Glossary
360-degree performance appraisal 
A performance appraisal by peers, subordinates, superiors and sometimes clients who are in a position to evaluate a manager’s performance. 

A 

accommodative approach 

Companies and their managers behave legally and ethically and try to balance the interests of different stakeholders as the need arises. 

achievement orientation 

A worldview that values assertiveness, performance, success and competition. 

adaptive culture 
Socially transmitted behaviour patterns, beliefs and artefacts that change or adapt according to the changing environment. 

administrative decision-making model 

An approach to decision making that explains why it is inherently uncertain and risky, and why managers usually make satisfactory rather than optimum, decisions. 

administrative management 

The study of how to create an organisational structure that leads to high efﬁciency and effectiveness. 

agreeableness 

The tendency to get along well with other people. 

Alderfer’s ERG theory 

The theory that three universal needs – existence, relatedness and growth – constitute a hierarchy of needs and motivate behaviour. Alderfer proposed that needs at more than one level can be motivational at the same time. 

ambiguous information 

Information that can be interpreted in multiple and often conﬂicting ways. 

applications software 

Software designed for a speciﬁc task or use. 

arbitrator 

A third-party negotiator who can impose what he or she thinks is a fair solution to a conﬂict by which both parties are obligated to abide. 

artiﬁcial intelligence 

Behaviour performed by a machine that, if performed by a human being, would be called ‘intelligent’. 

attitude 

A collection of feelings and beliefs. 

attraction–selection–attrition (ASA) framework 

A model that explains how personality may inﬂuence organisational culture. 

authority 

The power to hold people accountable for their actions and to make decisions concerning the use of organisational resources. 
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B2B marketplace 

An Internet based trading platform set up to connect buyers and sellers in an industry. 

barriers to entry 
Factors that make it difﬁcult and costly for an organisation to enter a particular task environment or industry. 

behaviour control 

The perception of how behaviour is controlled by either internal or external forces (theory of planned behaviour, Ajzen 1991). 

behavioural management 

The study of how managers should behave to motivate employees and encourage them to perform at high levels and be committed to the achievement of organisational goals. Mary Parker Follett, an early management thinker advocated that ‘Authority should go with knowledge... whether it is up the line or down’. 

benchmarking 

The process of comparing one company’s performance on speciﬁc dimensions with the performance of other, high performing organisations. 

bias 
The systematic tendency to use information about others in ways that result in inaccurate perceptions. 

‘bottom-up change’ 

A gradual or evolutionary approach to change in which managers at all levels work together to develop a detailed plan for change. 

boundary spanning 

Interacting with individuals and groups outside the organisation to obtain valuable information from the environment. 

boundaryless organisation 

An organisation whose members are linked by computers, faxes, computer-aided design (CAD) systems and video teleconferencing and who rarely, if ever, see one another face to face. 

bounded rationality

Cognitive limitations that constrain one’s ability to interpret, process and act on information. 

brainstorming 

A problem-solving technique that involves creating a list that includes a wide variety of related ideas. 

brand loyalty 

Customers’ preference for the products of organisations currently existing in the task environment. 

bureaucracy 

A formal system of organisation and administration designed to ensure efﬁciency and effectiveness. 

bureaucratic control 
Control of behaviour by means of a comprehensive system of rules and standard operating procedures. 

business-level plan 

Divisional managers’ decisions pertaining to divisions’ long-term goals, overall strategy and structure. 

business-level strategy 

A plan that indicates how a division intends to compete against its rivals in an industry. 

business-to-business (B2B) commerce 

Trade that takes place between companies using IT and the Internet to link and co-ordinate the value chains of different companies. 

business-to-business (B2B) network 

A group of organisations that join together and use IT to link themselves to potential global suppliers to increase efﬁciency and effectiveness. 

business-to-customer (B2C) commerce 

Business transactions directly from a manufacturer or service provider to the customer via the use of the Internet. 
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cafeteria-style beneﬁt plan 

A plan from which employees can choose the beneﬁts that they want. 

centralisation 

The concentration of authority at the senior of the managerial hierarchy. 

CEO 
Chief executive ofﬁcer. 

CFO 
Chief ﬁnancial ofﬁcer. 

charismatic leader 
An enthusiastic, self-conﬁdent leader who is able to clearly communicate his or her vision of how good things could be. 

clan control 
The control exerted on individuals and groups in an organisation by shared values, norms, standards of behaviour and expectations. 

classical decision-making model 

A prescriptive approach to decision making based on the assumption that the decision maker can identify and evaluate all possible alternatives and their consequences and rationally choose the most appropriate course of action. 

closed system 
A system that is self-contained and thus not affected by changes occurring in its external environment. 

coercive power 
The ability of a manager to punish others. 

cognitive bias 
Preference or inclination towards thinking, reasoning and judging through knowledge. 

collective bargaining 
Negotiations between labour unions and managers to resolve conﬂicts and disputes about issues such as working hours, wages, beneﬁts, working conditions and job security. 

collectivism 
A worldview that values subordination of the individual to the goals of the group and adherence to the principle that people should be judged by their contribution to the group. 

command group 
A group composed of subordinates who report to the same supervisor; also called department or unit. 

communication 
The sharing of information between two or more individuals or groups to reach a common understanding. 

communication networks 
The pathways along which information ﬂows in groups and teams and throughout the organisation. 

community 
A group of people either living in the same locality and/or a collection of people sharing common interests. 

competencies 
The speciﬁc set of skills, abilities and experiences that allows one manager to perform at a higher level than another in a particular setting. 

competitive advantage 
The ability of one organisation to outperform other organisations because it produces desired goods or services more efﬁciently and effectively than they do. 

competitors 
Organisations that produce goods and services that are similar to a particular organisation’s goods and services. 

conceptual skills 
The ability to analyse and diagnose a situation and to distinguish between cause and effect. 

conceptual tools 
A structured, model-based way of proceeding to improve the problem-solving or decision-making process. In any given context, conceptual tools achieve this by providing thought structures, action steps and representation formats to facilitate convergent (analytical) or divergent (creative) thinking. 

concurrent control 
Control that gives managers immediate feedback on how efﬁciently inputs are being transformed into outputs so that managers can correct problems as they arise. 

concurrent engineering 
The simultaneous design of the product and of the process for manufacturing the product. 

conscientiousness The tendency to be careful, scrupulous and persevering. 

consideration 
Behaviour indicating that a manager trusts, respects and cares 

about subordinates.

contingency theory 
The idea that the organisational structures and control systems managers choose depend on – are contingent on – characteristics of the external environment in which the organisation operates. 

continuous-process technology 

Technology that is almost totally mechanised and is based on the use of automated machines working in sequence and controlled through computers from a central monitoring station. 

contract book 
A written agreement that details product development factors such as responsibilities, resource commitments, budgets, time lines and development milestones. 

control systems 
Formal target setting, monitoring, evaluation and feedback systems that provide managers with information about how well the organisation’s strategy and structure are working. 

controlling 
Evaluating how well an organisation is achieving its goals and taking action to maintain or improve performance; one of the four principal functions of management. 

COO 
Chief operations ofﬁcer. 

core members 
The members of a team who bear primary responsibility for the success of a project and who stay with a project from inception to completion. 

corporate-level plan 
Senior management’s decisions pertaining to the organisation’s mission, overall strategy and structure. 

corporate-level strategy 

A plan that indicates in which industries and national markets an organisation intends to compete.

corporate social responsibility 

An ethical position describing a company’s obligation to be sensitive to the needs of everyone in its business operations and its environment. 

cost–beneﬁt analysis 
Weighing up what a new system will cost, i.e. time out, training, loss of production, for example, versus the ultimate beneﬁts to production and the organisation, proﬁts, people etc. 

creativity 
A decision maker’s ability to discover original and novel ideas that lead to feasible alternative courses of action. 

cross-functional team 
A group of managers brought together from different departments to perform organisational tasks. 

current ratio 
The arithmetic ratio of current assets to liabilities. 

customers 
Individuals and groups that buy the goods and services that an organisation produces. 
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data 
Raw, unsummarised and unanalysed facts. 

days sales outstanding (DSO)
Keeping track of an organisation’s outstanding money.

decision making 
The process by which managers respond to opportunities and threats by analysing options and making determinations about speciﬁc organisational goals and courses of action. 

decision support system 
An interactive computer-based management information system that managers can use to make non-routine decisions. 

decoding 
Interpreting and trying to make sense of a message. 

defensive approach 
Companies and their managers behave ethically to the degree that they stay within the law and abide strictly with legal requirements. 

Delphi technique 
A decision making technique in which group members do not meet face-to-face but respond in writing to questions posed by the group leader. 

demographic forces 
Outcomes of changes in, or changing attitudes toward, the characteristics of a population, such as age, gender, ethnic origin, race, sexual orientation and social class. 

department 
A group of people who work together and possess similar skills or use the same knowledge, tools or techniques to perform their jobs. 

development 
Building the knowledge and skills of organisational members so that they will be prepared to take on new responsibilities and challenges. 

developmental consideration 
Behaviour a leader engages in to support and encourage followers and help them develop and grow on the job. 

devil’s advocacy 
Critical analysis of a preferred alternative, made in response to challenges raised by a group member who, playing the role of devil’s advocate, defends unpopular or opposing alternatives for the sake of argument. 

dialectical inquiry 
Critical analysis of two preferred alternatives in order to ﬁnd an even better alternative for the organisation to adopt. 

differentiation strategy 
Distinguishing an organisation’s products from the products of competitors on dimensions such as product design, quality or after-sales service.

discipline 
Obedience, energy, application and other outward marks of respect for a superior’s authority. 

disseminator 
Someone who widely scatters or spreads ideas, beliefs, knowledge, etc. 

distributive justice 
A moral principle calling for the distribution of pay rises, promotions and other organisational resources to be based on meaningful contributions that individuals have made and not on personal characteristics over which they have no control. 

distributive negotiation 

Adversarial negotiation in which the parties in conﬂict compete to win the most resources while conceding as little as possible. 

distributors 
Organisations that help other organisations sell their goods or services to customers. 

disturbance handler 
Someone who is responsible for corrective action when the organisation faces unexpected threats or disturbances. 

diversiﬁcation 
Expanding operations into a new business or industry and producing new goods or services. 

diversity 
Differences among people in age, gender, race, ethnicity, religion, sexual orientation, socio-economic background and capabilities/disabilities. 

division 
A business unit that has its own set of managers and functions or departments and competes in a distinct industry. 

division of labour 
Splitting the work to be performed into particular tasks and assigning tasks to individual workers. 

divisional managers 
Managers who control the various divisions of an organisation. 

divisional structure 
An organisational structure composed of separate business units within which are the functions that work together to produce a speciﬁc product for a speciﬁc customer. 

DMAIC 
Deﬁne, measure, analyse, improve and control. Datadriven quality strategy to improve processes which is part of a Six Sigma approach to quality. 
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e-commerce 
Trade that takes place between companies, and between companies and individual customers, using IT and the Internet. 

economic forces 
Interest rates, inﬂation, unemployment, economic growth and other factors that affect the general health and well-being of a nation or the regional economy of an organisation. 

economies of scale 
Cost advantages associated with large operations. 

effectiveness 
A measure of the appropriateness of the goals an organisation is pursuing, and of the degree to which the organisation achieves those goals. 

efﬁciency 
A measure of how well or how productively resources are used to achieve a goal. 

EFQM model 
A non-prescriptive, practical quality model aiming to improve all aspects of an organisation in order to achieve excellence. 

emergent property 
Can appear when a number of simple entities or agents operate in an environment, forming more complex behaviours as a collective. 

emotional intelligence 
The ability to understand and manage one’s own moods and emotions, and the moods and emotions of other people. 

emotions 
Intense, relatively short-lived feelings. 

employee stock ownership plan (ESOP) 
A ﬁnancial instrument that entitles the bearer to buy shares of an organisation’s stock at a certain price during a certain period of time or under certain conditions. 

empowerment 
The expansion of employees’ knowledge, tasks and responsibilities. 

encoding Translating a message into understandable symbols or language. 

enterprise resource planning (ERP) systems 
Multi-module application software packages that co-ordinate the functional activities necessary to move products from the product design stage to the ﬁnal customer stage. 

entrepreneur 
An individual who notices opportunities and takes responsibility for mobilising the resources necessary to produce new and improved goods and services. 

entrepreneurship 
The mobilisation of resources to take advantage of an opportunity to provide customers with new or improved goods and services. 

entropy 
The tendency of a closed system to lose its ability to control itself, and thus to dissolve and disintegrate. 

equal employment opportunity 
The equal right of all citizens to the opportunity to obtain employment regardless of their gender, age, race, country of origin, religion or disabilities. 

equity 
The justice, impartiality and fairness to which all organisational members are entitled. 

equity theory 
A theory of motivation that focuses on people’s perceptions of the fairness of their work outcomes relative to their work inputs.

escalating commitment 
A source of cognitive bias resulting from the tendency to commit additional resources to a project even if evidence shows that the project is failing. 

esprit de corps 
Shared feelings of comradeship, enthusiasm or devotion to a common cause among members of a group.

ethical dilemma 
The quandary people ﬁnd themselves in when they have to decide if they should act in a way that might help another person or group, even though doing so might go against their own self-interest. 

ethics 
The inner-guiding moral principles, values and beliefs that people use to analyse or interpret a situation and then decide what is the ‘right’ or appropriate way to behave. 

ethics ombudsman 
A manager responsible for communicating and teaching ethical standards to all employees and monitoring their conformity to those standards. 

ethnicity 
The condition of belonging to a particular ethnic group. 

EU-25 
Refers to the number of member states of the European Union. 

executive support system 
A sophisticated version of a decision support system that is designed to meet the needs of senior managers. 

expectancy 
In expectancy theory, a perception about the extent to which effort results in a certain level of performance. 

expectancy theory 
The theory that motivation will be high when workers believe that high levels of effort lead to high performance and high performance leads to the attainment of desired outcomes.
expert power 
Power that is based on the special knowledge, skills and expertise that a leader possesses. 

expert system 
A management information system (MIS) that employs human knowledge, embedded in a computer, to solve problems that ordinarily require human expertise. 

exporting 
Making products at home and selling them abroad. 

external locus of control 
The tendency to locate responsibility for one’s fate in outside forces and to believe that one’s own behaviour has little impact on outcomes. 

extinction 
Curtailing the performance of dysfunctional behaviours by eliminating whatever is reinforcing them. 

extraversion 
The tendency to experience positive emotions and moods and to feel good about oneself and the rest of the world. 

extrinsically motivated behaviour 
Behaviour that is performed to acquire material or social rewards or to avoid punishment. 
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facilities layout 
The process of designing the machine–worker interface to increase operating system efﬁciency. 

feedback 
The return of information about the result of a process or activity; an evaluative response. 

feedback control 
Control that gives managers information about customers’ reactions to goods and services so that corrective action can be taken if necessary. 

feedback mechanisms 
Ways of maintaining a steady state (homeostasis) in systems and people. A feedback mechanism occurs when the level of one substance inﬂuences the level of another substance or activity of another system. 

feedforward control 
Control that allows managers to anticipate problems before they arise. 

Fiedler’s contingency model 

In this model, leadership is effective when the leader’s style is appropriate to the situation, as determined by three principal factors: leader–membership relationship, task structure and position power. 

ﬁgurehead 
A person who is given a position of nominal leadership but having no actual authority. 

ﬁltering 
Withholding part of a message because of the mistaken belief that the receiver does not need, or will not want, the information. 

ﬁnancial measures of performance 
Simple mechanisms of objectively explaining how a business or investment is doing. Often used because they are easily calculated and can be used to compare year-on-year results. 

ﬁrst-line manager 
A manager who is responsible for the daily supervision of nonmanagerial employees. 

ﬁve forces model 
A strategic framework developed by Michael Porter (1979) to determine the attractiveness of a market or the competitive advantage of a company. 

ﬂexible manufacturing 
The set of techniques that attempts to reduce the costs associated with an operating system. 

focused differentiation strategy 

Serving only one segment of the overall market and trying to be the most differentiated organisation serving that segment. 

focused low-cost strategy 
Serving only one segment of the overall market and being the lowestcost organisation serving that segment. 

folkways 
The routine social conventions of everyday life. 

Fordism 
The application of scientiﬁc management principles to workers’ jobs; installation of bespoke machines to manufacture standardised parts; and the introduction of making cars through a mechanised assembly line (e.g. mass production). 

formal appraisal 
An appraisal conducted at a set time during the year and based on performance dimensions and measures that were speciﬁed in advance. 

formal group 
A group that managers establish to achieve organisational goals. 

franchising 
Selling to a foreign organisation the rights to use a brand name and operating know-how in return for a lump-sum payment and a share of the proﬁts. 

free-trade doctrine 
The idea that if each country specialises in the production of the goods and services that it can produce most efﬁciently, this will make the best use of global resources. 

friendship group 
An informal group composed of employees who enjoy one another’s company and socialise with one another. 

function 
A unit or department in which people have the same skills or use the same resources to perform their jobs. 

functional-level plan 
Functional managers’ decisions pertaining to the goals that they propose to pursue to help the division attain its business-level goals. 

functional-level strategy 
A plan that indicates how a function intends to achieve its goals. 

functional managers 
Managers who supervise the various functions, such as manufacturing, accounting and sales, within a division. 

functional structure 
An organisational structure composed of all the departments that an organisation requires to produce its goods or services. 
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gatekeeping 
Deciding what information to allow into the organisation and what information to keep out. 

gender schemas
Preconceived beliefs or ideas about the nature of men and women, their traits, attitudes, behaviours and preferences. 

general environment 
The wide-ranging economic, technological, socio-cultural, demographic, political and legal and global forces that affect an organisation and its task environment.  

geographic structure 
An organisational structure in which each region of a country or area of the world is served by a self-contained division. 

glass ceiling 
A metaphor alluding to the invisible barriers that prevent minorities and women from being promoted to top corporate positions. 

global forces 
Outcomes of changes in international relationships, changes in nations’ economic, political and legal systems and changes in technology, such as falling trade barriers, the growth of representative democracies and reliable and instantaneous communication. 

global organisation 

An organisation that operates and competes in more than one country. 

global outsourcing 
The purchase of inputs from foreign suppliers or the production of inputs abroad to lower production costs and improve product quality or design. 

global strategy 
Selling the same standardised product and using the same basic marketing approach in each national market. 

goal-setting theory 
A theory that focuses on identifying the types of goals that are most effective in producing high levels of motivation and performance, and explaining why goals have these effects. 

grapevine 
An informal communication network along which unofﬁcial information ﬂows. 

gross proﬁt margin 
What remains from sales after a company pays out the cost of goods sold. To obtain gross proﬁt margin, divide gross proﬁt by sales. Gross proﬁt margin is expressed as a percentage. 

group 
Two or more people who interact with each other to accomplish certain goals or meet certain needs. 

group cohesiveness 
The degree to which members are attracted to or loyal to their group. 

group decision support system 
An executive support system that links senior managers so that they can function as a team. 

group norms 
Shared guidelines or rules for behaviour that most group members follow. 

group role 
A set of behaviours and tasks that a member of a group is expected to perform because of his or her position in the group. 

groupthink 
A pattern of faulty and biased decision making that occurs in groups whose members strive for agreement among themselves at the expense of accurately assessing information relevant to a decision.
groupware 
Computer software that enables members of groups and teams to share information with one another. 
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Hawthorne effect 
The ﬁnding that a manager’s behaviour or leadership approach can affect workers’ level of performance. 

Herzberg’s motivator–hygiene theory 
A need theory that distinguishes between motivator needs (related to the nature of the work itself) and hygiene needs (related to the physical and psychological context in which the work is performed) and proposes that motivator needs must be met for motivation and job satisfaction to be high. 

heuristics 
Rules of thumb that simplify decision making. 

hierarchy of authority 
An organisation’s chain of command, specifying the relative authority of each manager. 

horizontal integration 
When a company expands its business into products that are similar to its current offerings. 

hostile work environment sexual harassment 
Telling lewd jokes, displaying pornography, making sexually oriented remarks about someone’s personal appearance and other sex-related actions that make the work environment unpleasant.  

human relations movement 

Initiated by Carl Rogers and refers to those researchers of organizational development who study the behaviour of people in groups, in particular workplace groups. Examines the effects of social relations, motivation and employee satisfaction on factory productivity. 

human resource (HR) planning 

Activities that managers engage in to forecast their current and future needs for human resources (HR). 

human resources (HR) 
The ﬁeld of personnel recruitment and selection within a company. 

human resources management (HRM) 
Activities that managers engage in to attract and retain employees and to ensure that they perform at a high level and contribute to the accomplishment of organisational goals. 

human skills 
The ability to understand, alter, lead and control the behaviour of other individuals and groups. 

hybrid structure 
The structure of a large organisation that has many divisions and simultaneously uses many different organisational structures. 
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illusion of control 
A source of cognitive bias resulting from the tendency to over-estimate one’s own ability to control activities and events. 

importing 
Selling at home products that are made abroad. 

incomplete information 
Lacking an essential element or piece of data/knowledge. 

incremental product innovations 
Products that result from incremental technological changes. 

incremental technological change 
Change that reﬁnes existing technology and leads to gradual improvements or reﬁnements in products over time. 

individual ethics 
Personal standards and values that determine how people view their responsibilities to others, and how they should act in situations when their own self-interest is at stake. 

individualism 
A worldview that values individual freedom and self-expression and adherence to the principle that people should be judged by their individual achievements, rather than by their social background. 

inequity 
Lack of fairness. 

inert culture 
Behavioural patterns or beliefs that are static and do not change with the environment. 

informal appraisal 
An unscheduled appraisal of ongoing progress and areas for improvement. 

informal authority 
The degree of inﬂuence that managers may have that has no written formal deﬁnition. 

informal group 
A group that managers or non-managerial employees form to help achieve their own goals or meet their own needs. 

informal organisation 
The system of behavioural rules and norms that emerge in a group. 

information 
Data that are organised in a meaningful fashion. 

information distortion 
Changes in the meaning of a message as the message passes through a series of senders and receivers. 

information overload 
The potential for important information to be ignored or overlooked while tangential information receives attention. 

information richness 
The amount of information that a communication medium can carry and the extent to which the medium enables the sender and receiver to reach a common understanding. 

information system function 
Organisational function dealing with all the IT requirements of an organisation, including hardware, software, knowledge management systems, etc. 

information technology (IT) 
The set of methods or techniques for acquiring, organising, storing, manipulating and transmitting information.

initiating structure 
Behaviour that managers engage in to ensure that work gets done, subordinates perform their jobs acceptably and the organisation is efﬁcient and effective. 

initiative 
The ability to act on one’s own, without direction from a superior. 

input 
Anything a person contributes to his or her job or organisation. 

instrumental value 
A mode of conduct that an individual seeks to follow. 

instrumentality 
In expectancy theory, a perception about the extent to which performance results in the attainment of outcomes.

integrating mechanisms 

Organising tools that managers can use to increase communication and coordination among functions and divisions. 

integrating role 
To bring together different qualities/abilities into one role or towards a common goal. 

integrative bargaining 
Cooperative negotiation in which the parties in conﬂict work together to achieve a resolution that is good for them both. 

intellectual stimulation 

Behaviour a leader engages in to make followers be aware of problems and view these problems in new ways, consistent with the leader’s vision. 

interest group 
An informal group composed of employees seeking to achieve a common goal related to their membership in an organisation. 

internal locus of control 

The tendency to locate responsibility for one’s fate within oneself. 

Internet 
A global system of computer networks. 

intranet 
A companywide system of computer networks. 

intrapreneur 
A manager, scientist or researcher who works inside an existing organisation, notices opportunities for product improvements and is responsible for managing the product development process. 

intrinsically motivated behaviour 
Behaviour that is performed for its own sake. 

intuition 
Feelings, beliefs and hunches that come readily to mind, require little effort and information gathering and result in on-the-spot decisions. 

inventory 
The stock of raw materials, inputs and component parts that an organisation has on hand at a particular time. 

inventory turnover 
Equation that equals the cost of goods sold divided by the average inventory. 
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jargon 
Specialised language that members of an occupation, group or organisation develop to facilitate communication among themselves. 

job analysis 
Identifying the tasks, duties and responsibilities that make up a job and the knowledge, skills and abilities needed to perform it. 

job characteristics model 
Framework developed by Hackman and Oldham in the late 1970s for work redesign. The three stages are: core dimensions, psychological states and outcomes. 

job design 
The process by which managers decide how to divide tasks into speciﬁc jobs. 

job enlargement 
Increasing the number of different tasks in a given job by changing the division of labour. 

job enrichment 
Increasing the degree of responsibility a worker has over his or her job. 

job satisfaction 
The collection of feelings and beliefs that managers have about their current jobs. 

job simpliﬁcation 
The process of reducing the number of tasks that each worker performs. 

job specialisation 
The process by which a division of labour occurs as different workers specialise in different tasks over time. 

joint venture (JV) 
A strategic alliance among two or more companies that agree to jointly establish and share the ownership of a new business. 

just-in-time (JIT) inventory system 
A system in which parts or supplies arrive at an organisation when they are needed, not before. 

justice rule 
An ethical decision is a decision that distributes beneﬁts and harms among people and groups in a fair, equitable, or impartial way. 
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knowledge management 
The sharing and integrating of expertise within and between functions and divisions through real-time, interconnected IT. 

knowledge management system 
A company-speciﬁc virtual information system that allows workers to share their knowledge and expertise and ﬁnd others to help solve ongoing problems. 

L 

labour relations 
The activities that managers engage in to ensure that they have effective working relationships with the labour unions that represent their employees’ interests. 

lateral move 
A job change that entails no major changes in responsibility or authority levels. 

leader An individual who is able to exert inﬂuence over other people to help achieve group or organisational goals. 

leader–member relations 
The extent to which followers like, trust and are loyal to their leader, a determinant of how favourable a situation is for leading. 

leader substitutes model 
Where substitutes for a leader can come from characteristics of subordinates, the work context and/or worker empowerment, all of which reduce the need for a leader. 

leadership 
The process by which an individual exerts inﬂuence over other people and inspires, motivates and directs their activities to help achieve group or organisational goals. 

leadership substitute 
A characteristic of a subordinate or characteristic of a situation or context that acts in place of the inﬂuence of a leader and makes leadership unnecessary. 

leading 
Articulating a clear vision and energising and enabling organisational members so that they understand the part they play in achieving organisational goals; one of the four principal functions of management. 

lean manufacturing 
Elimination of any waste (time, materials, etc) during production process to reduce cost to a minimum. 

learning 
A relatively permanent change in knowledge or behaviour that results from practice or experience. 

learning organisation 
An organisation in which managers try to maximise the ability of individuals and groups to think and behave creatively and thus maximise the potential for organisational learning to take place. 

learning theories 
Theories that focus on increasing employee motivation and performance by linking the outcomes that employees receive to the performance of desired behaviours and the attainment of goals. 

legitimate power 
The authority that a manager has by virtue of his or her position in an organisation’s hierarchy. 

leverage ratio 
Measures the extent to which an organisation is using long-term debt to assess its long-term solvency. 

licensing 
Allowing a foreign organisation to take charge of manufacturing and distributing a product in its country or world region in return for a negotiated fee. 

line manager 
Someone in the direct line or chain of command who has formal authority over people and resources lower down. 

line of authority 
Usually represented by an organisation’s hierarchy, indicating who has power and responsibilities over others. 

linguistic style 
A person’s characteristic way of speaking. 

liquidity ratio 
Measures the extent to which a company can quickly liquidate assets to cover short-term liabilities. 

long-term orientation 
A worldview that values thrift and persistence in achieving goals. 
low-cost strategy 
Driving the organisation’s costs down below those of its rivals. 
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management 
The planning, organising, leading and controlling of human and other resources to achieve organisational goals efﬁciently and effectively. 

management by objectives (MBO) 
A goal-setting process in which a manager and each of his or her subordinates negotiates speciﬁc goals and objectives for the subordinate to achieve and then periodically evaluates the extent to which the subordinate is achieving those goals. 

management by wandering around 
A face-to-face communication technique in which a manager walks around a work area and talks informally with employees about issues and concerns. 

management information system (MIS) 
A speciﬁc form of IT that managers utilise to generate the speciﬁc, detailed information they need to perform their roles effectively. 

management science theory 
An approach to management that uses rigorous quantitative techniques to help managers make maximum use of organisational resources. 

managerial role 
The set of speciﬁc tasks that a manager is expected to perform because of the position he or she holds in an organisation. 

market structure 
An organisational structure in which each kind of customer is served by a self-contained division; also called customer structure. 

marketing/sales function 
Function of an organisation responsible for assessing markets, advertising and selling products/services. 

Maslow’s hierarchy of needs 
An arrangement of ﬁve basic needs that, according to Maslow, motivate behaviour. Maslow proposed that the lowest level of unmet needs is the prime motivator and that only one level of needs is motivational at a time. 

mass-production manufacturing 

Production of large amounts of standardised products at an assembly line. Originates from Fordism. 

mass-production technology 

Technology that is based on the use of automated machines that are programmed to perform the same operations over and over again. 

materials management function 

Function responsible for managing the inventory of the organisation.

matrix structure 
An organisational structure that simultaneously groups people and resources by function and by product. 

mechanistic structure 
An organisational structure in which authority is centralised, tasks and rules are clearly speciﬁed and employees are closely supervised. 

mediator 
A third-party negotiator who facilitates negotiations but has no authority to impose a solution. 

medium 
The pathway through which an encoded message is transmitted to a receiver. 

mentoring 
A process by which an experienced member of an organisation (the mentor) provides advice and guidance to a less experienced member (the protégé) and helps the less experienced member learn how to advance in the organisation and in his or her career. 

merit pay plan 
A compensation plan that bases pay on performance. 

message 
The information that a sender wants to share. 

middle manager 
A manager who supervises ﬁrst-line managers and is responsible for ﬁnding the best way to use resources to achieve organisational goals. 

minimum chain of command 

The number of managers within an organisation to perform all of its function. 

mission statement 
A broad declaration of an organisation’s purpose that identiﬁes the organisation’s products and customers and distinguishes it from its competitors. 

monitor 
Process of continuously collecting information on performance. 

mood 
A feeling or state of mind. 

moral rights rule 
An ethical decision is one that best maintains and protects the fundamental or inalienable rights and privileges of the people affected by it. 

mores 
Norms that are considered to be central to the functioning of society and to social life. 

motivation 
Psychological forces that determine the direction of a person’s behaviour in an organisation, a person’s level of effort and a person’s level of persistence. 

multi-domestic strategy 
Customising products and marketing strategies to speciﬁc national conditions. 

N 

national culture 
The set of values that a society considers important and the norms of behaviour that are approved or sanctioned in that society. 

need 
A requirement or necessity for survival and well-being. 

need for achievement 
The extent to which an individual has a strong desire to perform challenging tasks well and to meet personal standards for excellence. 

need for afﬁliation 
The extent to which an individual is concerned about establishing and maintaining good interpersonal relations, being liked and having other people get along with each other. 

need for power 
The extent to which an individual desires to control or inﬂuence others. 

need theories 
Theories of motivation that focus on what needs people are trying to satisfy at work, and what outcomes will satisfy those needs. 

needs assessment 
An assessment of which employees need training or development and what type of skills or knowledge they need to acquire. 

negative affectivity 
The tendency to experience negative emotions and moods, to feel distressed and to be critical of oneself and others. 

negative reinforcement 

Eliminating or removing undesired outcomes when people perform organisationally functional behaviours. 

negotiation 
A method of conﬂict resolution in which the two parties in conﬂict consider various alternative ways to allocate resources to each other in order to come up with a solution acceptable to them both. 

negotiator 
Person who assists the process where interested parties resolve disputes, agree upon courses of action, bargain for individual or collective advantage, and/or attempt to craft outcomes which serve their mutual interests. 

network structure 
A series of strategic alliances that an organisation creates with suppliers, manufacturers and/or distributors to produce and market a product. 

networking 
The exchange of information through a group or network of interlinked computers. 

new venture division 
An autonomous division that is given all the resources it needs to develop and market a new product. 

noise 
Anything that hampers any stage of the communication process. 

nominal group technique 

A decision-making technique in which group members write down ideas and solutions, read their suggestions to the whole group and discuss and then rank the alternatives. 

non-programmed decision making 
Non-routine decision making that occurs in response to unusual, unpredictable opportunities and threats. 

non-verbal communication 
The encoding of messages by means of facial expressions, body language and styles of dress. 

norms 
Informal rules of conduct for behaviours considered important by most members of a group or organisation. Unwritten rules and codes of conduct that prescribe how people should act in particular situations. 

nurturing orientation 

A worldview that values the quality of life, warm personal friendships and services and care for the weak. 

O 

objective appraisal 
An appraisal that is based on facts and is likely to be numerical. 

obstructionist approach 

Companies and their managers choose not to behave in a socially responsible way and behave unethically and illegally. 

occupational ethics 
Standards that govern how members of a profession, trade or craft should conduct themselves when performing work-related activities. 

on-the-job training 
Training that takes place in the work setting as employees perform their job tasks. 

open system 
A system that takes in resources from its external environment and converts them into goods and services that are then sent back to that environment for purchase by customers. 

open systems theory 
Advocates that every system interacts with its environment. 

openness to experience 
The tendency to be original, have broad interests, be open to a wide range of stimuli, be daring and take risks. 

operant conditioning theory 

The theory that people learn to perform behaviours that lead to desired consequences and learn not to perform behaviours that lead to undesired consequences. 

operating budget 
A budget that states how managers intend to use organisational resources to achieve organisational goals. 

operating system 
The different functional activities an organisation combines and uses to acquire inputs, convert inputs into outputs and dispose of the outputs. 

operating system software 

Software that tells computer hardware how to run. 

operations information system 

A management information system (MIS) that gathers, organises and summarises comprehensive data in a form that managers can use in their non-routine co-ordinating, controlling and decision making tasks. 

operations management 

Concerned with the production of goods and services and ensuring the effectiveness and efﬁciency of this process. 

optimum decision 
The most appropriate decision in the light of what managers believe to be the most desirable future consequences for the organisation. 

order 
The methodical arrangement of positions to provide the organisation with the greatest beneﬁt and to provide employees with career opportunities. 

organic structure 
An organisational structure in which authority is decentralised to middle and ﬁrst-line managers and tasks and roles are left ambiguous to encourage employees to co-operate and respond quickly to the unexpected. 

organisation change 
The movement of an organisation away from its present state and toward some desired future state to increase its efﬁciency and effectiveness. 

organisational architecture 

The organisational structure, control systems, culture and human resource management (HRM) systems that together determine how efﬁciently and effectively organisational resources are used. 

organisational behaviour 
The study of the factors that have an impact on how individuals and groups respond to and act in organisations. 

organisational behaviour modiﬁcation (OB MOD) 

The systematic application of operant conditioning techniques to promote the performance of organisationally functional behaviours and discourage the performance of dysfunctional behaviours. 

organisational citizenship behaviours (OCBs) 
Behaviours that are not required of organisational members but that contribute to and are necessary for organisational efﬁciency, effectiveness and gaining a competitive advantage.

organisational commitment 

The collection of feelings and beliefs that managers have about their organisation as a whole. 

organisational conﬂict 
The discord that arises when the goals, interests or values of different individuals or groups are incompatible and those individuals or groups block or thwart one another’s attempts to achieve their objectives. 

organisational culture 
The set of values, norms, standards of behaviour and common expectations that controls the ways in which individuals and groups in an organisation interact with one another and work to achieve organisational goals. 

organisational design 
The process by which managers make speciﬁc organising choices that result in a particular kind of organisational structure. 

organisational environment 
The set of forces and conditions that operate beyond an organisation’s boundaries but affect a manager’s ability to acquire and utilise resources. 

organisational ethics 
The guiding practices and beliefs through which a particular company and its managers view their responsibility toward their stakeholders. 

organisational goals 
The overall objectives and aims that an organisation tries to achieve. 

organisational hierarchy 
The structure of an organisation and its chain of command. 

organisational learning 

The process through which managers seek to improve employees’ desire and ability to understand and manage the organisation and its task environment. 

organisational performance 

A measure of how efﬁciently and effectively a manager uses resources to satisfy customers and achieve organisational goals. 

organisational politics 
Activities that managers engage in to increase their power and to use it effectively to achieve their goals and overcome resistance or opposition. 

organisational socialisation 

The process by which newcomers learn an organisation’s values and norms and acquire the work behaviours necessary to perform jobs effectively.

organisational structure 
A formal system of task and reporting relationships that co-ordinates and motivates organisational members so that they work together to achieve organisational goals.
organising 
Structuring working relationships in a way that allows organisational members to work together to achieve organisational goals; one of the four principal functions of management. 

outcome 
Anything a person gets from a job or organisation. 

outsource 
To use outside suppliers and manufacturers to produce goods and services. 

outsourcing 
Contracting with another company, usually abroad, to have it perform an activity the organisation previously performed itself. 

over-payment inequity 
The inequity that exists when a person perceives that his or her own outcome–input ratio is greater than the ratio of a referent. 

overt discrimination 
Knowingly and willingly denying diverse individuals access to opportunities and outcomes in an organisation. 

P 

path–goal theory 
A contingency model of leadership proposing that leaders can motivate subordinates by identifying their desired outcomes, rewarding them for high performance and the attainment of work goals with these desired outcomes and clarifying for them the paths leading to the attainment of work goals. 

pay differential 
Difference in levels of pay, depending on qualiﬁcation, geography or area of work. 

pay level 
The relative position of an organisation’s pay incentives in comparison with those of other organisations in the same industry employing similar kinds of workers. 

pay structure 
The arrangement of jobs into categories reﬂecting their relative importance to the organisation and its goals, level of skill required and other characteristics. 

perception 
The process through which people select, organise and interpret what they see, hear, touch, smell and taste to give meaning and order to the world around them. 

performance appraisal 
The evaluation of employees’ job performance and contributions to their organisation. 

performance feedback 
The process through which managers share performance appraisal information with subordinates, give subordinates an opportunity to reﬂect on their own performance and develop, with subordinates, plans for the future. 

personality traits 
Enduring tendencies to feel, think and act in certain ways. 

planning 
Identifying and selecting appropriate goals and courses of action; one of the four principal functions of management. 

political and legal forces 
Outcomes of changes in laws and regulations, such as the deregulation of industries, the privatisation of organisations and the increased emphasis on environmental protection. 

political strategies 
Tactics that managers use to increase their power and to use power effectively to inﬂuence and gain the support of other people while overcoming resistance or opposition. 

pooled task interdependence 
The task interdependence that exists when group members make separate and independent contributions to group performance. 

position power 
The amount of legitimate, reward and coercive power that a leader has by virtue of his or her position in an organisation; a determinant of how favorable a situation is for leading. 

positive reinforcement 
Giving people outcomes they desire when they perform organisationally functional behaviours. 

potential competitors 
Organisations that presently are not in a task environment but could enter if they so choose. 

power distance 
The degree to which societies accept the idea that inequalities in the power and well-being of their citizens are due to differences in individuals’ physical and intellectual capabilities and heritage. 

practical rule 
An ethical decision is one that a manager has no reluctance about communicating to people outside the company because the typical person in a society would think it is acceptable. 

prior-hypothesis bias 
A cognitive bias resulting from the tendency to base decisions on strong prior beliefs, even if evidence shows that those beliefs are wrong. 

proactive approach 
Companies and their managers actively embrace socially responsible behaviour, going out of their way to learn about the needs of different stakeholder groups and utilising organisational resources to promote the interests of all stakeholders. 

procedural justice 
A moral principle calling for the use of fair procedures to determine how to distribute outcomes to organisational members. 

process re-engineering 
The fundamental rethinking and radical redesign of business processes to achieve dramatic improvement in critical measures of performance such as cost, quality, service and speed. 

product champion 
A manager who takes ‘ownership’ of a project and provides the leadership and vision that take a product from the idea stage to the ﬁnal customer. 

product development plan 
A plan that speciﬁes all of the relevant information that managers need in order to decide whether to proceed with a full-blown product development effort. 

product life cycle 
Changes in demand for a product that occur from its introduction through its growth and maturity to its decline. 

product structure 
An organisational structure in which each product line or business is handled by a self-contained division. 

product team structure 
An organisational structure in which employees are permanently assigned to a cross-functional team and report only to the product team manager or to one of his or her direct subordinates. 

production blocking 
A loss of productivity in brainstorming sessions due to the unstructured nature of brainstorming. 

proﬁt ratio 
Also referred to as proﬁt margin. Net proﬁt after all expenditures have been paid. 

programmed decision making 
Routine, virtually automatic decision making that follows established rules or guidelines. 

punishment 
Administering an undesired or negative consequence when dysfunctional behaviour occurs. 

Q 

quality circles (QCs) 
Groups of employees who meet regularly to discuss ways to increase quality. 

quantitative techniques 

Managerial techniques that use predominantly ﬁnancial measures to evaluate performance or enhance productivity.
quantum product innovations 

Products that result from quantum technological changes. 

quantum technological change 

A fundamental shift in technology that results in the innovation of new kinds of goods and services. 

quick ratio 
The ratio expressing an organisation’s liquidity and ability to meet all its obligations. 

quid pro quo sexual harassment 
Asking for or forcing an employee to perform sexual favours in exchange for some reward or to avoid negative consequences. 

R 

real-time information 
Frequently updated information that reﬂects current conditions. 

realistic job preview 
An honest assessment of the advantages and disadvantages of a job and organisation. 

reasoned judgement 
A decision that takes time and effort to make and results from careful information gathering, generation of alternatives and evaluation of alternatives. 

receiver 
The person or group for which a message is intended.  

reciprocal task interdependence 

The task interdependence that exists when the work performed by each group member is fully dependent on the work performed by other group members. 

recruitment 
Activities that managers engage in to develop a pool of qualiﬁed candidates for open positions. 

referent power 
Power that comes from subordinates’ and co-workers’ respect, admiration and loyalty. 

related diversiﬁcation 
Entering a new business or industry to create a competitive advantage in one or more of an organisation’s existing divisions or businesses. 

relationship-oriented leaders 

Leaders whose primary concern is to develop good relationships with their subordinates, and to be liked by them. 

reliability 
The degree to which a tool or test measures the same thing each time it is used. 

representativeness bias 
A cognitive bias resulting from the tendency to generalise inappropriately from a small sample or from a single vivid event or episode. 

reputation 
The esteem or high repute that individuals or organisations gain when they 

behave ethically. 

research and development (R&D) team 
A team whose members have the expertise and experience needed to develop new products. 

resource allocator 
Person within an organisation whose role is to obtain and distribute necessary resources. Also a speciﬁc team role that refers to a person able to support a team’s activity by locating and distributing resources. 

restructuring 
Downsizing an organisation by eliminating the jobs of large numbers of top, middle and ﬁrst-line managers and non-managerial employees. 

reward power 
The ability of a manager to give or withhold tangible and intangible rewards. 

reward systems 
Set of organisational procedures and policies outlining how staff are incentivised to increase performance. 

risk 
The degree of probability that the possible outcomes of a particular course of action will occur. 

ROI (return on investment) 
Evaluates an investment by calculating how much proﬁt over time is needed to recuperate the cost of the investment. 

role making 
Taking the initiative to modify an assigned role by assuming additional responsibilities. 

rules 
Formal written instructions that specify actions to be taken under different circumstances to achieve speciﬁc goals. 

rumours 
Unofﬁcial pieces of information of interest to organisational members but with no identiﬁable source. 

S 

satisﬁcing 
Searching for and choosing an acceptable, or satisfactory, response to problems and opportunities, rather than trying to make the best decision. 

scenario planning 
The generation of multiple forecasts of future conditions followed by an analysis of how to respond effectively to each of those conditions; also called contingency planning. 

schema 
An abstract knowledge structure that is stored in memory and makes possible the interpretation and organisation of information about a person, event or situation. 

scientiﬁc management 
The systematic study of relationships between people and tasks for the purpose of redesigning the work process to increase efﬁciency. 

selection 
The process that managers use to determine the relative qualiﬁcations of job applicants and their potential for performing well in a particular job. 

self-efﬁcacy 
A person’s belief about his or her ability to perform a behaviour successfully. 

self-esteem 
The degree to which individuals feel good about themselves and their capabilities. 

self-managed team 
A group of employees who supervises their own activities and monitors the quality of the goods and services they provide. 

self-reinforcer 
Any desired or attractive outcome or reward that a person gives to himself or herself for good performance. 

sender 
The person or group wishing to share information. 

senior manager 
A manager who establishes organisational goals, decides how departments should interact and monitors the performance of middle managers. 

senior management team 
A group composed of the CEO, the president/COO and the heads of the most important departments. 

sequential task interdependence 

The task interdependence that exists when group members must perform speciﬁc tasks in a predetermined order. 

shareholders 
Individuals or organisation holding shares in stocks of an organisation and expecting dividends.  

short-term orientation 
A worldview that values personal stability or happiness and living for the present. 

Six Sigma 
Disciplined, datadriven approach for eliminating faults in any process. Methodology to measure quality that aims for near perfection in any process. 

skunkworks 
A group of intrapreneurs who are deliberately separated from the normal operation of an organisation to encourage them to devote all their attention to developing new products. 

small-batch production 

Production process focusing on small numbers of outputs, usually of specialised products. 

small-batch technology 

Technology that is used to produce small quantities of customised, one-of-a-kind products and is based on the skills of people who work together in small groups. 

social learning theory 
A theory that takes into account how learning and motivation are inﬂuenced by people’s thoughts and beliefs and their observations of other people’s behaviour. 

social loaﬁng 
The tendency of individuals to put forth less effort when they work in groups than when they work alone. 

social responsibility 
The way a company’s managers and employees view their duty or obligation to make decisions that protect, enhance and promote the welfare and well-being of stakeholders and society as a whole. 

social structure 
The arrangement of relationships between individuals and groups in a society. 

societal ethics 
Standards that govern how members of a society should deal with one another in matters involving issues such as fairness, justice, poverty and the rights of the individual. 

socio-cultural forces 
Pressures emanating from the social structure of a country or society or from the national culture. 

socio-economic background 

Factors such as income, education, ethnicity, culture, etc making up an individual’s circumstances. 

span of control 
The number of subordinates who report directly to a manager. 

staff manager 
A manager responsible for managing a specialist function, such as ﬁnance or marketing. 

stage-gate development funnel 

A planning model that forces managers to make choices among competing projects so that organisational resources are not spread thinly over too many projects. 

stakeholders 
The people and groups that supply a company with its productive resources and so have a claim on and stake in the company. 

standard operating procedures (SOPs) 
Speciﬁc sets of written instructions about how to perform a certain aspect of a task. 

stereotype 
Simplistic and often inaccurate beliefs about the typical characteristics of 

particular groups of people. 

strategic alliance 
An agreement in which managers pool or share their organisation’s resources and know-how with a foreign company, and the two organisations share the rewards and risks of starting a new venture. 

strategic human resource management (HRM) 
The process by which managers design the components of a human resource management (HRM) system to be consistent with each other, with other elements of organisational architecture and with the organisation’s strategy and goals. 

strategy 
A cluster of decisions about what goals to pursue, what actions to take and how to use resources to achieve goals. 

strategy formulation 
Analysis of an organisation’s current situation followed by the development of strategies to accomplish its mission and achieve its goals. 

stretch goals 
Goals that are set to positively challenge employees in achieving the goals, i.e. stretch their abilities. Usually goals that are difﬁcult but attainable. 

subjective appraisal 
An appraisal that is based on perceptions of traits, behaviours or results. 

suppliers 
Individuals and organisations that provide an organisation with the input resources that it needs to produce goods and services. 

SWOT analysis 
A planning exercise in which managers identify organisational strengths (S), weaknesses (W), environmental opportunities (O) and threats (T). 

synergy 
Performance gains that result when individuals and departments co-ordinate their actions.  

systematic errors 
Errors that people make over and over again and that result in poor decision making. 

T 

tariff 
A tax that a government imposes on imported – or, occasionally, exported – goods. 

task environment 
The set of forces and conditions that originates with suppliers, distributors, customers and competitors and affects an organisation’s ability to obtain inputs and dispose of its outputs because they inﬂuence managers on a daily basis. 

task force 
A committee of managers or non-managerial employees from various functions or divisions who meet to solve a speciﬁc, mutual problem; also called ad hoc committee. 

task interdependence 
The degree to which the work performed by one member of a group inﬂuences the work performed by other members. 

task-oriented leaders 
Leaders whose primary concern is to ensure that subordinates perform at a high level. 

task structure 
The extent to which the work to be performed is clear-cut so that a leader’s subordinates know what needs to be accomplished and how to go about doing it; a determinant of how favourable a situation is for leading. 

team 
A group whose members work intensely with one another to achieve a speciﬁc common goal or objective. 

technical skills 
The job-speciﬁc knowledge and techniques required to perform an organisational role. 

technological forces 
Outcomes of changes in the technology that managers use to design, produce, or distribute goods and services. 

technology 
The combination of skills and equipment that managers use in the design, production and distribution of goods and services. 

terminal value 
A lifelong goal or objective that an individual seeks to achieve. 

Theory X 
A set of negative assumptions about workers that leads to the conclusion that a manager’s task is to supervise workers closely and control their behaviour. 

Theory Y 
A set of positive assumptions about workers that leads to the conclusion that a manager’s task is to create a work setting that encourages commitment to organisational goals and provides opportunities for workers to be imaginative and to exercise initiative and self-direction. 

third-party negotiator 
An impartial individual with expertise in handling conﬂicts and negotiations who helps parties in conﬂict reach an acceptable solution. 

time horizon 
The intended duration of a plan. 

times-covered ratio 
Measures the extent to which a company’s gross proﬁt covers its annual interest payments. 

‘top-down change’ 
A fast, revolutionary approach to change in which senior managers identify what needs to be changed and then move quickly to implement the changes throughout the organisation. 

total quality management (TQM) 
A management technique that focuses on improving the quality of an organisation’s products and services. 

training 
Teaching organisational members how to perform their current jobs and helping them acquire the knowledge and skills they need to be effective performers.
transaction-processing system 
A management information system designed to handle large volumes of routine, recurring transactions. 

transactional leadership 

Leadership that motivates subordinates by rewarding them for high performance and reprimanding them for low performance. 

transformational leadership 

Leadership that makes subordinates aware of the importance of their jobs and performance to the organisation and aware of their own needs for personal growth and that motivates subordinates to work for the good of the organisation. 

trust 
A person’s conﬁdence and faith in another person’s goodwill. 

U 

uncertainty 
Unpredictability. 

uncertainty avoidance 
The degree to which societies are willing to tolerate uncertainty and risk. 

under-payment inequity 
The inequity that exists when a person perceives that his or her own outcome–input ratio is less than the ratio of a referent. 

unity of command 
A reporting relationship in which an employee receives orders from, and reports to, only one superior. 

unity of direction 
The singleness of purpose that makes possible the creation of one plan of action to guide managers and workers as they use organisational resources. 

unrelated diversiﬁcation 
Entering a new industry or buying a company in a new industry that is not related in any way to an organisation’s current businesses or industries. 

utilitarian rule 
An ethical decision, a decision that produces the greatest good for the greatest number of people. 

V 

valence 
In expectancy theory, how desirable each of the outcomes available from a job or organisation is to a person. 

validity 
The degree to which a tool or test measures what it purports to measure. 

value chain
The idea that a company is a chain of functional activities that transforms inputs into an output of goods or services that customers value. 

value-chain management 
The development of a set of functional-level strategies that increases the performance of the operating system a company uses to transform inputs into ﬁnished goods and services. 

value system 
The terminal and instrumental values that are guiding principles in an individual’s life. 

values 
Ideas about what a society believes to be good, right, desirable or beautiful. 

verbal communication 
The encoding of messages into words, either written or spoken. 

vertical integration 
A strategy that allows an organisation to create value by producing its own inputs or distributing and selling its own outputs. 

vicarious learning 
Learning that occurs when the learner becomes motivated to perform a behaviour by watching another person perform it and be reinforced for doing so; also called observational learning. 

virtual team 
A team whose members rarely or never meet face to face but interact by using various forms of IT such as email, computer networks, telephone, fax and videoconferences. 

W 

wholly-owned foreign subsidiary 

Production operations established in a foreign country independent of any local direct involvement. 

worker–task mix 
Identiﬁes the best match of employee to any given task in order to make production as efﬁcient as possible. 

Z 

zero-sum 
Describes a situation in which a participant’s gain or loss is exactly balanced by the losses or gains of the other participant. 

