, 231
managing diversity, 231
middle management, 227
organization chart, 226–227
restructuring, 230–231
staffing, 230–231
stakeholder-oriented organization,

229–230
supervisory management, 227
top management, 227

other assets, 498
outlet store, 463
outsourcing, 268–269, 296, 365, 369, 418

quality control, 295
overnight rate, 558
owners’ equity, 499

P

packaging
changes, 451
functions, 451–452
Universal Product Codes (UPCs), 451

parent company, 76
participative leadership/management,

228, 235
partner’s equity, 499
partnership, 154, 157–160
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advantages, 158
disadvantages, 158–160

partnership agreement, 160
patent, 498, 595
pay systems, 361
penetration price strategy, 456
penny stocks, 569
pension funds, 553
perfect competition, 40
performance, 361
performance appraisal, 358–359
personal digital assistants (PDAs), 585
personal finances, 562
personal information managers 

(PIMs), 585
Personal Information Protection and

Electronic Documents Act, 423
personal selling

B2B market, 433
defined, 470
process, 470–472

personal service corporation, 166
picketing, 397
place utility, 461
planning

contingency, 225
defined, 220
goals, 222
mission statement, 221
operational, 224–225
operations management, 286
strategic, 222–223
SWOT analysis, 222
tactical, 223–224
vision, 221

planning commissions, 594
plant closings, 382
pledging, 533
PMI, 226
population trends, 20–21
possession utility, 461
precedents, 593
preemptive right, 542
preferred creditors, 601
preferred stocks, 542
price leadership, 455
price pooling, 41
prices, 38
pricing

additional strategies, 456
appropriate, 419–420
break-even analysis, 455
competition-based, 455
competitive, 453–458
cost-based, 454
demand-based, 455
economies of scale, 456
everyday low, 456
high-low pricing strategy, 457
image, 454
loss leader, 454
market forces and, 457–458
market share, 454
new products, 456
objectives, 453–456
penetration price strategy, 456
penetration strategy, 456
psychological, 457
return on investment, 454
skimming price strategy, 456
strategies, 456–457
target costing, 455
total fixed costs, 455–456

variable costs, 456
primary data, 421
primary markets, 565
prime rate, 538, 558
principal, 537
principle of motion economy, 317
Principles of Scientific Management

(Taylor), 317
privacy issues, 590–591
private accountants, 490
private corporation, 161–162
privatization, 100–101, 169
probationary periods, 354
problem solving, 226
process manufacturing, 299
process planning, 298–301
producer co-ops, 177
producers’ cartels, 85
product

convenience, 449–450
defined, 418
design, 418–419
development. See product

development
differentiation, 449
green, 437
industrial, 450–451
line, 448
mix, 448
promotion, 467
shopping, 450
specialty, 450
unsought, 450

product development
brand management. See brand

management
branding. See branding
packaging, 451–452
product differentiation, 449
product line, 448
product mix, 448
small business, 449
value, 446
value package, 447

product differentiation, 449
product liability, 594
product life cycle, 434–436
product manager, 453
production, 284
production era, 414
production management, 285
production techniques

competing in time, 305
computer-aided design (CAD), 305
computer-aided manufacturing

(CAM), 305
computer-integrated manufacturing

(CIM), 305
flexible manufacturing, 303
Internet purchasing, 302–303
just-in-time (JIT) inventory control,

301–302
lean manufacturing, 303–304
mass customization, 304–305
mass production, 301

productivity, 15, 47–49, 317–318
human resource management, 346
service sector, 297

products
profit, 4, 174
promissory note, 532, 535
promotion

advertising. See advertising

integrated marketing
communication (IMC), 468

Internet, 468–469
marketing mix, 420
personal selling, 470–472
public relations, 472–474
sales, 474–476
technological advances, 476

promotion mix, 467
promotion mix management

promotional strategies, 476–477
pull strategy, 476–477
push strategy, 476

promotion of employees, 369
promotional strategies, 476–477
proprietor’s equity, 499
prospectus, 565
protectionism. See trade protectionism
protective tariff, 83
prototypes, 418
provincial regulations, 105
provincial sales taxes, 105
psychographic segmentation, 427
psychological pricing, 457
public accountants, 490
public corporation, 161
public domain software, 587
public relations (PR)

defined, 472
marketing research, 472
publicity, 473–474

Public Service Integrity Office, 135
publicity, 473–474
pull strategy, 476–477
purchasing, 302–303
push strategy, 476

Q

quality
control, 291–296
service sector, 296–298

quality function deployment, 293
quality of life, 49
questionnaire, 421
quick ratio, 510

R

Rand formula, 392
ratio analysis, 506, 508

See also financial ratios
raw materials price index (RMPI), 52
real time, 267
reassignment of employees, 369
recession, 53

See also economic recession
money supply, 557

recovery, 53
recruiting, 230
recruitment, 350–351
regulation, 12, 13

See also laws and regulations
corporations, 165–166
financial services industry, 552, 553
franchise, 714
securities industry, 565

regulatory differences, 81
regulatory environment, 12
reinforcement theory, 328
relationship marketing, 429–430
religion, 78
replacement workers, 398, 400
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reporting requirements, 166
research and development, 116, 282
restructuring, 19

continuous improvement (CI), 271
core competency, 225
defined, 225
empowerment, 270
organizational design and, 270
organizing, 230–231
outsourcing, 268–269
process, 271–272
reengineering, 271
total quality management 

(TQM), 271
retail cooperatives, 466
retail distribution strategy, 463
retailers, defined, 459
retailing

carts, 464
direct marketing, 465
direct selling, 465
e-tailing, 463
kiosks, 464
nonstore, 464–465
telemarketing, 464
vending machines, 464

retained earnings, 500
retirement, 370
retraining, 382
return on investment (ROI), 13, 511

pricing, 454
return on sales (ROS), 511
revenue, 5, 500
revenue accounts, 501
revenue tariff, 83
reverse discrimination, 372
reverse royalties, 176
revolving credit arrangement, 534
reward and punishment, 328
rightsizing, 218
rising value of dollar, 80, 557
risk, 4, 5
risk/return trade-off, 537
robber barons, 218
robot, 304
round lots, 572
Royal Commission Report 

(Romanow), 102
royalty, 72, 174

S

S&P/TSE Composite Index, 570
Sale of Goods Act, 596, 599
sales, 501

business-to-business, 3
sales era, 414
sales promotion

defined, 474
event marketing, 475
sampling, 475
virtual trade shows, 475

sampling, 475
scabs, 398
scientific management, 317
secondary data, 421
secondary market, 566
secured creditors, 601
secured loan, 533
securities commission, 565
securities dealer, 564
securities industry, 564–565

function, 565

regulation, 565
security, 565
segment marketing, 429
selection of employees, 351–354
selective distribution, 463
self-managed teams, 228, 265–266, 331
sequential delivery, 301
service economy, 283–284
service sector

defined, 25
employment in, 25
interactivity, 298
manufacturing sector, relationship

between, and, 24–25
operations management, 296–298
outsourcing, 25
productivity, 297
trends, 25

service utility, 461
services, 25

development, 446
seven D’s of decision making, 225
shareholder’s equity, 499
shareholders, 559
shareware, 587
shop stewards, 393
shopping products, 450
short-term financing, 531
short-term forecast, 524
short-term loans, 84
sin taxes, 600
single parents, 22
single-desk selling, 41
sinking fund, 538
six sigma standard, 291–295
skimming price strategy, 456
skunkworks, 194
small business. See also

entrepreneur
accounting, 495
business ownership, form of, 198
business plan, 204–205, 207
customers, 208
defined, 197
diversification, 199
dynamic sector, 199
employees, 208
entrepreneurship, 186
failure, causes of, 200–201
finance, 522
financial ratios, 506
funding, 205–208
home-based businesses, 191
importance of, 198
importance of, in Canadian

economy, 186
international aspects, 210
market, 208
operation of, 201–202
personal considerations, 203
product development, 449
purchase of, 203–204
reasons, 187–188
records, 209
recruitment, 351
sectors, 199
start-up, 196–199, 202–204
web-based, 191–193, 211

social audit, 143–144
social environment, 20
social responsibility. See corporate

social responsibility
socialism, 42

benefits of, 43
negative consequences, 43

socialist societies, 42
societal differences, 78–79
societal marketing orientation, 415
software

copying, 579
freeware, 587
public domain, 587
shareware, 587

sole proprietorship, 154, 155–157
span of control, 256–258
speciality products, 450
specialty store, 463
specific performance, 597
stability issues, 591
staff personnel, 263
staffing, 230–231
stagflation, 52
stakeholder marketing, 437
stakeholder-oriented organization,

229–230
stakeholders, 5, 143–144, 266
standard of living, 49
statement of changes in financial

position, 503
statistical process control, 291
statistical quality control, 291
statutory law, 593
stock exchange, 565
stock indexes, 570
stock splits, 572
stockbroker, 566
stockholder’s equity, 499
stocks, 565

advantages, 541–542
buying on margin, 570–571
capital, 539
common, 542
cumulative preferred, 542–543
defined, 539
disadvantages, 542
dividends, 541
equity financing, 539
investing, 569–570
investing in, 569
limit order, 570
market order, 570
penny, 569
preferred, 542
stock certificate, 541
terminology, 541

strategic alliance, 75
strategic planning, 222–223

human resource management, 349
strict product liability, 594
strikes

essential services, 400
injunction, 398
legal requirements, 396–397
legislating back to work, 400
picketing, 397
replacement workers, 398, 400
restrictions, 400
rotating, 397
scabs, 398
strikebreakers, 398

subsidiaries, 76
supercentre, 463
supermarket, 463
supervisory management, 227
supply, 38
supply chain, 296, 466
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supply chain management, 296, 466
supply management, 112
surplus, 108
surplus cash, 540
survey, 421
SWOT analysis, 222

T

tactical planning, 223–224
Taft-Hartley Act, 399
takeover, 77
tall organization structures, 258–259
target costing, 455
target marketing, 427
tax accounting, 492
tax credit, 600
taxation

companies, of, 164
corporations, 164
fiscal policy, and, 105
goods and services tax (GST), 105
provincial sales taxes, 105

taxes, 600
taxes payable, 499
teams

cross-functional, 265–266
employee compensation, 361–363
open communication, 329–331
permanent, 265–266
self-managed, 265–266, 331

technical skills, 228, 230
technological advances, 476
technological constraints, 82
technology, 15–18

management, 230
telecommuting, 367
teleimmersion, 585
telemarketing, 464
telework, 367
temporary staffing, 354–355
term deposit, 560
term-loan agreement, 536
termination of employees, 369
test marketing, 418
Textile Labelling Act, 599
Theory X management, 325
Theory Y management, 325–326
thin-client networks, 586
time utility, 461
time-motion studies, 317–318
top management, 227
Toronto Stock Exchange, 565
tort, 594
total fixed costs, 455–456
total product offer, 447
total quality management (TQM), 271,

291–296
trade and global markets, 68–70
trade credit, 532
trade deficit, 67
trade protectionism

backfiring of, 83
consequences of, 83
embargos, 83
import quota, 82
interprovincial, 104
marketing boards, and, 112
nontariff barriers, 83

trade unions, 356
See also labour-management

relations
agency shop, 392

arbitration, 395
beginnings of unionism, 384–385
check-off clause, 392
closed shop, 392
collective bargaining process,

389–392
current issues, 401–402
grievance procedure, 393–394
history of, 384–385
mediation, 394–395
open shop, 392
organization structure, 400–401
public support battles, 397
Rand formula, 392
strikes. See strikes
tactics, 397
union shop, 392
unionization rates, 401
wage discrimination, 401–402

Trade Unions Act, 13
trademark, 72, 452, 595
trademarks, 498
training and development

apprentice programs, 356
defined, 355
employee orientation, 355–356
job simulation, 357
management development, 357–358
mentors, 358
networking, 358
off-the-job training, 356
on-the-job training, 356
online training, 356–357
vestibule training, 357

transaction costs, 17
transactional marketing, 431
transnational companies (TNC), 77
transparency, 267
transportation modes, 467
trends

careers, 25
customer-driven companies, 17
employee empowerment, 19
jobs, 25
manufacturing sector, 24
population, 20–21
quality, 18–19
service sector, 25

trial balance, 494
trust company, 552
turnover rate, 370
two income families, 21

U

under-developed countries, 64
unemployment

economic recession, 51
rate, 50–51
reasons for, 51

unemployment rate, 33, 47
Uniform Evaluation, 489
union. See also labour-management

relations; trade unions
criticisms of, 383
ethics, 400
future of, 400–401
need for, 382
size, 385–387
structure, 385–387

union density, 387
union security clause, 391
union shop, 392

United States, influence on Canada, 46
Universal Product Code (UPC), 17, 451
unlimited liability, 156
unsecured bonds, 538
unsecured creditors, 601
unsecured loan, 533
unsought products, 450
utility

defined, 461
form, 461
information, 461
place, 461
possession, 461
service, 461
time, 461

V

value package, 447
values, 221, 231–232, 446
variable costs, 456
venture capital, 540
venture capitalists, 205
vertical merger, 168
very-high-speed backbone network

service, 585
vestibule training, 357
virtual corporation, 268
virtual office, 367
virtual private network (VPN), 584
virtualization, 580
virus, 590
vision, 221, 231–232, 346
voluntary bankruptcy, 600
voluntary departure, 369

W

wage discrimination, 401–402
warehouse club, 463
warranties, 596
wealth, creation of, 8
Wealth of Nations (Smith), 35
Weights and Measures Act, 599
welfare and deficit, 107
whistleblowers, 133–135
wholesale sponsored chains, 466
wholesaler, 459
Winnipeg General Strike, 385
wireless fidelity, 585
wireless information appliances, 585
women

employee compensation, 361
employment equity, 371–372
entrepreneurs, 189–191
wage discrimination, 401–402

workload management systems, 37
World Bank, 85
World Trade Organization (WTO), 

83, 112
World War II, 334
wrongful-discharge suits, 369

Y

Young Entrepreneur Award, 97, 114

Z

zoning boards, 594
zoning requirements, 105
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