A N
iﬂ_ﬂé TRUGNG BAIHOC CONG NGHIEP TPHCM

KHOA QUAN TRI| KINH DOANH

QUAN TRI HOC

Giang vién: Th.S. Nguyén Ngoc Long
Email: Lnguyen647@gmail.com

Blogs: LNGUYEN647.VNWEBLOGS.COM
Mobile: 098 9966927



mailto:Lnguyen647@gmail.com

Chwong 1- Tong quan quan tri hoc

Hoc gi?
« Nha quan trj va céng viéc quan tri la gi?
» Nha quan tri c6 cac chirc nang gi?
* Quan tri la khoa hoc hay nghé thuat?
« Cé cac cap bac quan tri nao?
« Co6ng viéc ctia mbi cap bac quan tri?
« Céc vai tro va ky ndng can cé cia nha quan tri




Quan tri la gi?

* Mot tap hop cac hoat dong: Hoach dinh, Ra
quyét dinh, Té chirc, Lanh dao va Kiém tra

« Diéu hanh cac nguén lyc ctia moét té chirc:
Nhan lwc, Tai chinh, Vat lwc va Théng tin

« Nham dat dwoc cac muc tieu va muc d’ich cla
t0 chirc moét cach Hiéu qua va Hiéu suat cung

hoac thong qua nguw¢i khac. (i
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Muc tiéu co’ ban cua quan tri
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Muc tiéu co’ ban cua quan tri

Vidu 1: A doc 1h dwoc 2 chwong

B doc 1h dwoc 1 chwong

Hiéu suat cia A hon B

Vi du 2: Muc tiéu 1h cua A va B la doc 3 chwong
A doc dwoc 4 chwong

B doc dwoc 2 chwong

A doc hiéu qua hon B

Nha quan tri

« Ngudi chiu trach nhiém dau tién thwc thi
cac cobng viéc quan tri.

» La nguoi Hoach dinh, Ra quyét dinh,
T6 churc, Lanh dao, va Kiém tra Nhan
Iwc, Vat lwc, Tai lwec va Thong tin.




Chirc nang cua nha quan tri

* Hoach dinh
— Bao gom: Lap muc tiéu, XD chién lwgc, phat

trién cac ké hoach dé két néi cac hoat dong.

« T6 chire

—Bao gdm: Xac dinh cac nhiém vu, ngudi thuc
thi, cach thwe thi, trach nhiém cta méi ngudi,
va noi chdn, thoi gian thuc thi. [ AL ~
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Chirc nang cua nha quan tri

* Lanh dao
—Bao gom: Bong vién, hwéng dan, giao tiép
hiéu qua, va giai quyet cac xung dot cta cap
dudi.
« Kiém tra
—La viéc kiém soat hoat dong, so sanh voi
muc tiéu va dieu chinh khi cé dau hiéu sai
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Vai tro cua quan tri theo Mintzberg

Quan hé v&i con nquoi
Dai dién
Lanh dao
Lién lac
Théng tin
Thu thap & Quan ly
Phé bién
Phat ngén
Quyét dinh
Doanh nhéan
Hoa giai
Diéu phéi nguén Iuwc
Thwong thao

Cap bac cua quan tri

Leveds of Management

Fiwtine managers

Who?

Who?
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Phan biét cong viéc

« First-line Managers (QT cép co s&)

— La nhitng nguwoi giam sét tryc tiép cac hoat
dong hang ngay cua ngu¢i thira hanh (nhan
vién)

« Middle Managers (QT cép trung)

—La nhi*ng nguoi trién khai cac sach lwgc clia

cap trén va giam sat cap co so.
« Top Managers (QT cao cép)

— Nhitng ngwoi dinh hwéng va lap cac sach
lwoe cho t0 chire va chinh sach thwce thi cho
moi thanh vién khac.

Ty trong cac cong viéc
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Ky nang quan tri theo Roberz Katz

Cac ky nang cua nha
quan tri thanh céng

RN

Ky nang tw Ky nang Ky nang ky
duy nhan sw thuat

Quan tri: Khoa hoc hay Nghé thuat

» Khoa hoc quan tri
— Cho rang: Cac van dé dworc tiép can bang
Logic, c6 hé thong, cé muc tiéu va co ty lé.
—Doi hdi cac ki nang va ky thuat dé giai quyét
van dé.
* Nghé thuat quan tri
— Ra quyét dinh bang tri giac tong thé co duoc
tr nang khieu, kinh nghiép va cac tri thirc.
—Doi hoi sy giao té, quan hé, anh hwdng va
cac ky nang tw ren luyén va phat trién ban
than.




Tom tat

A s Té chirc
Pau vao
* Nhan lwc Pat muc tiéu
«Vatlyc — — « Hiéu suat
+ Tai chinh * Hiéu qua

* Théng tin K@, Lim-hﬁ

Mé& réng tam nhin

Cép bac khac nhau quan tri c6 khac nhau
khéng?

Quan tri & té chirc loi nhuan va phi lgi nhuan co
khac nhau khéng?

Quan tri & cong ty I&n c6 khac céng ty nhé
khéng?

Cac nwoc khac nhau, van héa khac nhau thi
quan tri cé khac nhau khéng?

Cac nha quan tri khac nhau co ra quyét dinh
giébng nhau véi cung mét van dé khéng?




MANY THANKS FOR
YOUR HONOR ATTENTION




Chwong 2- Sw tién trién cua
tw twéng quan tri

Hoc gi?
« Tim hiéu vé bdi canh lich st
« Tim hiéu vé cac hoc thuyét vé quan tri
— Céc hoc thuyét cb dién
— Trwdng phai tam ly xa hoi
s B — Trwédng phai dinh lwgng vé quan tri
— Trwdng phai hoc thuyét quan tri hién dai

Tai sao phai nghién ctru lich s va
cac hoc thuyét

* Hoc thuyét?
— Cung cép céac co s& dé hinh thanh va phat trién céc tri
thirc vé quan tri nham ap dung vao thyec tién.
» Cac hoc thuyét quan tri dwoc hinh thanh ti thuc tién.
* Hau hét cac nha quan tri phat trién cac luan diém cla riéng ho
vé cach van hanh t6 chirc clia ho.
e Lich sr?
— Hiéu va nhan thrc qua trinh hinh thanh va phat trién cla
lich str quan tri.
« Phat trién thém cac ng dung vao thuc té tir nhirng cai da co.
« Tranh nhitng sai |dm da gap clia nhirng ngudi di truée.




Boi canh lich str

Theoi ky tién can dai
« Cac dai cong trinh
U Kim tw thap

U Van ly trweéong thanh

* Michelangelo (xay
nha moé giao hoang
Julius II)

Péng gop cua Adam Smith cho
linh vwc quan tri

- Viét vé sy giau cé cuia cac qudc gia (1776)
—Ung h$ quan diém loi thé kinh té cla xa héi va
cac to chwre co duoc la tw lwe lwgng lao dong.
« Tang nang suét bang viéc phat trién kj nang
va sy khéo léo cuia nguwdi cong nhan.
- Tiét kiém thoi gian bang viéc chuyén mén
hdéa lao déng.
« Tang cwdng cac phat minh may mac va tiét
kiém st lao dong.




Anh hwéng cua cach mang cong
nghiép den hoat dong quan tri

— May maéc bat dau thay thé strc nguoi
« Dan dén san lwong téng cao.
— Cai cach hé thdng giao théng véi chi phi thap
hon
« Dan dén thi trwéng trai rong.
— Cac tb chtre I6n ra doi dé phuc vy cac thi
trwdng lon.
« Tao nén nhu cau vé cac &ng dung cla quan ftri.

Cac trwwong phai quan tri

Tam ly xa
hoi ve

o

Dinh luwgng




Cac déng go p cua trwong phai
dién

8.3

« Tiép can
— Mb t& hai nhém cac hoc thuyét gia vé quan tri
c6 khoa hoc va quan tri hanh chinh.
« Céac hoc thuyét gia va quan tri cé khoa hoc.

—Fredrick W. Taylor, Frank va Lillian Gilbreth, va
Henry Gantt

« Céac hoc thuyét gia vé quan tri hanh chinh
—Henri Fayol, Max Weber, va Chester Barnard

DPdéng gép cua Taylor

4 Nguyén tic Taylor
Phan tich mdt cach khoa hoc céac
thanh phan cong viéc cua tung ca
nhan, phat trién phuong phap lam
viéc tot nhat.
Lua chon cong nhan mot cach can
than va huan luyén ho cach thyc
hién cong viéc theo phuong phap
khoa hoc ‘
Khen thudng d€ dam bdo tinh than
lam viéc hang hdi trang bi noi lam
viéc mét cach day du va hiéu qua.
Phan chia cong viéc va trach nhi¢m
dé nha quan tri c6 trach nhiém trong
viéc hoach dinh phuong phap lam
viéc khoa hoc va nguoi lao dong co
trach nhi€m thyc thi cong viéc.




Frank & Lillian Gilbreth va H. Gantt

Frank & Lillian Gilbreth

— Phat trién ky thuat va chién lwoc loai bd hoat
doéng dw thwa

— Nghién ctru vé cac thao tac.

* Henry Gantt

— Hé théng lwong thwéng dé khich 1é

— So dd Gantt dé Iap lich trinh lam viéc

Cac hoc thuyét vé quan tri hanh chinh

— Phat trién cac hoc thuyét vé nhirng gi nguoi
quan tri phai lam va nhirng gi cau thanh hoat
dong quan tri.

— Henri Fayol (Phap)

* Muoi bon nguyén tac quan tri: La nhirng nguyén
tac can ban va pho bién trong cong viéc quan tri.

— Max Weber (Buc)

« Thuw lai: Kiéu mau ly twéng vé viéc phan chia th&

bac, cac quy dinh va quy tac chi tiét trong nhiing
nguoi lao dong.




Mwoi bon nguyén tac caa Fayol

Phin chia cong viée (Chuyénu. Cong bang
mén hoa lao dong) 1. On dinh nhiém vy
Quyén han va trich nhiém
K¥ luit

Théng nhit chi huy

Thong nhit diéu khién

15, Phat huy sdng Kién cap duéi
i+ Tinh than tip thé

Lgi ich ¢d nhin phai hai hoa véi
loi ich tap the

Thu lao cong bang

Tap trung hda

Xice dinh thir bic trong hé thing
quan tri theo trit tu
Trit tu

Cac hoc thuyét vé quan tri hanh chinh

Chester Barnard: T6 chirc la mét hé thong
cua nhiéu thanh vién vé&i 03 yeu to can ban
- San sang hop tac
* C6 muc tiéu chung

* C6 sw thong dat




Trwong phai tam ly xa hoi
« Hugo Munsterberg: Nang suat lao dong la
do phong cach lam viéc

* Mary Parker Follet: Doanh nghiép la mét xa
hoi thu nho

» Elton Mayo: Vat chat tac dong déen nang
suat ca nhan, con tinh than méi anh hwéng
den nang suat tap the

» Douglas Mc. Gregor: Thuyét X & Thuyét Y
(C6 hai loai ban chat thu déng va chu dong
trong cong viéc)

Trwong phai dinh lwong

— Xuét hién tlr sy phat trién cac phwong phap
cla toan hoc va théng ké cho cac van dé
quan sy trong thé chién II.

— S dung cac cong cu thdng ké, tdi wu héa,
kiéu mau thong tin va md phdng may tinh dé
ra cac quyét dinh quan tri cho lap ké hoach
va kiém tra.




Trwong phai quan tri hién dai

Tiép can quan tri theo qua trinh

Hoach dinh

To chire

DPiéu khién

—>

Kiém tra

Phan hoi




Chwong 3- Van héa va moi
trwong kinh doanh

Hoc gi?
* Van héa & dac trwng cia van héa
« V&n hoa td chirc & dc trwng van hoéa tb chire
« Céc yéu tb tao nén van hoa
* Méi trwong kinh doanh
« Danh gia méi trwéng bang ma tran SWOT

VAN HOA

« Tai sao ngwi ta lai thich s6 6, s6 8?

« Tai sao tét lai thich chwng hoa mai,
hoa dao?

* Tai sao 6" thi trirdng chirng khoép
Trung Quoc lai bieu hién gia lén bang
mau do?




VAN HOA

Van hoéa la nhivng gia tri vat chat va tinh
than do con nguwdi tao ra dwoc hinh thanh
va phat trién qua qua trinh tén tai ctia con
nguwoi.

Vit thé Vs Phi vat thé

Pac trwng cua van héa

@La san pham cua con ng606i, nham fiap 6ng
nhu cau cua con ngooi.

@La mot he thong cac gia trt Aid6c chap nhan,
chia se va e cao bdi mot cong nong (dan toc)
ma qua no, cong nong co AB6¢c ban sac cua
minh.

@booc 16u truyen t6 NGI nay sang fidi khac.




Vian hoéa té chirc

« Hé théng céac hanh vi, gia tri
* Phong cach lanh dao
* Hanh vi cw xt&r trong n6i bd

« Hanh vi giao tiép gitra ndi bd va bén ngoai

Vian hoéa té chirc

Nhiing gia tri cot 18i (core values)

Nhitng chuan muc (norms)

Nhitng niém tin (beliefs)

Nhitng huyén thoai (legends)

Nhitng nghi thire tap thé (collective ries)
Nhitng diéu cAm ki (taboos)




Déc trwng vén héa cua té chirc

« L4 san pham cua con nguoi, nham dap ung nhu ciu
clia con ngudi trong mot xa hoi nhat dinh

* Van hoa la mot hé thong céc gla trj dugc chap nhan,
chia se va dé cao boi mot cong dong qua doé cong
ddng co dugc ban sic riéng cua minh

« Vin hoa dugc hoc hoi va luu truyén tir doi nély sang
doi khac. Chinh vi vy van héa khong bi mai mot
ma cang duoc nang cao va da dang hon céac thé hé
trude

* Ho1 du cac thugc tinh: 1a nét dep, tinh ben viing, tinh
truyén thong mang ban sic cta cong dong.

Cac yéu to tao nén van héa
doanh nghiép

Vin héa té chirc

10




Triét ly hoat dong

« Cha Vinamilk: “Chat lwong & sang tao la ban
dong hanh”

* Honda: “Khéng mé phoéng, kién tri, sang tao,
doc dao”

« Sony: “Sang tao la ly do ton tai ciia ching ta”.
— Triét ly dinh hwéng hanh vi cta toan to
chirc, mac du c6 nhirng diem khac biét
gitra cac bo phan.

1"

Pao dirc kinh doanh

“Danh tiéng ngan nam dwoc quyét dinh
b&i tw cach trong mot gio”.
Tuc nglr Nhat Ban

“Khéng c¢6 cai géi nao ém ai hon mét
lwong tam trong sach”
Blanchard and Peale

* Dao dwrc kinh doanh la viéc dinh huwédng va hanh xt
v&i tat ca moi mai lién hé cia doanh nghiép theo mét
cach co dao duc.

Pham phap Vs Trai dao duc

12




Cac gia tri dwoc duy tri

“Tam co6 sang thi tri mé&i minh”.
Kinh Phat

“D4t lanh chim dau”
Ngan ngly

» Muc dich hoat déng ciia doanh nghiép la lgi nhuan,
muc dich cla lgi nhuan la dem lai sw né trong tw
ngwoi khac. Né trong I&n = Gia tri cao.

13

Méi triedng kinh doanh

KINH TE

HOAT PONG
cOa 16 cHuc,




Méi triedng kinh doanh

“Méi trirong la nhieng yéu té bén trong
hay bén ngoai doanh nghiép c6 anh
hwéng dén hoat dong va két qua hoat
déng cua doanh nghiép”

15

Méi trwrdng bén ngoai

— T4t ca nhirng gi & bén ngoai ranh gi¢i cla
tdo chirc: Nén kinh té, luat phap, chinh tri,
xan hoa — xa héi, khoa hoc cong nghé, va
quoc té.

— M6i tredng vi mé: Tat ca cac yéu té va
lwe lwgng & xung quanh va tac déng nén to
churc.

—Maéi treerng vi mé: La cac nhom dac thu
cua tirng nganh tac déng den to chirc.

16




Maéi triedng vi mo

— Nén kinh té

— Chinh tri va phap luat
— Van héa — xa hoi

— Dan sb

— Diéu kién tw nhién

— Cbng nghé

17

Méi trwrd'ng vi mo

— Déi thu canh tranh: Tim kiém ngudn lwc
twong tw

— Khéach hang: Ngwdi mua san phdm & ngudn
lwc cia doanh nghiép

— Nha cung cap: Cung cap nguén lwc cho tb
chure

— San pham thay thé: Cung c4p san pham co
chire nang twong tw.

18




Murc d6 kiém soat cua té chirc

« Mbi trwérng ndi bd: Kiém soat manh
« Mbi trwérng vi mé: Kha kiém soat

« Mdi trwérng vi mé: Khéng thé kiém soat

19

DPanh gia méi trwérng bang ma
tran SWOT

Strengths Weaknesses

Bén trong

Threads

Bén ngoai

20




Chwong 4 — Quyét dinh quan tri

Hoc gi?
« Khai niém va dac diém cta quan tri
« M6 hinh ra quyét dinh
« Céac cong cu hd tro ra quyét dinh

. KHAI NIEM VA PAC PIEM

+

Khai niém :

“Ouyét dinh qudn tri la phwong cach hanh ddng mang
tinh sdng tao cla nha quén tri nhdm dinh ra chwong
trinh va tinh chét hoat déng cla t6 chirc dé gidi quyét
mOt vén dé da chin mudi trén co s& hiéu biét cdc quy
ludt van dbng khdach quan cla hé théng thtra hanh va
viéc phan tich cac thong tin vé hién trang cla hé
thbng”




Noi dung va qua trinh ctia mot quyét dinh quén tri:

*  Ra quyét dinh la qua trinh:
- Tim kiém phuong an

- Luya chon phuong an t6i wu

- Trién khai phuong 4n d6
éDé giai quyét mot van dé ma nha quan tri phai
doi mat.
«  Noi dung quyét dinh
B Ailam? Lam gi? Khi nao lam? Lam ¢ dau?

= Diéu kién vat chit dé thyc hién 1a gi?

®  Lam nhu thé nao?
®  Bao gio két thuc?
®  Két qua t6i thiéu phai dat 1a gi?

B Kiém tra va tong két bao cdo nhu the nao?

. KHAI NIEM VA PAC PIEM

2. Chirc nang cua quyét dinh quan tri

N Dinh hudng: Tac nhim vao cac déi twong nhét dinh, c6 muc
dich, muc tiéu, tiéu chuin xac dinha nguoi thuc hién tha‘iy duoc
phuong hudng cong viéc can lam, cac muyc tiéu phai dat.

N Bao dam: Xac dinh cic ngudn vat chit can thiét nhu:
lao dong, tai chinh va cdc ngudn khac cho vi¢c dat
dén nhirng muc ti€u da dé ra cua t6 chuec.

N Hop tic va phdi hop: Nhim lién két cic céc bo phan khac
nhau tham gia vao vi¢c thuc hién muc tiéu chung cta td chirc.

N Phap 1énh: budc cac ca nhan & bd phan diéu chinh
trong quyét dinh phai nghiém tuc thuc hién




. KHAI NIEM VA PAC PIEM

3. Phén loai cic quyét dinh quan tri

Quyét dinh chién  [Pinh hudng muc tiéu téng
lugc (dai han)

quat, dai han.

CAN |Quyét dinh chién  [Lién quan dén quyét dinh

C I'J» thuat
THEO

(thuong xuyén)

co cau va to chirc nhirng
nguon tai nguyén cua doanh
nghi¢p can dung.

TINH |Quyét dinh tac

Lién quan dén do1 song

. |nghiép hang ngay cua doanh
e (hang ngay) nghi¢p, mang tinh chat lap
lai.
- Quyét dinh dai han
CAN CU THEO | - Quyét dinh trung han
: - Quyét dinh ngén han
THOI GIAN
CAN CU' THEO | - Quyet dinh toan cuc
PHAM VI - Quyét dinh bd phan
THUC HIEN - Quyét dinh chuyén dé
CAN CU THEO | - Quyét dinh vé ky thuat
KHIA CANH | - Quyétdinh vé t6 chuic
KHAC NHAU - Quyét dinh vé kinh té
CUA SAN XUAT | - Quyét dinh vé doi song x4
hai

TTroT
v




CANCU | (p |-Véndé lap lai, thuong xuyén
THEO chuong Xdy ra

£ kA -Du:cyc thuc hién theoocéc quy
N ; tdc, chinh sach chuan
PE hoa
CAN Qb
RA khong

- duoc  |-Véan d& méi, chua c6 ciu trac
QUYET chuong |-Giai quyét van dé mot cach
DINH trinh  |sdng tao

hoa

i . KHAI NIEM VA PAC PIEM

4. Nhirng yéu cau doi véi quyét dinh quan tri
Quyét dinh quan trj phai thda man cac yéu ciu sau:

- Phai c6 can cr khoa hoc

- Théa mén tinh chéat théng nhét, phai tuan theo moi quy

dinh, thé ché chung

- Phai ding thdm quyén.

- Phai c6 dinh hudng.

- Phai that cu thé vé thoi gian.

- Phai thda man yéu cau kip thoi.




II. MO HINH RA QUYET PINH

1. Nhan dién va N | 2. Thiét lap cac
xac dinh van dé 4 muc tieu

Ap lyc ciia _

méi trudrng 4 So sanhva
bén trong va ' danh gia cac
bén ngoai cty giai phap

6. Thuc hién
gidi phap da
chon

115. Lwa chon giai
phap thich hop

7. Danh gia,
kiém tra

I1. MO HINH RA QUYET PINH

1. Ra quyét dinh hop ly
Buodc 1: Nhan dang van dé

Cac dau hiéu canh béo:

Su sai léch so véi thanh tich ¢t
Su sai 1éch so v6i ké hoach

Su phe phan r ben N0 e ST
CAC LOAI VAN BE [ KnoncroAne |
[ Tnuoneie ]

P o




I1. MO HINH RA QUYET PINH

Buoc 2: Xdac dinh muc tiéu

I1. MO HINH RA QUYET PINH

Budc 3: Xdy duwng cac phwong dn
Khi van dé da duoc xac dinh thi can phai xem xét nhiing
phwrong an kha thi va hdu qua tiém dn cta ting phuong an.
Budc 4: So sanh va danh gid cdac phwong dn
Lam 580 dé co phu:ong g’m c6 két qua thudn loi nhat va
tranh két qua bat lgi nhat ???
Budc 5 : Lwa chon phwong dn

Chon phu:ong an nao két hop duoc nhiéu van de co
va it bat loi nhat Nhung phai dam bao kh& uan
1a phuong an téi uu. &

Buéc 6 : Té chire thwe hign phwong dn dég




Buéc 7: Pdnh gid va kiém tra

Xy dung tiéu chuan kiém tra, hinh thirc kiém tra.

I1. MO HINH RA QUYET PINH

2. Ra quyét dinh hop 1y c6 gi6éi han
«  La md hinh ra quyét dinh nhén manh nhitng han ché vé tinh hop
1y cua cd nhan nguoi ra quyét dinh: vi sao cac nha quan tri ra cac
QD khac nhau du ho cé thong tin khac nhau.
« N6 phan anh mot sb khuynh hudng ca nhan:
— Thoéa mén: 1a sy dé dang chip nhan mot muc ti€u hay giai
phép, du do6 chua phai l1a muc tiéu hay giai phap tot nhat
— Pham vi tim lgiém giai phap hay muc tiéu la c6 gioi han: boi
han ché vé kién thtrc, thong tin, thot gian, gidi phap,...
— Thiéu thong tin: khong du thong tin can thiét cho viéc ra QD,
khong kiém soat dugc thong tin.
— Tinh chp nhan rui ro: quyét dinh ctia nguoi chap nhan rui ro
s¢€ rat khac voi QP nguoi s rui ro.




I1. MO HINH RA QUYET PINH
3. Ra quyét dinh tap thé

La qua trinh ra quyét dinh dua trén
muc tiéu & quyén loi ciia cac nhom
quyén lyc trong doanh nghiép

. Gom céc budce

F  Xac dinh van dé: mang tinh chi quan
do c6 su thoa hip gilra cac nhoém co
quyén lyc trong t6 chirc

F Lya chon muc ti€u: thuong c6 kha
nang xay ra xung dot & thuong
khong c6 nhom chién thing tuyét ddi

F  Lua chon giai phap: c6 su xuyén tac
va ngin can mot so thong tin nham
phuc vu quyén lyc cia nhom riéng&
kho khin va han ché dua ra quyét
dinh

J Uu diém

1. Nhiéu théng tin va kién thirc hon 1. Thuong ton nhiéu thoi gian hon

2. Nhiéu phwong 4n/giai phap hon 2. Sw bét dong c6 thé tri hoan quyét

3. Nhiéu nguoi biét & chip nhan dinh & tao ra cim gidc khé chiu

quyét dinh cudi cing hon 3. Tranh ludn c6 thé bi ap diao béi mot
4. Nhirng thanh vién phat trién duge ~ hodc mt so it thanh vién nhém
kién thitc & ky ning 4. Trach nhi¢ém khong ré rang




2 Mot s6 mo. hlnh hé tro ra quyet dlnh tap the

) Mo hinh sang tao cua Osborn

b). Ky thuét Delphi

¢). Phwong phap dong niao cong (Brainstorming)
Can tudn theo 4 nguyén tic co ban

Budc 1: Thiét ké ban cau hoi va mdi thanh vién s& tra 10 cac cau hoi mot
cach doc lap & vo danh

Budc 2: Cac tra 101 sé duogc tap hop lai va inra

Bude 3: Mbi thanh vién s& nhan dwgc mot ban tra 10i tong hop

Budc 4: Mbi thanh vién sé dua ra cac giai phap

Budc 5: Lip lai bude 2, 3 va 4 nhiéu 1an cho dén khi dat dwoc su nhat tri

Loai trir sy phé binh, chi trich

Duy tri bau khong khi hoan toan ty do

S6 lwong ¥ tudng cang nhiéu cang tét

Két hop va phat huy ¥ tuong ciia nguoi khac




Chwong 5 — Hoach dinh

Hoc gi?
« Khai niém vé hoach dinh & cac loi ich
« Hoach dinh chién lwgc va thuc thi
« Quan ly bang muc tiéu
« Céac budc quan tri chién luoc
* Phan tich SWOT
« Céach nhan dang cac lgi thé

Khai niém hoach dinh

» Defining the organization’s objectives or goals

» Establishing an overall strategy for achieving
those goals

» Developing a comprehensive hierarchy of plans
to integrate and coordinate activities

Planning is concerned with ends (what is to be done)
as well as with means (how it is to be done).




EXHIBIT 5-1 Reasons for Planning
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Criticisms Of Formal Planning

Planning may create rigidity.
Plans can’t be developed for a dynamic
environment.

Formal plans can’t replace intuition and
creativity.

Planning focuses managers’ attention on today’s
competition, not on tomorrow’s survival.

Formal planning reinforces success, which may
lead to failure.




The Bottom Line: Does Planning
Improve Organizational Performance?

« Formal planning means higher profits, higher
return on assets, and other positive financial
results.

» Planning process quality and implementation
contribute more to high performance than does
the extent of planning.

« When external environment restrictions allowed
managers few viable alternatives, planning did
not lead to higher performance.

EXHIBIT 5-2 Types of Plans

BREADTH TIME FREQUENCY
OF USE FRAME SPECIFICITY OF USE
Strategic Long term Directional Single use

Tactical Short term Specific Standing




Planning: Focus and Time

» Strategic Plans

— Are organization-wide, establish overall objectives,
and position an organization in terms of its
environment.

» Tactical Plans

— Specify the details of how an organization’s overall
objectives are to be achieved.

* Short-term Plans

— Cover less than one year.
* Long-term Plans

— Extend beyond five years.

Strategic Planning

» Strategic Plans
— Apply broadly to the entire organization.
— Establish the organization’s overall objectives.

— Seek to position the organization in terms of its
environment.

— Provide direction to drive an organization’s efforts to
achieve its goals.

— Serve as the basis for the tactical plans.
— Cover extended periods of time.
— Are less specific in their details.

10




Tactical Planning

Tactical Plans (Operational Plans)

— Apply to specific parts of the organization.

— Are derived from strategic objectives.

— Specify the details of how the overall
objectives are to be achieved.

— Cover shorter periods of time.

— Must be updated continuously to meet current

challenges.

1"

EXHIBIT 5-3Directional Versus Specific Plans
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Specific and Directional Plans

» Specific Plans

— Clearly defined objectives and leave no room
for misinterpretation.

* “What, when, where, how much, and by whom”
(process-focus)

* Directional Plans

— Are flexible plans that set out general
guidelines.
* “Go from here to there” (outcome-focus)

13

Single-Use and Standing Plans

 Single-Use Plan
— Is used to meet the needs of a particular or
unique situation.
 Single-day sales advertisement
« Standing Plan

— Is ongoing and provides guidance for
repeatedly performed actions in an
organization.

» Customer satisfaction policy

14




Management by Objectives

* Management by Objectives (MBO)

— A system in which specific performance objectives
are jointly determined by subordinates and their
supervisors, progress toward objectives is periodically
reviewed, and rewards are allocated on the basis of
that progress.

— Links individual and unit performance objectives at all
levels with overall organizational objectives.

— Focuses operational efforts on organizationally
important results.

— Motivates rather than controls.
15

EXHIBIT 5-4 Cascading of Objectives
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Management by Objectives
(cont’d)

Common Elements in
an MBO Program

VRN

cos  Pylchae St Perfomance
Specificity Making Period Feedback

17

Setting Employee Objectives

+ Identify an employee’s key job tasks.

» Establish specific and challenging goals for each
key task.

« Allow the employee to actively participate.
* Prioritize goals.

 Build in feedback mechanisms to assess goal
progress.

 Link rewards to goal attainment.

18




Does MBO Work?

Goal Difficulty (—‘ I—) Goal Specificity

Is There a
Downside to MBO?

Top Management (J L Participation

19

EXHIBIT 5-5 The Strategic Management Process

» Strategic Management Process

— A nine-step process that involves strategic
planning, implementation, and evaluation
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Steps in Writing a Business Plan

Describe your company’s background and purpose.
|dentify your short- and long-term objectives.
Provide a thorough market analysis.

O RIS

Describe how you’ll market your product or service.

21

Describe your development and production emphasis.

The Organization’s Current ldentity

e Mission Statement

— Defines the present purpose of the
organization.

* Objectives
— Are specific measures (milestones) for
achievement, progress, and performance.
« Strategic Plan

— Explains the business founders’ vision and
describes the strategy and operations of that
business. 22

10



Analyze the Environment

« Environmental Scanning

— Involves screening large amounts of
information to detect emerging trends and
create a set of scenarios

« Competitive Intelligence

— Information about competitors that allows
managers to anticipate competitors’ actions
rather than merely react to them

23

EXHIBIT 5-6 SWOT: Identifying
Organizational Opportunities
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SWOT analysis

Analysis of an organization’s strengths,
weaknesses, opportunities, and threats in
order to identify a strategic niche that the
organization can exploit

Croanizalion’s
opportun ies




SWOT Analysis

« Strengths (Strategic)

— Internal resources that are available or things that an
organization does well.

» Core competency: a unique skill or resource that represents
a competitive edge.

 Weaknesses

— Resources that an organization lacks or activities that
it does not do well.

» Opportunities (Strategic)
— Positive external environmental factors.
* Threats
— Negative external environmental factors. 25

How Do You Formulate Strategies?

Grand Strategies

|
v v v v

Growth Stability Retrenchment Combination

26

12



Growth Strategies

Strategies for
Growth

|
v v v

Direct
Expansion

Merger Acquisition

27

Competitive Strategies

Strategies for

Competitive
Advantage
Cost . -
Leadership Differentiation Focus

28

13



Sustaining a Competitive Advantage

« Competitive advantage counts for little if it
cannot be sustained over the long-term.

— Factors reducing competitive advantage
« Evolutionary changes in the industry
» Technological changes
» Customer preferences
* Imitation by competitors

— Defending competitive advantage
» Patents, copyrights, trademarks, regulations, and tariffs
» Competing on price

» Long-term contracts with suppliers (and customers)
29

What Happens After Strategies
Are Formulated?

Strategy
Formulation

Implementation

— .
and Execution

Evaluation

30

14



Quality as a Strategic Weapon

+ Benchmarking
— The search for the best practices among competitors

or noncompetitors that lead to their superior
performance.

e |ISO 9000 series

— Quality management standards set by the
International Organization for Standardization (ISO)

+ 1SO 14000

— Companies achieving this certification will have
demonstrated that they are environmentally

responsible.
31

Attaining Six Sigma Quality

« Six Sigma

— A philosophy and measurement process
developed in the 1980s at Motorola.

* To design, measure, analyze, and control the input
side of a production process to achieve the goal of
no more than 3.4 defects per million parts or
procedures.

— A philosophy and measurement process that
attempts to design in quality as a product is

being made.
32

15



EXHIBIT 5-7 Six Sigma 12-Process Steps

§ Select the critical-to-quality characteristics.

§ Define the required performance standards.

8 Validate measurement system, methods, and procedures.
§ Establish the current processes’ capability.

8 Define upper and lower performance limits.

8 Identify sources of variation.

§ Screen potential causes of variation to identify the vital few variables
needing control.

§ Discover variation relationship for the vital variables.

§ Establish operating tolerances on each of the vital variables.

8 Validate the measurement system’s ability to produce repeatable data.
§ Determine the capability of the process to control the vital variables.

§ Implement statistical process control on the vital variables.

33

Identifying A Competitive Advantage

The Unexpected

The

New Knowledge Incongruous

Environmental

Sources of

Entrepreneurial
Changes in Opportunity The Process
Perception Need

Industry and
Demographics Market

Structures

34




Chwong 6 — T6 chirc

Hoc gi?
« Céac yéu tb cla cAu trac
« Loi thé va bat loi ctia chuyén mén héa
« Quyén hanh va quyén lyc (Authority & Power)
» Cach phan chia nhiém vu
« Cac loai ciu truc to chire

The Elements of Structure

* Organization Design

— Is a process in which managers develop or change
their organization’s structure.

* Work Specialization

— Involves having each discrete step of a job done by a
different individual rather than having one individual
do the whole job.




EXHIBIT 6-1 Economies and Diseconomies

of Work Specialization
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Organizational Structure: Control

* Chain of Command

— The continuous line of authority that extends from
upper organizational levels to the lowest levels and
clarifies who reports to whom.

* Unity of Command

— The management principle that no person should
report to more than one boss.

» Span of Control

— The number of subordinates a manager can direct
efficiently and effectively.




EXHIBIT 6-2 Chain of Command
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Organizational Structure: Control
(cont’d)

 Authority
— The rights inherent in a managerial position to
give orders and expect them to be obeyed.

* Power
— An individual's capacity to influence decisions

» Responsibility
— An obligation to perform assigned activities




Types of Organizational Authority

 Line Authority

— The position authority (given and defined by
the organization) that entitles a manager to
direct the work of operative employees.

« Staff Authority

— Positions that have some authority (e.g.,
organization policy enforcement) but that are
created to support, assist, and advise the
holders of line authority.

EXHIBIT 6-3 Line Versus Staff Authority
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EXHIBIT 6-4 Authority Versus Power
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EXHIBIT 6-5  Types of Power

Coercive power Power based on fear.

Reward power Power based on the ability to distribute
something that others value.

Legitimate power Power based on one’s position in
the formal hierarchy.

Expert power Power based on one’s expertise, special
skill, or knowledge.

Referent power Power based on identification with a person
who has desirable resources or personal
traits.

12




Building a Power Base

Respect others.

Build power relationships.
Develop associations.
Control important information.

Gain seniority.

S

Build power in stages.

13

Centralization And Decentralization

» Centralization

— A function of how much decision-making authority is
pushed down to lower levels in an organization; the
more centralized an organization, the higher the level
at which decisions are made.

* Decentralization

— The pushing down of decision-making authority to the
lowest levels of an organization.

14




EXHIBIT 6-6

§ Functional

§ Product

§ Customer

§ Geographic

& Process

Types of Departmentalization

Groups employees based on work performed
(e.g., engineering, accounting information
systems, human resources)

Groups employees based on major product areas
in the corporation (e.g., women'’s footwear, men’s
footwear, and apparel and accessories)

Groups employees based on customers’ problem
and needs (e.g., wholesale, retail, government)

Groups employees based on location served
(e.g., North, South, Midwest, East)

Groups employees based on the basis of work
or customer flow (e.g., testing, payment)

15

Contingency Variables Affecting

Size

—

Structure

Strategy

|

Organizational
Structure

1

Environment

<€— Technology

16




Contingency Variables Affecting
Structure (cont’d)

* Mechanistic Organization

— The bureaucracy: a structure that is high in
specialization, formalization, and centralization

» Organic Organization

— An adhocracy: a structure that is low in specialization,
formalization, and centralization

» Structure follows the organization’s chosen
strategy—change strateqy, change structure.

17

EXHIBIT 5-7 Mechanistic Versus Organic
Organizations
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Technology and Structure

 Unit Production

— Production in terms of units or small batches
* Mass Production

— Production in terms of large batch manufacturing
* Process Production

— Production in terms of continuous processing

Organization Design Applications

» Simple Structure

— Is low in specialization and formalization but high in
centralization.

* Functional Structure

— Has similar and related occupational specialties that
are grouped together.

» Divisional structure
— Is made up of self-contained units.




EXHIBIT 6-8

Functional Structure
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EXHIBIT 5-9  Divisional Structure
P=skil
g Freacenl it ::-Iml_ Wi s,
luzks herizzk
Wkl Kkl [RONES

Fh g atd Lz
A ko Kl il on

CETR R T

ERen g e Lsiwimees

A pekan: Cher b bon

Kan. i

St g 1M LIz

Aipskpacd T B

[ RTE BT

22

10



Other Organizational Structures

* Matrix Structure

— Is comprised of specialists from functional
departments who are assigned to work on one or
more projects led by a project manager.

+ Team-Based Structure
— Consists entirely of work groups or teams.
* Boundaryless Organization

— Is not defined or limited by boundaries or categories
imposed by traditional structures.

23

EXHIBIT 6-10 Sample Matrix Structure
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The Learning Organization

» An organization that has developed the capacity
to continuously adapt and change because all
members take an active role in identifying and
resolving work-related issues.

» Characteristics:

— Organization design \
— Information sharing \
— Leadership

— Organizational culture

25

EXHIBIT 5-11 Characteristics of a Learning
Organization
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Organization Culture

* Organization Culture

— Is a system of shared meanings within an
organization that determine how employees act.
— Has shared values in its cultural elements:
« Stories, rituals, material symbols, and language unique to the

organization

— Results from the interaction between:
» The founders’ biases and assumptions
* What the first employees learn subsequently from their own

experiences.

— Influences structure:

« Strong culture substitutes for rules and regulations.
27

EXHIBIT 5-12 10 Characteristics of
Organization Culture

Member identity
Group emphasis
People focus
Unit integration
Control

Risk tolerance
Reward criteria

Conflict tolerance

CORNCORE SN RN OTR - BN GO B

Means—end orientation

10. Open-systems focus 2




Chwong 7 — Diéu Khién

Hoc gi?
« Phan biét gilra lanh dao va quan ly
« Mot sb trwerng phai lanh dao
* BOng vién & cac hinh thirc déng vién

Managers Versus Leaders

“Not all leaders are managers, nor are all
managers leaders.”

* Managers

— Persons whose influence on others is limited to the
appointed managerial authority of their positions to
reward and punish.

» Leaders

— Persons with managerial and personal power who
can influence others to perform actions beyond those
that could be dictated by those persons’ formal
(position) authority alone.




Trait Theories Of Leadership

 Trait Theories of Leadership

— Theories that attempt to isolate characteristics
that differentiate leaders from nonleaders

« Attempts to identify traits that always differentiate

leaders from followers and effective leaders from
ineffective leaders have failed.

 Attempts to identify traits consistently associated
with leadership have been more successful.

EXHIBIT 7-1 Six Traits That Differentiate
Leaders from Nonleaders

. Drive
. Desire to lead
. Honesty and integrity

1

2

3

4. Self-confidence
5. Intelligence

6

. Job-relevant knowledge




Behavioral Theories Of Leadership

» Behavioral Theories of Leadership
— Attempt to isolate behaviors that differentiate effective
leaders from ineffective leaders.
— Behavioral studies focus on identifying critical
behavioral determinants of leadership that, in turn,
could be used to train people to become leaders.

v LEADERSHIP
v MOTIVATION
SKILLS

The Ohio State Studies

 Studies that sought to identify independent
dimensions of leader behavior

— Initiating structure
* The extent to which a leader defines and structures
his or her role and the roles of employees to attain
goals

— Consideration

» The extent to which a leader has job relationships
characterized by mutual trust, respect for
employees’ ideas, and regard for their feelings




The University Of Michigan Studies

» Studies that sought to identify the behavioral
characteristics of leaders related to performance
effectiveness

— Employee oriented leader

* Emphasizes interpersonal relations, takes a personal interest
in the needs of employees, and accepts individual
differences.

— Production oriented leader
» Emphasizes technical or task aspects of a job, is concerned
mainly with accomplishing tasks, and regards group members
as a means to accomplishing goals.

Motivation and Individual Needs

* Motivation

— The willingness to exert high levels of effort to
reach organizational goals, conditioned by the
effort’s ability to satisfy some individual need

* Need

— An internal state that makes certain outcomes
appear attractive

10




Components of Motivation

Organizational
Goals

1"

EXHIBIT 7-1 The Motivation Process
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Early Theories Of Motivation

» Hierarchy of Needs Theory (Maslow)

— There is a hierarchy of five human needs; as each
need becomes satisfied, the next need becomes
dominant.

» Physiological: food, drink, shelter, sex

Safety: physical safety
 Social: affiliation with others, affection, friendship

Esteem: Internal (self-respect, autonomy, and achievement);
external (status, recognition, and attention)

Self-actualization: personal growth and fulfillment

13

EXHIBIT 7-2 Maslow’s Hierarchy of Needs

Salf-
actualization

Esteem

// Social \
/ Salely \
/ Physiological \
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Early Theories Of Motivation (cont’d)

» Theory X (McGregor)
— The assumption that employees dislike work,
are lazy, seek to avoid responsibility, and
must be coerced to perform.

Theory Y

— The assumption that employees are creative,
seek responsibility, and can exercise self-
direction.

15

EXHIBIT 7-3Theory X and Theory Y Premises

THEORY X: A MANAGER WHO VIEWS EMPLOYEES FROM A THEORY X {MEGATIWVE)
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Early Theories Of Motivation (cont’d)

» Motivation-Hygiene Theory (Herzberg)

— Intrinsic factors are related to job satisfaction and
extrinsic factors are related to job dissatisfaction.

— Hygiene factors

 Factors, such as working conditions and salary, that, when
adequate, may eliminate job dissatisfaction but do not
necessarily increase job satisfaction.

— Motivators

» Factors, such as recognition and growth, that can increase
job satisfaction.

17

EXHIBIT 7-4 Herzberg’s Motivation-Hygiene

Theory
Motivators Hypiene Factors
. i
/ l f
! i i .
/ ! ¢ Superision
{ | _f Carnpany palley
f'"lf Achlzvement i ,.-" Felalionship will supervisor
i Recugnilivn i Warking condificns
Wark itar/i v Salany
"'-\ Responskllty i ] H-:|':I|.i’.l|15|!ip wilh poers
N, Atvarcemenl TN F‘l-rr—m_ml Il_rH )
h Gzl ! &‘. Felatianzhip with smplovess
\-.. ! ST
" ' o Sopurily
h I
L . b
b H 5
h ! 3
1
Extremely Neulral Extremely
Satisfied Diszatisfied

18




EXHIBIT 7-5 Contrasting Views of
Satisfaction-Dissatisfaction

Traditional View

Satstaction Digsatisfaction
Herzherg's View
Motivetors Hynicrie Tacle
Setlisl=clon Ha satisiaction Ho dissatisfactian Dissatisfaction
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Contemporary Theories Of Motivation

* Three-Needs Theory (McClelland)

— The needs for achievement, power, and
affiliation are major motives in work.

1. Need for achievement (nAch)
— The drive to excel, to achieve in relation to a set of
standards, to strive to succeed.
2. Need for power (nPow)
— The need to make others behave in a way that they
would not have behaved otherwise.
3. Need for affiliation (nAff)

— The desire for friendly and close interpersonal
relationships. 20




Contemporary Theories...

» Equity Theory (Adams)

— Employees perceive what they get from a job
situation (outcomes) in relation to what they put into it
(inputs) and then compare their input-outcome ratio
with the input-outcome ratios of relevant others.

» Referent

— Is, in equity theory, the other persons, the systems, or
the personal experiences against which individuals
compare themselves to assess equity.

» The choice of a particular set of referents is related to the
information available about referents as well as to the
perceived relevance.
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EXHIBIT 7-6 Equity Theory Relationships
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Equity Theory: Individual Judgments

» When employees perceive an inequity they may:
— Distort either their own or others’ inputs or outcomes.

— Behave so as to induce others to change their inputs
or outcomes.

— Behave so as to change their own inputs or
outcomes.

— Choose a different comparison referent.
— Quit their job.

23

EXHIBIT 7-7 Equity Theory Propositions

1. If paid according to time, overrewarded employees will
produce more than equitably paid employees.

2. If paid according to quantity of production,
overrewarded employees will produce fewer but
higher-quality units than equitably paid employees.

3. If paid according to time, underrewarded employees
will produce less or poorer quality output.

4. If paid according to quantity of production,
underrewarded employees will produce a large
number of low-quality units in comparison with
equitably paid employees.




Job Design And Motivation

» Job Characteristics Model (JCM)

— Hackman and Oldham'’s job description model:

» The five core job dimensions are skill variety, task identity,
task significance, autonomy, and feedback.

— Internal rewards are obtained when:

* An employee learns (knowledge of results) through
(feedback) that he or she personally (experienced
responsibility through autonomy of work) has performed well
on a task that he or she cares about (experienced
meaningfulness through skill variety, task identity, and/or task
significance).

25

JCM: Core Job Dimensions

 Skill variety

— The degree to which the job requires a variety of
activities so the worker can use a number of
different skills and talents

» Task identity

— The degree to which the job requires completion
of a whole and identifiable piece of work

+ Task significance

— The degree to which the job affects the lives or
work of other people

26
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JCM: Core Job Dimensions (cont’d)

* Autonomy

— The degree to which the job provides freedom,
independence, and discretion to the individual in
scheduling the work and in determining the
procedures to be used in carrying it out

* Feedback

— The degree to which carrying out the work activities
required by the job results in the individual’s obtaining
direct and clear information about the effectiveness of
his or her performance

27

EXHIBIT 7-8 The Job Characteristics Model
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EXHIBIT 7-9 Guidelines for Job Redesign

Suggested Aclion Core Job Dimension

Comhbine tasks Skill variety

Form natural work units Task identity

/ ;’F
,’»{f

~ T
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Expand Jobs vertcally #\Th ALITanamy
.
Open feedback channels —:‘ Feedback
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Expectancy Theory (Vroom)

« An individual tends to act in a certain way,
in the expectation that the act will be
followed by given outcome, and according
to the attractiveness of that outcome to the
individual.

— The extent to which individuals are motivated
to perform to get a reward of value to them is

based on their belief that their performance
will result in the reward they want.

30
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Expectancy Theory (cont’d)

Emphasizes self interest in the alignment of
rewards with employee wants.

Addresses why employees view certain
outcomes (rewards) as attractive or unattractive.

Emphasizes the connections among expected
behaviors, rewards, and organizational goals.

Is concerned with individual perceptions and the
provision of feedback.

31

Expectancy Theory (cont’d)

» Effort—Performance

— The perceived probability that exerting a given
amount of effort will lead to performance

 Performance—Reward

— The belief that performing at a particular level will lead
to the attainment of a desired outcome

» Attractiveness

— The importance placed on the potential outcome or
reward that can be achieved on the job.

32
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EXHIBIT 7-10 Simplified Expectancy Theory

mikishinl _l P B PR Hl— ST Drgmalm 7 T ek T
wll S 2 '--.____:a'k:rrmr-'.-': S F'_h\-. _ e - “_l\-.___ yous ___.--"

[E] - Pt mnzne g
?l — Fortn iz vt kv

LE I R T

33

EXHIBIT 7-11 Integrating Theories of
Motivation
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Steps in Motivating Employees

Recognize individual differences.

Match people to jobs.

Use goals.

Ensure that goals are perceived as attainable.
Individualize rewards.

Link rewards to performance.

Check the system for equity.

Don’t ignore money.

SRS OIE-S SR
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Contemporary Issues in Motivation

* Flexibility: The Key To Motivating A
Diverse Workforce

— Recognizing the different personal needs and
goals of individuals.

— Providing a diversity of rewards to match the
varied needs of employees.

— Being flexible in accommodating the cultural
differences within a diverse workforce when
attempting to motivate workers.

36
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Should Employees Be Paid for
Performance or Time on the Job?

» Pay-for-Performance Programs

— Compensation plans that pay employees on
the basis of performance measures not
directly related to time spent on the job.

* Piece-rate plans

+ Gainsharing

+ Wage-incentive

* Profit sharing

* Lump-sum bonuses

Compensation Alternatives

Pay-for-Performance

Options
Competency- Broad- Stock
Based Banding Options

Compensation




Motivating Other Employees

* Minimum-Wage » Professional and

Employees Technical Employees

— Use employee recognition — Provide job challenge: new
programs assignments and projects

— Provide praise — Provide support and

— Empower employees resources

— Provide career — Increase autonomy
development opportunities — Provide continuing

education opportunities
— Provide recognition for

(]
3 ;: accomplishments
39

Work-Life Balance

Alternative Work
Schedules

|
v v v

Flextime Job Sharing Telecommuting

40




How Entrepreneurs Motivate
Employees

» Entrepreneurs Motivate Employees By:
— Allowing them to complete the whole job.

— Having employees work together across departments
and functions in the organization.

— Using participative decision making in which
employees provide input into decisions.

— Delegating decisions and duties, turning over the
responsibility for carrying them out to employees.

— Redesigning their jobs so they have discretion over
the way they do their work.

41
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Chwong 8 — Kiém tra

Hoc gi?
« Khai niém kiém tra
« Vai tro cla kiém tra
« Cac céach kiém tra co ban
* Quy trinh kiém tra
« Cac nhan t6 anh huéng

What Is Control?

« Control

— Monitoring activities to ensure that they
are being accomplished as planned and of
correcting any significant deviations

— Ensures that activities are completed ;9)
ways that lead to the attainme- "
organization’s goals.




EXHIBIT 8-1 Characteristics of Three
Approaches to Designing Control Systems

Type of
Control Characteristics
Market Uses external market mechanisms, such as price competition

and relative market share, to establish standards used in
system. Typically used by organizations with clearly specified
and distinct products or services that face considerable
marketplace competition.

Bureaucrati Emphasizes organizational authority. Relies on administrative

c and hierarchical mechanisms, such as rules, regulations,
procedures, policies, standardization of activities, well-defined
job descriptions, and budgets to ensure that employees
exhibit appropriate behaviors and meet performance
standards.

Clan Regulates employee behavior by the shared values, norms,
traditions, rituals, beliefs, and other aspects of the
organization’s culture. Often used by organizations in which
teams are common and technology is changing rapidly.

EXHIBIT 8-2 The Control Process
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Steps in the Control Process

1. Measuring Actual Performance
— Personal observation, statistical reports, oral
reports, and written reports

— Management by walking around (MBWA)

» A phrase used to describe when a manager is out
in the work area interacting with employees

Steps in the Control Process (cont’d)

2. Comparing actual performance against a
standard

— Comparison to objective measures: budgets,
standards, goals
— Range of variation

« The acceptable parameters of variance between
actual performance and the standard




EXHIBIT 8-3 Defining an Acceptable Range

of Variation
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Steps in the Control Process (cont’d)

3. Taking managerial action to correct deviations
or inadequate standards

— Immediate corrective action

» Correcting a problem at once to get performance back on
track

— Basic corrective action

» Determining how and why performance has deviated and
then correcting the source of deviation

— Reuvising the standard

» Adjusting the performance standard to reflect current and
predicted future performance capabilities
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EXHIBIT 8-4 South Atlantic Distributors’
Sales Performance for July (hundreds of cases)
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Types Of Control

» Feedforward Control

— Prevents anticipated problems.
« Concurrent Control

— Takes place while an activity is in progress.
» Feedback Control

— Takes place after an action
 Provides evidence of planning effectiveness
* Provides motivational information to employees

12




EXHIBIT 8-5 Types of Control
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Steps in Performance Feedback

—

Schedule the feedback session in advance and be prepared.

2. Put the employee at ease.

3. Make sure the employee knows the purpose of the feedback
session.

4. Focus on specific rather than general work behaviors.

5. Keep comments impersonal and job related.

6. Support feedback with hard data.

7. Direct the negative feedback toward work-related behavior that
the employee controls.

8. Let the employee speak.

9. Ensure that the employee has a clear and full understanding of

the feedback.
10. Detail a future plan of action.




The Qualities Of An Effective
Control System

» Accuracy + Strategic placement
* Timeliness * Emphasis on the

+ Economy exception

* Flexibility * Multiple criteria

« Understandability « Corrective action

» Reasonable criteria

15

What Contingency Factors Affect the
Design of A Control System?

Size of the organization

The job/function’s position in the
organization’s hierarchy

Degree of organizational decentralization
Type of organizational culture

Importance of the activity to the
organization’s success

16




EXHIBIT 8-6  Contingency Factors in the
Design of Control Systems
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A Special Case of Control:
Sarbanes-Oxley Act

» A law establishing procedures for public
companies to report their financial status.

— The CEO and CFO must personally certify the
organization’s financial reports.

— The organization must have in place procedures and
guidelines for audit committees.

— CEOs and CFOs must pay back bonuses and stock
options if corporate profits are restated.

— Personal loans or lines of credit for executives are
now prohibited.

18




A Special Case of Control:
Sarbanes-Oxley Act (cont’d)

» Penalties for Noncompliance:
— Falsely stating corporate financials, can result in the
executive being fined up to $1 million and imprisoned
for up to 10 years.

— If the executive’s action is determined to be willful,
both the fine and the jail time can be doubled.

» Reporting of Corporate Misdeeds

— Establish an environment free from reprisals

* Protection for employees who come forward (whistle-blowing)
and report wrongdoing by executives.
19

Controls And Cultural Differences

» Methods of controlling employee behavior and
operations can be quite different in different
countries.

— Distance creates a tendency for formalized controls in
the form of extensive, formal reports.

— In less technologically advanced countries, direct
supervision and highly centralized decision making
are the basic means of control.

— Local laws constraint the corrective actions that
managers can take foreign countries.

20




The Dysfunctional Side Of Control

* Problems with Unfocused Controls

— Failure to achieve desired or intended results occur
when control measures lack specificity

* Problems with Incomplete Control Measures

— Individuals or organizational units attempt to look
good exclusively on control measures.

» Problems with Inflexible or Unreasonable
Control Standards
— Controls and organizational goals will be ignored or
manipulated.

21

Contemporary Issues In Control

» The right to personal privacy in the workplace
Versus:

— Employer’s monitoring of employee activities in the
workplace

— Employer’s liability for employees creating a hostile
environment

— Employer’s need to protect intellectual property

Remember: The computer on your desk
belongs to the company.

22
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Perspective on Employee Theft

* Industrial Security

— The opportunity to steal presents itself through lax
controls and favorable circumstances.

« Criminologists

— Employees steal to relieve themselves of financial-
based or vice-based pressures.

+ Clinical Psychologists

— Employees steal because they can rationalize
whatever they are doing as being correct and
appropriate behavior.

23

EXHIBIT 8-7 Control Measures for Deterring
or Reducing Employee Theft or Fraud
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EXHIBIT 8-8 Suggestions for Achieving a
Supportive Growth-Oriented Culture
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How An Entrepreneur
Can Control For Growth

» Planning for Growth
— By addressing growth strategies as part of business
planning but not being overly rigid in planning.
* Organizing for Growth

— The key challenges include finding capital, finding
people, and strengthening the organizational culture.

» Controlling for Growth

— Maintaining good financial records and financial
controls over cash flow, inventory, customer data,
sales orders, receivables, payables, and costs.
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How Does the Entrepreneur
Exit the Venture

+ Reasons for Harvesting a Venture
— Cashing out of the investment in a venture

— Exiting due to poor financial returns or organizational
performance of the venture

— A desire to pursue other ventures
» Business Valuation Methods

— Asset valuation

— Earnings valuation

— Cash flow valuation

27

MANY THANKS FOR
YOUR VALUED ATTENTION
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