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Chapter 5

BUSINESS MANAGEMENT
True/False Questions

Easy Questions

1. Planning begins when managers determine the firm’s goals.

Answer: True

Level: Easy

Page 144

Reference: Learning Objective 1 / Planning

2. The process of guiding and motivating employees to meet the firm’s objectives is called planning.

Answer: False

Level: Easy

Page 144

Reference: Learning Objective 1 / Leading

3. Determining the best way to arrange a firm’s resources and activities into a coherent structure is called controlling.

Answer: False

Level: Easy

Page 146

Reference: Learning Objective 1 / Organizing

4. Middle managers are responsible for implementing the strategies, policies, and decisions made by top managers.

Answer: True

Level: Easy

Page 148

Reference: Learning Objective 2 / Levels of Management

5. The skills needed to perform specialized tasks are called technical skills.

Answer: True

Level: Easy

Page 150

Reference: Learning Objective 2 / Levels of Management

6. Conceptual skills are the skills needed to perform specialized tasks.

Answer: False

Level: Easy

Page 151

Reference: Learning Objective 3 / Basic Management Skills

7. A strategy is a broad set of organizational plans for implementing the decisions made for achieving organizational goals.

Answer: True

Level: Easy

Page 154

Reference: Learning Objective 4 / Setting Business Goals and Formulating Strategy

8. According to the authors of the text, long-term goals are set for a period of less than one year.

Answer: False

Level: Easy

Page 156

Reference: Learning Objective 4 / Setting Business Goals

9. Functional strategies determine the firm’s overall attitude toward growth and the way that it will manage its business or product lines.

Answer: False

Level: Easy

Page 157

Reference: Learning Objective 4 / Types of Strategy

10. Business strategy focuses on improving the company’s competitive position.

Answer: True

Level: Easy

Page 157

Reference: Learning Objective 4 / Types of Strategy

11. Organizational analysis involves scanning the environment for threats and opportunities.

Answer: False

Level: Easy

Page 158

Reference: Learning Objective 4 / Formulating Strategy

12. Contingency planning is an organization’s method for dealing with emergencies.

Answer: False

Level: Easy

Page 160

Reference: Learning Objective 5 / Contingency Planning and Crisis Management

13. Contingency planning seeks to identify how a company will respond to change.

Answer: True

Level: Easy

Page 160

Reference: Learning Objective 5 / Contingency Planning and Crisis Management

14. The shared experiences, stories, beliefs, and norms that characterize an organization are called an organization structure.

Answer: False

Level: Easy

Page 161

Reference: Learning Objective 6 / Management and the Corporate Culture

True/False Questions

Moderate Questions

15. A manager is likely to be engaged in planning, organizing, leading, and controlling during the course of any given day.

Answer: True

Level: Moderate

Page 144

Reference: Learning Objective 1 / The Management Process

Rationale: Managers at all levels perform these four basic managerial functions.

16. When a sales manager compares actual sales to the quarterly sales quota, she is performing the controlling function of management.

Answer: True

Level: Moderate

Page 146

Reference: Learning Objective 1 / Controlling

Rationale: Controlling is the process of monitoring a firm’s performance to make sure that it is meeting its goals.

17. The first step in the control process is to compare actual performance to standards.

Answer: False

Level: Moderate

Page 146

Reference: Learning Objective 1 / Controlling

Rationale: The first step in the control process occurs when managers establish standards.

18. Most managers would be categorized as top managers.

Answer: False

Level: Moderate

Page 147

Reference: Learning Objective 2 / Levels of Management

Rationale: Managers fall into three categories: top, middle, and first-line.

19. Supervisor, office manager, and group leader are titles of middle managers.

Answer: False

Level: Moderate

Page 147-148

Reference: Learning Objective 2 / Levels of Management

Rationale: These are titles of first-line managers.

20. Operations managers are responsible for production, inventory, and quality control.

Answer: True

Level: Moderate

Page 148

Reference: Learning Objective 2 / Areas of Management

Rationale: In general, operations refers to the systems by which a firm produces goods and services.

21. Information managers are responsible for getting products from producers to consumers.

Answer: False

Level: Moderate

Page 148-149

Reference: Learning Objective 2 / Areas of Management

Rationale: Information managers design and implement systems to gather, organize, and distribute information.

22. Financial managers oversee accounting functions and financial resources.

Answer: True

Level: Moderate

Page 149

Reference: Learning Objective 2 / Areas of Management

Rationale: Further, levels of financial management may include chief financial officer, a division controller, and an accounting supervisor.

23. Technical skills are utilized most often by top managers in organizations.

Answer: False

Level: Moderate

Page 150

Reference: Learning Objective 3 / Basic Management Skills

Rationale: Technical skills are the skills needed to perform specialized tasks; these skills are especially critical for first-line managers.

24. Human relations skills include the ability to get along with subordinates and to motivate employees to perform.

Answer: True

Level: Moderate

Page 150

Reference: Learning Objective 3 / Basic Management Skills

Rationale: Human relations skills, in general, are skills that enable managers to understand and get along with people.

25. Human relations skills are most important for first-line managers.

Answer: False

Level: Moderate

Page 150

Reference: Learning Objective 3 / Basic Management Skills

Rationale: Although human relations skills are important at all levels, they are probably most important for middle managers.

26. Top managers depend most on conceptual skills.

Answer: True

Level: Moderate

Page 151

Reference: Learning Objective 3 / Basic Management Skills

Rationale: Conceptual skills refer to a person’s ability to think in the abstract, to diagnose and analyze different situations, and to see beyond the present situation; this is critical for top managers.

27. The last step in the decision-making process is the selection of the best alternative.

Answer: False

Level: Moderate

Page 151

Reference: Learning Objective 3 / Basic Management Skills

Rationale: Implementing the chosen alternative is the last step in the process.

28. The four leading causes of wasted time for managers are paperwork, phone calls, meetings, and e-mail.

Answer: True

Level: Moderate

Page 151

Reference: Learning Objective 3 / Basic Management Skills

Rationale: Poor use of a manager’s time translates into costs and wasted productivity; prioritizing the day’s work is necessary for work efficiency.

29. As businesses become increasingly international in scope, global management skills will become more important.

Answer: True

Level: Moderate

Page 152

Reference: Learning Objective 3 / Management Skills for the Twenty-First Century

Rationale: As we enter the twenty-first century, most experts point to the growing importance of skills involving global management and technology.

30. Changes in technology will result in a decrease in the amount of information that managers will use to make decisions.

Answer: False

Level: Moderate

Page 153

Reference: Learning Objective 3 / Management Skills for the Twenty-First Century

Rationale: In today’s world, the amount of information has reached staggering proportions.

31. The starting point in effective management is setting goals.

Answer: True

Level: Moderate

Page 154

Reference: Learning Objective 4 / Setting Business Goals and Formulating Strategy

Rationale: In addition, managers must consider what actions will and will not achieve company goals.

32. Goal setting provides direction and guidance for first-level managers only.

Answer: False

Level: Moderate

Page 155

Reference: Learning Objective 4 / Setting Business Goals

Rationale: Goal setting provides direction and guidance for managers at all levels.

33. Goal setting helps managers assess performance.

Answer: True

Level: Moderate

Page 155

Reference: Learning Objective 4 / Setting Business Goals

Rationale: For example, if a unit sets a goal of increasing sales by 10 percent in a given year, managers in that unit who attain or exceed the goal can be rewarded.

34. Long-term goals are derived directly from a firm’s mission statement.

Answer: True

Level: Moderate

Page 155-156

Reference: Learning Objective 4 / Formulating Strategy

Rationale: Long-term goals relate to extended periods of time, typically five years or more; long-term goals are strategic goals that are directly related to the firm’s mission statement.

35. Doubling the number of merchants participating in a sales program over the next 10 years is an example of a long-term goal.

Answer: True

Level: Moderate

Page 156

Reference: Learning Objective 4 / Setting Business Goals

Rationale: Long-term goals relate to extended periods of time, typically five years or more.

36. Increasing sales by 4 percent in the next year would be an example of an intermediate goal.

Answer: False

Level: Moderate

Page 156

Reference: Learning Objective 4 / Setting Business Goals

Rationale: Increasing yearly sales by 4 percent would be an example of a short-term goal; short-term goals are set for perhaps one year.

37. When IBM analyzes its strengths and weaknesses, it is conducting an organizational analysis.

Answer: True

Level: Moderate

Page 158

Reference: Learning Objective 4 / Formulating Strategy

Rationale: In addition to analyzing external factors by performing an environmental analysis, managers can examine internal strengths and weaknesses via organizational analysis.

38. Crisis management involves a firm’s methods for dealing with emergencies.

Answer: True

Level: Moderate

Page 160

Reference: Learning Objective 5 / Contingency Planning and Crisis Management

Rationale: Crisis management involves an organization’s methods for dealing with unexpected emergencies.

39. Corporate culture reflects an organization’s reason for being.

Answer: False

Level: Moderate

Page 161

Reference: Learning Objective 6 / Management and the Corporate Culture

Rationale: Corporate culture helps define the work and business climate that exists in an organization.

40. Corporate culture is largely a result of state and local laws and regulations.

Answer: False

Level: Moderate

Page 161

Reference: Learning Objective 6 / Management and the Corporate Culture

Rationale: Corporate culture refers to the shared experiences, stories, beliefs, and norms that characterize an organization.

41. Corporate culture influences management philosophy, style, and behavior.

Answer: True

Level: Moderate

Page 162

Reference: Learning Objective 6 / Communicating the Culture and Managing Change

Rationale: Managers must carefully consider the kind of culture they want for their organizations and then work to nourish that culture by communicating with everyone who works there.

42. It is not possible to change an organization’s corporate culture.

Answer: False

Level: Moderate

Page 162

Reference: Learning Objective 6 / Communicating the Culture and Managing Change

Rationale: Organizations must sometimes change their corporate cultures.

True/False Questions

Difficult Questions

43. According to the textbook, many managers spend as much as four hours a day in meetings.

Answer: True

Level: Difficult

Page 152

Reference: Learning Objective 3 / Time Management Skills

Rationale: Meetings are one of the four most common causes of wasted time in organizations.

44. According to the textbook, spam is a big time-waster for managers.

Answer: True

Level: Difficult

Page 152

Reference: Learning Objective 3 / Time Management Skills

Rationale: Increasingly, managers are relying on e-mail and other forms of electronic communication. Time is wasted when managers have to sort through spam and a variety of electronic folders, in-boxes, and archives.

45. All organizations have mission statements, but not all have long-term and short-term goals.

Answer: False

Level: Difficult

Page 156

Reference: Learning Objective 4 / Setting Business Goals

Rationale: In addition to its mission, every firm also has long-term, intermediate, and short-term goals.

46. Strategy has a wider scope then planning.

Answer: True

Level: Difficult

Page 157

Reference: Learning Objective 4 / Formulating Strategy

Rationale: Planning is often concerned with the nuts and bolts of setting goals, choosing tactics, and establishing schedules, whereas strategy is by definition a broad concept that describes an organization’s intentions.

47. SWOT analysis is usually conducted before strategic goals have been established.

Answer: False

Level: Difficult

Page 158

Reference: Learning Objective 4 / Formulating Strategy

Rationale: Strategic goals are established, THEN the internal strengths and weaknesses and the external opportunities and threats are evaluated through SWOT analysis.

48. Crisis management involves planning for change.

Answer: False

Level: Difficult

Page 160

Reference: Learning Objective 5 / Contingency Planning and Crisis Management

Rationale: Contingency planning is planning for change.

49. Corporate culture helps to define the work environment but not the business environment.

Answer: False

Level: Difficult

Page 161-162

Reference: Learning Objective 6 / Management and the Corporate Culture

Rationale: Corporate culture helps define both the work and the business environments of an organization.

50. In looking at the process of radical change, the three-stage process is characterized by conflict and resistance in the beginning.

Answer: True

Level: Difficult

Page 162-163

Reference: Learning Objective 6 / Communicating the Culture and Managing Change

Rationale: It is a natural process for those involved with change to naturally resist in the beginning; managers eventually give the new corporate culture solid shape from within the organization.

Multiple Choice Questions

Easy Questions

51. All aspects of a manager’s job _____.

a. differ everyday

b. are interrelated

c. usually involve very little delegation

d. can be learned through training

Answer: b

Level: Easy

Page 144

Reference: Learning Objective 1 / The Management Process

52. The process of planning, organizing, leading, and controlling an organization’s financial, physical, human, and information resources to achieve its goals is called _____.

a. organizational planning

b. developing a mission statement

c. management

d. skills development

Answer: c

Level: Easy

Page 144

Reference: Learning Objective 1 / The Management Process

53. Determining what the organization needs to do and how best to get it done requires _____.

a. organizing

b. planning

c. controlling

d. processing

Answer: b

Level: Easy

Page 144

Reference: Learning Objective 1 / The Management Process

54. Determining the best way to arrange a firm’s resources and activities into a coherent structure is called ______.

a. planning

b. leading

c. controlling

d. organizing

Answer: d

Level: Easy

Page 145

Reference: Learning Objective 1 / Organizing

55. The manager uses which of the following management processes to guide and motivate employees to meet the firm’s objectives?

a. leading

b. controlling

c. planning

d. producing

Answer: a

Level: Easy

Page 145

Reference: Learning Objective 1 / Leading

56. Which of the following managers are responsible for implementing the strategies, policies, and decisions made by top managers?

a. first-line managers

b. middle managers

c. supervisory managers

d. office managers

Answer: b

Level: Easy

Page 148

Reference: Learning Objective 2 / Levels of Management

57. Which of the following levels of management spend most of their time working with and supervising the employees who report to them?

a. first-line managers

b. middle managers

c. top managers

d. chief executive officers

Answer: a

Level: Easy

Page 148

Reference: Learning Objective 2 / Levels of Management

58. The skills needed to perform specialized tasks are called _____.

a. motor skills

b. human relations skills

c. technical skills

d. conceptual skills

Answer: c

Level: Easy

Page 150

Reference: Learning Objective 3 / Basic Management Skills

59. Skills in understanding and getting along with other people are called _____.

a. human relations skills

b. technical skills

c. conceptual skills

d. motor skills

Answer: a

Level: Easy

Page 150

Reference: Learning Objective 3 / Basic Management Skills

60. Which of the following refers to a person’s ability to think in the abstract, to diagnose and analyze different situations, and to see beyond the present situation?

a. human relations skills

b. decision-making skills

c. conceptual skills

d. production skills

Answer: c

Level: Easy

Page 151

Reference: Learning Objective 3 / Basic Management Skills

61. The ability to define problems and select the best course of action is the definition of _____.

a. human relations skills

b. production skills

c. conceptual skills

d. decision-making skills

Answer: d

Level: Easy

Page 151

Reference: Learning Objective 3 / Basic Management Skills

62. The productive use of the manager’s time is referred to as the manager’s _____.

a. production skills

b. technical skills

c. time management skills

d. conceptual skills

Answer: c

Level: Easy

Page 151

Reference: Learning Objective 3 / Basic Management Skills

63. Objectives that a business hopes (and plans) to achieve are called _____.

a. tactics

b. strategies

c. actions

d. goals

Answer: d

Level: Easy

Page 154

Reference: Learning Objective 4 / Setting Business Goals and Formulating Strategy

64. A _____ is a broad set of organizational plans for implementing the decisions made for achieving organizational goals.

a. mission

b. function

c. formula

d. strategy

Answer: d

Level: Easy

Page 154

Reference: Learning Objective 4 / Setting Business Goals and Formulating Strategy

65. _____ are performance targets.

a. Tactics

b. Goals

c. Strategies

d. Mission statements

Answer: b

Level: Easy

Page 155

Reference: Learning Objective 4 / Setting Business Goals and Formulating Strategy

66. A company’s mission is _____.

a. likely to change every two years 

b. identifiable only to its employees

c. not likely to be affected by environmental factors

d. usually easy to identify

Answer: d

Level: Easy

Page 155

Reference: Learning Objective 4 / Setting Business Goals

67. Statements of how organizations will achieve their purposes in the environments in which they conduct their business are called ____.

a. mission statements

b. intermediate goals

c. long-term goals

d. short-term goals

Answer: a

Level: Easy

Page 155

Reference: Learning Objective 4 / Setting Business Goals

68. Goals that generally extend beyond five years or more are referred to as _____.

a. short-term goals

b. intermediate goals

c. strategies

d. long-term goals

Answer: d

Level: Easy

Page 156

Reference: Learning Objective 4 / Setting Business Goals

69. When Kodak adopts a goal of increasing its share of the 35mm film market by 10 percent during the next eight years, it is called a(n) _____.

a. short-term goal

b. intermediate-term goal

c. tactic

d. long-term goal

Answer: d

Level: Easy

Page 156

Reference: Learning Objective 4 / Setting Business Goals

70. Goals set for a period of one to five years are referred to as ______.

a. long-term goals

b. intermediate goals

c. short-term goals

d. tactics

Answer: b

Level: Easy

Page 156

Reference: Learning Objective 4 / Setting Business Goals

71. When the finance department aims for a 3 percent increase in return on investment in three years, it is generally classified as a(n) _____.

a. long-term goal

b. tactic

c. personnel decision

d. intermediate-term goal

Answer: d

Level: Easy

Page 156

Reference: Learning Objective 4 / Setting Business Goals

72. The purpose of _____ strategy is to determine what business or businesses a company will own and operate. 

a. functional

b. business

c. corporate

d. mission

Answer: c

Level: Easy

Page 156

Reference: Learning Objective 4 / Types of Strategy

73. E-partnering involves _____.

a. buying shares of small companies that can provide technology that the “purchasing” company does not have

b. buying shares of small companies that are similar to the “purchasing” firm

c. hooking up to another company’s inventory records

d. sharing a web server with another company

Answer: a

Level: Easy

Page 157

Reference: Learning Objective 4 / Types of Strategy

74. _____ strategy, which takes place at the level of the business unit or product line, focuses on a firm’s competitive position.

a. Functional

b. Business

c. Corporate

d. Fundamental

Answer: b

Level: Easy

Page 157

Reference: Learning Objective 4 / Types of Strategy

75. _____ strategy focuses on how specific areas can achieve corporate goals.

a. Functional

b. Business

c. Corporate

d. Mission

Answer: a

Level: Easy

Page 157

Reference: Learning Objective 4 / Types of Strategy

76. Long-term goals derived directly from a firm’s mission statement are called _____.

a. environmental goals

b. strategic goals

c. organizational goals

d. strategic plans

Answer: b

Level: Easy

Page 157

Reference: Learning Objective 4 / Formulating Strategy

77. Scanning the environment for threats and opportunities is referred to as _____.

a. developing implementation tactics

b. devising strategy

c. environmental analysis

d. organizational analysis

Answer: c

Level: Easy

Page 158

Reference: Learning Objective 4 / Formulating Strategy

78. The purpose of which of the following is to better understand a company’s internal strengths and weaknesses?

a. environmental analysis

b. product analysis

c. human resource analysis

d. organizational analysis

Answer: d

Level: Easy

Page 158

Reference: Learning Objective 4 / Formulating Strategy

79. SWOT analysis allows managers and employees to assess _____.

a. internal opportunities

b. external threats

c. external weaknesses

d. external strengths

Answer: b

Level: Easy

Page 158

Reference: Learning Objective 4 / Formulating Strategy

80. The heart of strategy formulation is matching _____.

a. opportunities with threats

b. threats with responses

c. companies with environments

d. competition with advertising

Answer: c

Level: Easy

Page 158

Reference: Learning Objective 4 / Formulating Strategy

81. _____ planning attempts to anticipate and plan for change.

a. Crisis management

b. Contingency

c. Strategic

d. Operational

Answer: b

Level: Easy

Page 160

Reference: Learning Objective 5 / Contingency Planning and Crisis Management

82. Contingency planning is planning for _____.

a. disasters

b. environmental analysis

c. change

d. organizational analysis

Answer: c

Level: Easy

Page 160

Reference: Learning Objective 5 / Contingency Planning and Crisis Management

83. The shared experiences, stories, beliefs, and norms that characterize an organization are called _____.

a. human resource management

b. its product philosophy

c. its corporate culture

d. its mission 

Answer: c

Level: Easy

Page 161

Reference: Learning Objective 6 / Management and the Corporate Culture

84. Corporate culture _____.

a. can direct employees’ efforts toward goals

b. is usually determined by outside forces

c. very seldom changes

d. is difficult to change

Answer: a

Level: Easy

Page 162

Reference: Learning Objective 6 / Management and the Corporate Culture

Multiple Choice Questions

Moderate Questions

85. Planning is the management process of _____.

a. guiding and motivating employees to meet organizational objectives

b. determining how best to arrange an organization’s resources into a coherent structure

c. scanning the business environment for threats and opportunities

d. determining what an organization needs to do and how best to get it done

Answer: d

Level: Moderate

Page 144, 166

Reference: Learning Objective 1 / Planning

Rationale: Further, planning has three components. First, it begins when managers determine the firm’s goals. Next, they develop a strategy for achieving those goals. Finally, they design tactical and operational plans for implementing the strategy.

86. The management function of _____ involves setting goals, developing a strategy to reach each goal, and designing plans to implement each strategy.

a. organizing

b. developing

c. planning

d. controlling

Answer: c

Level: Moderate

Page 144

Reference: Learning Objective 1 / Planning

Rationale: Through these three components, planning involves determining what the organization needs to do and how best to get it done.

87. Organizing is the management process of _____.

a. guiding and motivating employees to meet organizational objectives

b. determining how best to arrange an organization’s resources into a coherent structure

c. scanning the business environment for threats and opportunities

d. monitoring an organization’s performance to ensure that it is meeting its goals

Answer: b

Level: Moderate

Page 145

Reference: Learning Objective 1 / Organizing

Rationale: This function is sometimes illustrated through the use of organizational charts, which help everyone understand roles and reporting relationships.

88. Hewlett Packard’s decision to move towards a more centralized structure is an example of _____.

a. planning

b. leading

c. organizing

d. controlling

Answer: c

Level: Moderate

Page 145

Reference: Learning Objective 1 / Organizing

Rationale: Organizing is determining the best way to arrange a business’s resources and activities into a coherent structure.

89. Leading is the management process of _____.

a. guiding and motivating employees to meet organizational objectives

b. determining how to arrange a firm’s resources into a coherent structure

c. scanning the business environment for threats and opportunities

d. monitoring a firm’s performance to ensure that it is meeting its goals

Answer: a

Level: Moderate

Page 145

Reference: Learning Objective 1 / Leading

Rationale: Leading involves getting employees involved and getting them to work toward organizational objectives.

90. Steve motivates employees by rewarding them with additional vacation when standards are achieved. He’s involved in the management function of ____.

a. leading

b. controlling

c. planning

d. organizing

Answer: a

Level: Moderate

Page 145

Reference: Learning Objective 1 / Leading

Rationale: When leading, a manager works to guide and motivate employees to meet the firm’s objectives.

91. The process of monitoring a firm’s performance to make sure that it is meeting its goals is referred to as _____.

a. planning

b. leading

c. controlling

d. organizing

Answer: c

Level: Moderate

Page 146

Reference: Learning Objective 1 / Controlling

Rationale: Managers establish standards; they then compare what results with those standards.

92. Controlling is the management process of _____.

a. guiding and motivating employees to meet organizational objectives

b. determining how to arrange a firm’s resources into a coherent structure

c. scanning the business environment for threats and opportunities

d. monitoring a firm’s performance to ensure that it is meeting its goals

Answer: d

Level: Moderate

Page 146

Reference: Learning Objective 1 / Controlling

Rationale: The control process begins when managers establish performance standards; they then compare results with those identified standards.

93. Comparing actual performance against standards is an example of which of the following functions of management?

a. planning

b. organizing

c. leading

d. controlling

Answer: d

Level: Moderate

Page 146

Reference: Learning Objective 1 / Controlling

Rationale: Controlling is the process of monitoring a firm’s performance to make sure that it is meeting its goals.

94. According to the text, president and CEO are titles associated with _____.

a. first-line managers

b. top managers

c. middle managers

d. power brokers

Answer: b

Level: Moderate

Page 147

Reference: Learning Objective 2 / Levels of Management

Rationale: All of these are titles given to top managers, who are responsible for the overall performance of the organization.

95. Marjorie Scardino, Kenneth Chenault, and Steward Reinemund are examples provided by the text of executives who guide the fortunes and establish the direction of their firms and are _____.

a. first-level managers

b. top managers

c. middle managers

d. none of the above

Answer: b

Level: Moderate

Page 147

Reference: Learning Objective 2 / Levels of Management

Rationale: Top managers are responsible for the overall performance of their companies.

96. Which of the following levels of management is responsible for the overall performance and effectiveness of the firm?

a. top managers

b. first-line managers

c. middle managers

d. supervisory managers

Answer: a

Level: Moderate

Page 147

Reference: Learning Objective 2 / Levels of Management

Rationale: Top managers set general policies, formulate strategies, approve all significant decisions, and represent the company in deals with other firms and with government bodies.

97. Which of the following levels of management sets general policies, formulates strategies, approves all significant decisions, and represents the company in dealings with other firms and with government bodies?

a. operations managers

b. production managers

c. top managers

d. middle managers

Answer: c

Level: Moderate

Page 147

Reference: Learning Objective 2 / Levels of Management

Rationale: Top managers, through these types of activities, are responsible for the overall performance and effectiveness of the firm.

98. Titles such as plant manager, operations manager, and division manager designate which of the following levels of management?

a. first-line managers

b. middle managers

c. top managers

d. supervisors

Answer: b

Level: Moderate

Page 147-148

Reference: Learning Objective 2 / Levels of Management

Rationale: Middle managers are responsible for implementing the strategies and working toward the goals set by top managers.

99. The titles supervisor, office manager, and group leader are examples of which of the following levels of management?

a. top management

b. middle management

c. first-line management

d. operations management

Answer: c

Level: Moderate

Page 148

Reference: Learning Objective 2 / Levels of Management

Rationale: First-line managers spend most (but not all) of their time working with and supervising the employees who report to them.

100. Most companies have which of the following types of managers to hire and train employees, evaluate performance, and determine compensation?

a. operations managers

b. executive managers

c. human resource managers

d. production managers

Answer: c

Level: Moderate

Page 148

Reference: Learning Objective 2 / Areas of Management

Rationale: At large firms, separate departments deal with recruiting and hiring, wage and salary levels, and labor relations; smaller firms may have a single department responsible for all human resource activities.

101. Systems by which a firm produces goods and services are called _____.

a. human resources

b. operations

c. information

d. departments

Answer: b

Level: Moderate

Page 148

Reference: Learning Objective 2 / Areas of Management

Rationale: Operations managers are responsible for production, inventory, and quality control.

102. Which of the following are responsible for production and quality control?

a. information managers

b. human resource managers

c. first-line managers

d. operations managers

Answer: d

Level: Moderate

Page 148

Reference: Learning Objective 2 / Areas of Management

Rationale: The term operations refers to the systems by which a firm produces goods and services.

103. Which of the following are directly responsible for getting products from producers to consumers?

a. production managers

b. operations managers

c. information managers

d. marketing managers

Answer: d

Level: Moderate

Page 148

Reference: Learning Objective 2 / Areas of Management

Rationale: Marketing encompasses the development, pricing, promotion, and distribution of goods and services. 

104. Which of the following functions encompasses the development, pricing, promotion and distribution of goods and services?

a. management

b. information systems

c. marketing

d. finance

Answer: c

Level: Moderate

Page 148

Reference: Learning Objective 2 / Areas of Management

Rationale: Thus, marketing managers are responsible for getting goods and services from producer to consumer.

105. Which of the following design and implement systems to gather, organize, and distribute information?

a. marketing managers

b. information managers

c. production managers

d. human resource managers

Answer: b

Level: Moderate

Page 148-149

Reference: Learning Objective 2 / Areas of Management

Rationale: Huge increases in both the sheer volume of information and the ability to manage it have led to the emergence of this important function.

106. Which of the following plan and oversee the firm’s accounting functions?

a. financial managers

b. information managers

c. production managers

d. human resource managers

Answer: a

Level: Moderate

Page 149

Reference: Learning Objective 2 / Areas of Management

Rationale: Levels of financial management include chief financial officer, division controller, and accounting supervisor.

107. A secretary’s ability to type and an accountant’s ability to audit a company’s records are examples of _____.

a. motor skills

b. technical skills

c. human relations skills

d. conceptual skills

Answer: b

Level: Moderate

Page 150

Reference: Learning Objective 3 / Basic Management Skills

Rationale: The skills needed to perform specialized tasks are called technical skills.

108. Mary Beth Graham works well with people and makes them feel excited about their work. She has strong _____.

a. human relations skills

b. technical skills

c. accounting skills

d. conceptual skills

Answer: a

Level: Moderate

Page 150

Reference: Learning Objective 3 / Basic Management Skills

Rationale: Human relations skills enable managers to understand and get along with other people.

109. Which of the following managers depend most on conceptual skills?

a. first-line managers

b. top managers

c. middle managers

d. marketing managers

Answer: b

Level: Moderate

Page 151

Reference: Learning Objective 3 / Basic Management Skills

Rationale: Conceptual skills, closely associated with top managers, refer to a person’s ability to think in the abstract, to diagnose and analyze different situations, and to see beyond the present situation.

110. Lynne Smith, chief financial officer for Web Industries, is working on a broad set of organizational plans for implementing the decisions made for achieving organizational goals. Lynne is developing a _____ for Web Industries.

a. mission

b. function

c. blueprint

d. strategy

Answer: d

Level: Moderate

Page 151

Reference: Learning Objective 4 / Formulating Strategy

Rationale: Decision cannot be made on a problem-by-problem basis or merely to meet needs as they arise. In most companies, a broad program underlies decisions; that program is called a strategy.

111. The means by which organizations and their managers measure success or failure at every level are referred to as _____.

a. tactics

b. goals

c. strategies

d. skills

Answer: b

Level: Moderate

Page 155

Reference: Learning Objective 4 / Setting Business Goals

Rationale: The starting point in effective strategic management is setting goals—objectives that a business hopes and plans to achieve.

112. Every organization should have a(n) _____, or reason for being.

a. strategy

b. tactic

c. plan

d. purpose

Answer: d

Level: Moderate

Page 155

Reference: Learning Objective 4 / Setting Business Goals

Rationale: That purpose can be profits, the discovery and transmission of new knowledge, market share, the enforcement of public policies, etc.

113. Sometimes a corporation buys and operates multiple businesses in compatible industries as part of its corporate strategy. This strategy is called _____.

a. related diversification

b. unrelated diversification

c. e-partnering

d. strategic diversification

Answer: d

Level: Moderate

Page 157

Reference: Learning Objective 4 / Types of Strategy

Rationale: When businesses a corporation operates are related to one another, the strategy is related diversification. If the businesses are not similar, the strategy is unrelated diversification.

114. A _____ is a broad program that describes what an organization intends to do.

a. tactic

b. strategy

c. goal

d. plan

Answer: b

Level: Moderate

Page 157

Reference: Learning Objective 4 / Formulating Strategy

Rationale: Further, a strategy outlines how the business intends to meet its goals and includes the organization’s responsiveness to new challenges and new needs.

115. Which of the following outlines how an organization intends to meet its goals and includes the firm’s responsiveness to new challenges and needs?

a. tactics

b. goal setting

c. strategy

d. research and development

Answer: c

Level: Moderate

Page 157

Reference: Learning Objective 4 / Formulating Strategy

Rationale: Strategy is by definition a broad concept that describes an organization’s intentions.
Multiple Choice Questions

Difficult Questions

116. After managers determine the firm’s goals, what do they do next?

a. develop a mission

b. develop a comprehensive strategy

c. develop tactics

d. develop an operational plan

Answer: b

Level: Difficult

Page 144

Reference: Learning Objective 1 / Planning

Rationale: Planning begins when managers determine the firm’s goals; next, a comprehensive strategy is developed. After that, tactical and operational plans for implementing the strategy are set.

117. Amy Madison has been tracking product sales for McCoy Industries. She notices that sales of surgical supplies have fallen off in the past six months and she is considering strategies to reverse this trend. This is an example of the _____ management function.

a. planning

b. organizing

c. leading

d. controlling

Answer: d

Level: Difficult

Page 146

Reference: Learning Objective 1 / Controlling

Rationale: Controlling is the process of monitoring a firm’s performance to make sure that it is meeting its goals.

118. The goals and objectives set by middle managers support the goals and objectives of _____.

a. top managers

b. first-line managers

c. human resource managers

d. operations managers

Answer: a

Level: Difficult

Page 148

Reference: Learning Objective 2 / Levels of Management

Rationale: The goals and objectives set by middle managers support the goals and objectives set by top managers.

119. _____ managers work in a variety of areas, including human resources, operations, and marketing.

a. Top

b. Middle

c. First-line

d. All of the above

Answer: d

Level: Difficult

Page 148

Reference: Learning Objective 2 / Areas of Management

Rationale: Managers of all levels of the managerial hierarchy work in a variety of capacities within organizations.

120. Which statement is true regarding management skills?

a. Managers are often limited in their skills.

b. Good managers excel in every skill area.

c. Technical skills are especially important for top managers.

d. Human relations skills are most important for first-line managers since they often have the most subordinates.

Answer: a

Level: Difficult

Page 150

Reference: Learning Objective 3 / Basic Management Skills

Rationale: Although the range of managerial positions is almost limitless, the success that people enjoy in those positions is often limited by their skills and abilities.

121. Which of the following statements about technical skills is most correct?

a. Technical skills are most important to first-line managers.

b. Technical skills are most important to middle managers.

c. Technical skills are most important to top managers.

d. Technical skills are equally important at all levels of management.

Answer: a

Level: Difficult

Page 150

Reference: Learning Objective 3 / Basic Management Skills

Rationale: Technical skills are especially important for first-line managers; many of these managers spend considerable time helping employees solve work-related problems, training them in more efficient procedures, and monitoring performance.

122. Which of the following statements about conceptual skills is most correct?

a. Conceptual skills are most important to first-line managers.

b. Conceptual skills are most important to middle managers.

c. Conceptual skills are most important to top managers.

d. Conceptual skills are equally important at all levels of management.

Answer: c

Level: Difficult

Page 151

Reference: Learning Objective 3 / Basic Management Skills

Rationale: Conceptual skills refer to a person’s ability to think in the abstract, to diagnose and analyze situations, and to see beyond the present situation. Top managers depend most on conceptual skills, which all them to “see the big picture.”

123. Alice’s job doesn’t depend on conceptual skills, so she is likely not a _____.

a. first-line manager

b. top manager

c. middle manager

d. lower-level manager

Answer: b

Level: Difficult

Page 151

Reference: Learning Objective 3 / Conceptual Skills

Rationale: Conceptual skills most closely apply to the work of top managers; if Alice’s job does not depend on conceptual skills, she is most likely either a first-line or middle manager.

124. Experts estimate that managers get interrupted by the phone every _____ minutes.

a. 5

b. 10

c. 20

d. 35

Answer: a

Level: Difficult

Page 151

Reference: Learning Objective 3 / Time Management Skills

Rationale: To manage time effectively, experts suggest having an assistant screen all calls and setting aside a certain block of time each day to return the important ones.

125. In global business, one recent trend pointed out in the text is to _____.

a. hire managers from among the locals in a foreign country

b. transfer U.S. managers to foreign locations

c. participate less in the global marketplace

d. manage the international business from the United States

Answer: b

Level: Difficult

Page 152

Reference: Learning Objective 3 / Management Skills for the Twenty-First Century

Rationale: In the past, most U.S. businesses hired local managers to run their operations in the various countries in which they operated; more recently, the trend has been to transfer U.S. managers to foreign locations.

126. According to the text, Marjorie Scardino’s focus as CEO of Pearson PLC is on _____.

a. maximizing sales

b. looking for ways to increase efficiency and lower costs

c. the personal and professional welfare of her employees

d. developing new products

Answer: b

Level: Difficult

Page 153
Reference: Learning Objective 4 / Setting Business Goals

Rationale: It is expected that she will focus more on growth in the future, according to the textbook.

127. One firm intends to establish itself as the premier marketer of the finest coffee in the world while maintaining its uncompromising principles while they grow. This is an example of _____.

a. a strategy

b. a tactic

c. a mission statement

d. a goal

Answer: c

Level: Difficult

Page 155-156

Reference: Learning Objective 4 / Setting Business Goals

Rationale: This is the mission statement for Starbucks.

128. Which of the following is NOT mentioned in the text as a purpose for setting organizational goals?

a. providing direction and guidance for managers at all levels

b. helping firms allocate resources

c. implementing the firm’s tactics

d. defining corporate culture

Answer: c

Level: Difficult

Page 155

Reference: Learning Objective 4 / Setting Business Goals

Rationale: Goal setting provides direction and guidance for managers at all levels, helps firms allocate resources, help to define corporate culture, and help managers assess performance.

129. A company’s mission is _____.

a. usually easy to identify

b. not usually easy to identify

c. seldom revisable

d. the shared experiences, stories, beliefs, and norms that characterize it.

Answer: a

Level: Difficult

Page 155

Reference: Learning Objective 4 / Setting Business Goals

Rationale: A company’s mission is usually easy to identify, at least at a basic level. But businesses sometimes have to rethink their strategies and mission as the competitive environment changes.

130. John wants to complete his M.B.A. in three years. This is a(n) _____ goal.

a. long-term

b. intermediate

c. short-term

d. strategic

Answer: b

Level: Difficult

Page 156

Reference: Learning Objective 4 / Setting Business Goals

Rationale: Intermediate goals are set for a period of one to five years.

131. Carol wants to complete her B.S. in seven years. This is a(n) _____ goal.

a. long-term

b. intermediate

c. short-term 

d. strategic

Answer: a

Level: Difficult

Page 156

Reference: Learning Objective 4 / Setting Business Goals

Rationale: Long-term goals are set for a period of five years or more.

132. The marketing manager wants to increase regional sales by 2 percent each quarter over the next year. This is a(n) _____ goal.

a. long-term

b. intermediate

c. short-term

d. strategic

Answer: c

Level: Difficult

Page 156

Reference: Learning Objective 4 / Setting Business Goals

Rationale: Short-term goals are set for one year or less.

133. Increasing sales by 4 percent in the next eight months is an example of _____.

a. a tactical goal

b. a strategic goal

c. a short-term goal

d. an intermediate goal

Answer: c

Level: Difficult

Page 156

Reference: Learning Objective 4 / Setting Business Goals

Rationale: Short-term goals are set for a period of one year or less.

134. If a company retrenches, it may be _____.

a. increasing its activities in a particular area

b. increasing its investment in a particular area

c. reducing its investment in a particular area

d. operating multiple businesses in compatible industries as part of its corporate strategy

Answer: c

Level: Difficult

Page 157

Reference: Learning Objective 4 / Types of Strategy

Rationale: A company retrenches by reducing its activities and investments in a particular area.

135. XYZ Cake Mix Company is merging with the ABC Petroleum Company. This could be an example of _____.

a. unrelated diversification

b. related diversification

c. e-partnering

d. franchising

Answer: a

Level: Difficult

Page 157

Reference: Learning Objective 4 / Types of Strategy

Rationale: XYZ is involved in unrelated diversification when it merges with another company that is different in its product offerings.

136. Which of the following is the best example of unrelated diversification?

a. Ford Motor Company merging with General Motors

b. Northwest Airlines merging with Greyhound Bus

c. McDonald’s merging with Burger King

d. Tootsie Roll merging with Hershey

Answer: b

Level: Difficult

Page 157

Reference: Learning Objective 4 / Types of Strategy

Rationale: Northwest Airlines provides air travel for the public, whereas Greyhound provides bus travel to a different target market.

137. _____ has a wider scope than _____.

a. Strategy; planning

b. Goal-setting; planning

c. Planning; strategy

d. Planning; goal-setting

Answer: a

Level: Difficult

Page 157

Reference: Learning Objective 4 / Formulating Strategy

Rationale: Planning is often concerned with the nuts and bolts of setting goals, choosing tactics, and establishing schedules; strategy tends to have a wider scope.

138. Which of the following is often concerned with the nuts and bolts of setting goals, choosing tactics, and establishing schedules?

a. strategy

b. mission statement

c. planning

d. controlling

Answer: c

Level: Difficult

Page 157

Reference: Learning Objective 4 / Formulating Strategy

Rationale: Strategy has a wider scope than planning, which is often concerned with the nuts and bolts of setting goals, choosing tactics, and establishing schedules.

139. In strategy formulation, _____ is performed prior to _____.

a. SWOT analysis; setting strategic goals

b. setting strategic goals; SWOT analysis

c. matching the organization and its environment; setting strategic goals

d. matching the organization and its environment; SWOT analysis

Answer: b

Level: Difficult

Page 157-158

Reference: Learning Objective 4 / Formulating Strategy

Rationale: SWOT analysis is performed after setting strategic goals; SWOT analysis allows managers to consider the internal strengths and weaknesses and the external opportunities and threats facing the organization.

140. Which of the following is NOT listed in the text as one of the basic steps of strategy formulation?

a. setting strategic goals

b. determining what advertising mode to use

c. analyzing the organization and its environment

d. matching the organization and its environment

Answer: b

Level: Difficult

Page 157-158

Reference: Learning Objective 4 / Formulating Strategy

Rationale: The steps of strategy formulation include setting strategic goals, analyzing the firm and its environment, and matching the firm and its environment.

141. Changing consumer tastes, hostile takeover offers, and new government regulations are examples of organizational _____.

a. threats

b. opportunities

c. strategies

d. internal factors

Answer: a

Level: Difficult

Page 158

Reference: Learning Objective 4 / Formulating Strategy

Rationale: Organizational threats are external variables that may adversely affect the organization; they can be outlined through SWOT analysis.

142. Which of the following would be classified as opportunities for an organization?

a. government regulations

b. new products on the market

c. new competitors

d. possible expansion of the firm

Answer: d

Level: Difficult

Page 158

Reference: Learning Objective 4 / Formulating Strategy

Rationale: The other factors could be considered threats; possible expansion of the firm is an opportunity that could possibly lead to enhance sales, market share, and a stronger market image.

143. _____ focuses on external factors, whereas _____ focuses on internal factors.

a. Organizational analysis; environmental analysis

b. Governmental analysis; environmental analysis

c. Environmental analysis; organizational analysis

d. Functional analysis; organizational analysis

Answer: c

Level: Difficult

Page 158

Reference: Learning Objective 4 / Formulating Strategy

Rationale: External threats and opportunities are revealed through environmental analysis; internal strengths and weaknesses are identified through organizational analysis.

144. The purpose of SWOT analysis is to _____.

a. examine a company’s strengths, weaknesses, opportunities, and threats

b. examine internal and external factors affecting a firm

c. assist with strategy formulation

d. all of the above

Answer: d

Level: Difficult

Page 158

Reference: Learning Objective 4 / Formulating Strategy

Rationale: SWOT analysis assists with strategy formulation in helping managers identify the external opportunities and threats and the internal strengths and weaknesses facing an organization.

145. Which of the following is considered an organizational strength?

a. strong market position 

b. dedicated work force

c. technical expertise

d. all of the above

Answer: d

Level: Difficult

Page 158

Reference: Learning Objective 4 / Formulating Strategy

Rationale: Organizational strengths are any number of positive attributes within an organization from which the organization might benefit.

146. Marty uses computer forecasts to determine possible outcomes of an intended change in his division. This illustrates _____.

a. strategy formulation

b. goal setting

c. crisis management

d. contingency planning 

Answer: d

Level: Difficult

Page 160

Reference: Learning Objective 5 / Contingency Planning and Crisis Management

Rationale: Contingency planning is planning for change: It seeks to identify in advance important aspects of a business or its market that might change.

147. Northwest Airlines overbooked a flight. In exchange for giving up a seat, irate passengers were given a free ticket good for future travel. This illustrates _____.

a. goal setting

b. SWOT analysis

c. crisis management

d. none of the above

Answer: c

Level: Difficult

Page 160

Reference: Learning Objective 5 / Contingency Planning and Crisis Management

Rationale: This is a possible method of crisis management, whereby Northwest Airlines is trying to avert an emergency.

148. The events of September 11, 2001, underscore the need for organizations to develop _____ plans.

a. crisis management

b. contingency

c. strategic

d. operational

Answer: a

Level: Difficult

Page 160-161

Reference: Learning Objective 5 / Contingency Planning and Crisis Management

Rationale: Crisis management involves organizations putting together plans that help them deal with emergencies or potential disasters.

149. Who creates a firm’s corporate culture?

a. top managers

b. company founders

c. all employees

d. possibly any of the above

Answer: d

Level: Difficult`

Page 162

Reference: Learning Objective 6 / Management and the Corporate Culture

Rationale: Culture, which helps to define the work and business climate that exists in an organization, can be created by any combination of factors and people.

150. Which statement is true?

a. Organizations must sometimes change their culture.

b. Once in place, corporate culture cannot be changed.

c. All firms like to build on their legacies.

d. All statements are false.

Answer: a

Level: Difficult

Page 162

Reference: Learning Objective 6 / Communicating the Culture and Managing Change

Rationale: Corporate culture can be changed and not all firms like to build on their legacies; however, all organizations must sometimes change their culture.

Short Answer Questions

151. Define the term management.

Possible Answer: Management is the process of planning, organizing, leading, and controlling an organization’s financial, physical, human, and information resources to achieve its goals.

Level: Easy
Page 144

Reference: Learning Objective 1 / The Management Process

152. What are the four functions of the management process?

Possible Answer: The four functions of the management process are planning, organizing, leading, and controlling. 

Level: Easy
Page 144

Reference: Learning Objective 1 / The Management Process

153. What are the three basic levels of management?

Possible Answer: The three basic levels include top managers, middle managers, and first-line managers. 

Level: Easy
Page 147

Reference: Learning Objective 2 / Levels of Management

154. At which level of management are technical skills especially important?

Possible Answer: Technical skills are most critical for first-line managers who deal with the day-to-day, operational activities of the organization. 

Level: Easy
Page 150

Reference: Learning Objective 3 / Technical Skills

155. Define human relations skills.

Possible Answer: Human relations skills are skills that enable managers to understand the get along with other people. 

Level: Easy
Page 150

Reference: Learning Objective 3 / Human Relations Skills

156. At which level of management are conceptual skills especially important?

Possible Answer: Conceptual skills are most critical at the top-management level; top managers spend more time looking at the abstract than do managers at other levels. 

Level: Easy
Page 151

Reference: Learning Objective 3 / Conceptual Skills

157. Why are conceptual skills most important for top managers within organizations?

Possible Answer: Conceptual skills allow top managers to see the “big picture,” to consider where the organization is now and where the organization should be headed into the future. Those conceptual skills are utilized by all managers at all levels in organizations, top managers utilize them more critically in determining the long-term direction of the firm. 

Level: Easy
Page 151

Reference: Learning Objective 3 / Basic Management Skills 

158. What is the difference between a goal and a strategy?

Possible Answer: A goal is an objective that a business hopes and plans to achieve. A strategy is a broad set of organizational plans for implementing the decisions made for achieving organizational goals. 

Level: Easy
Page 154

Reference: Learning Objective 4 / Setting Business Goals and Formulating Strategy

159. What is a mission statement?

Possible Answer: A mission statement is a statement of how the organization will achieve its purposes in the environment in which it conducts business. 

Level: Easy
Page 155

Reference: Learning Objective 4 / Setting Business Goals and Formulating Strategy

160. What is the typical period for achieving intermediate goals?

Possible Answer: Intermediate goals are set for a period of one to five years.

Level: Easy
Page 156

Reference: Learning Objective 4 / Setting Business Goals and Formulating Strategy

161. Why do managers engage in crisis management?

Possible Answer: Crisis management allows managers to deal with emergencies by planning ahead for the possibility of their occurring. 

Level: Easy
Page 160-161

Reference: Learning Objective 5 / Contingency Planning and Crisis Management

162. Why is controlling an important activity for managers?

Possible Answer: Controlling is the process of monitoring a firm’s performance to make sure that it is meeting its goals. All CEOs pay close attention to cost and performance. 

Level: Moderate
Page 146

Reference: Learning Objective 1 / Controlling

163. Why are human relations skills important to managers?

Possible Answer: A manager with poor human relations skills may have trouble getting along with subordinates, cause valuable employees to quit or transfer, and contribute to poor morale. 

Level: Moderate
Page 150

Reference: Learning Objective 3 / Human Relations Skills

164. Identify the four leading causes of wasted time in the workplace as outlined in the text.

Possible Answer: The four leading causes of wasted time in the workplace include paperwork, meetings, phone calls, and e-mail. 

Level: Moderate
Page 151-152

Reference: Learning Objective 3 / Time Management Skills

165. What is the difference between long-term, intermediate, and short-term goals?

Possible Answer: Long-term goals relate to extended periods of time, typically five years or longer. Intermediate goals are set for a period of one to five years. Short-term goals are typically set for one year or less. 

Level: Moderate
Page 156

Reference: Learning Objective 4 / Setting Business Goals

166. What is SWOT analysis?

Possible Answer: After strategic goals have been set, organizations usually go through SWOT analysis as they continue to formulate their strategy. This process involves assessing organizational strengths (S) and weaknesses (W) and environmental opportunities (O) and threats (T). 

Level: Moderate
Page 158

Reference: Learning Objective 4 / Formulating Strategy

167. Define the term corporate culture?

Possible Answer: Corporate culture is the shared stories, beliefs, experiences, and norms that characterize an organization. 

Level: Moderate
Page 161

Reference: Learning Objective 6 / Management and the Corporate Culture

168. Differentiate between strategic, tactical, and operational plans.

Possible Answer: Strategic plans reflect decisions about resource allocations, company priorities, and the steps needed to meet strategic goals. Tactical plans are shorter-range plans for implementing specific aspects of the company’s strategic plans. Operational plans set short-term targets for daily, weekly, or monthly performance. 

Level: Difficult
Page 144-145
Reference: Learning Objective 1 / Planning

169. What are the management skills that must be developed by managers?

Possible Answer: Effective managers must develop technical, human relations, conceptual, decision-making, and time management skills. Technical skills are those needed to perform specialized tasks. Human relations skills involve understanding other people. Conceptual skills refer to a person’s ability to think in the abstract and to diagnose and analyze situations. Decision-making skills involve defining problems and selecting a course of action. Time-management skills refer to the productive use of time. 

Level: Difficult
Page 150-151

Reference: Learning Objective 3 / Basic Management Skills

170. What are the basic steps in decision making?

Possible Answer: The basic steps are to define the problem and gather facts so as to identify alternative solutions, evaluate each alternative, and implement the chosen course of action. 

Level: Difficult
Page 151

Reference: Learning Objective 3 / Decision-Making Skills

171.  Discuss the four main purposes of organizational goal setting.

Possible Answer: Goal setting provides direction and guidance for managers at all levels, helps firms allocate resources, helps to define corporate culture, and helps managers assess performance. 

Level: Difficult
Page 155-156
Reference: Learning Objective 4 / Setting Business Goals

172. Discuss the three broad levels of strategy that organizations may implement.

Possible Answer: Organizations may set corporate, business, and functional strategies. The purpose of corporate strategy is to determine the firm’s overall attitude toward growth and the way it will manage its businesses or product lines. Business strategy, which takes place at the level of the business or product line, focuses on improving the company’s competitive position. At the level of functional strategy, managers in specific areas decide how best to achieve corporate goals through productivity. 

Level: Difficult
Page 156-157

Reference: Learning Objective 4 / Types of Strategy

173. What is contingency planning? Why is it important to organizations?

Possible Answer: Contingency planning is planning for change. It seeks to identify in advance important aspects of a business or its market that might change and identifies the ways in which the company will respond to changes.

Level: Difficult
Page 160

Reference: Learning Objective 5 / Contingency Planning and Crisis Management

174. What are the purposes of having a strong corporate culture?

Possible Answer: A strong corporate culture serves several purposes. First, it directs employees’ efforts and helps everyone work toward the same goals. Second, it helps newcomers identify accepted behaviors. Finally, it gives each organization its own identity, much as personalities give identity to people. 

Level: Difficult
Page 162

Reference: Learning Objective 6 / Communicating the Culture and Managing Change

175. Where does an organization’s culture come from?

Possible Answer: In some cases, organizational culture is a reflection of the founder of the organization. In other cases, organizational culture is forged over a long period of time by a constant and focused business strategy. 

Level: Difficult
Page 162

Reference: Learning Objective 6 / Communicating the Culture and Managing Change

Essay Questions

176. Define and explain the four basic functions that constitute the management process.

Possible Answer: The four basic functions include planning, organizing, leading, and controlling. Planning is determining what the organization needs to do and how best to get it done. The process of arranging resources and activities into a coherent structure is called organizing. When leading, a manager guides and motives employees to meet the firm’s objectives. Controlling is the process of monitoring performance to make sure that a firm is meeting its goals. 

Level: Easy
Page 144-146

Reference: Learning Objective 1 / The Management Process

177. Identify different types of managers likely to be found in an organization by level and area.

Possible Answer: There are three levels of management. The few executives who are responsible for the overall performance of large companies are top managers. Just below top managers are middle managers, including plant, operations, and division managers, who implement strategies, policies, and decisions made by top managers. Supervisors and office managers are the first-line managers who work with and supervise the employees who report to them. In any large company, most managers work in one of five areas. Human resource managers hire and train employees, assess performance, and fix compensation. Operations managers are responsible for production, inventory, and quality control. Marketing managers are responsible for getting products from producers to consumers. Information managers design and implement systems to gather, organize, and distribute information. Some firms have a top manager called a chief executive office. Financial managers, including the chief financial officer, division controllers, and accounting supervisors, oversee accounting functions and financial resources. 

Level: Moderate
Page 147-149

Reference: Learning Objective 2 / Levels of Management

178. Discuss the five basic management skills.

Possible Answer: Effective managers must develop skills in five areas. Technical skills are skills needed to perform specialized tasks. Human relations skills are skills in understanding and getting along with other people. Conceptual skills refer to the ability to think abstractly as well as diagnose and analyze different situations. Decision-making skills include the ability to define problems and select the best courses of action. Time management skills refer to the productive use of time. In the twenty-first century, skills in two areas will be more important: (a) global management skills and (b) technology management skills. 

Level: Moderate
Page 150-153

Reference: Learning Objective 3 / Basic Management Skills

179. Explain the importance of strategic management and effective goal setting in organizational success.

Possible Answer: Effective management starts with setting goals—objectives that a business hopes to achieve. Determined by the board and top management, strategies reflect decisions about resource allocations, company priorities, and strategic plans. Companies often develop alternative plans in case things go awry. There are two common methods of dealing with the unforeseen: contingency planning and crisis management. 

Level: Difficult
Page 153, 160-161, 166

Reference: Learning Objective 4 / Setting Business Goals

180. Describe the development and explain the importance of corporate culture.

Possible Answer: Every company has a unique identity called corporate culture: its shared experiences, stories, beliefs, and norms. It helps define the work and business climate of an organization. A strong corporate culture directs efforts and helps everyone work toward the same goals. If an organization must change its culture, it must communicate the nature of the change to both employees and customers. 

Level: Difficult
Page 166

Reference: Learning Objective 6 / Management and the Corporate Culture

BOXED FEATURES

Entrepreneurship and New Ventures: Sam Adams Makes Headway

181. In what way(s) did Koch carry out the planning function?

Possible Answer: Koch set firm goals for his organization. Then, he developed a comprehensive strategy, including the exact ingredients that his product would use that would allow his product to stand out from competitors’ products. Koch also utilized a number of tactical and operational plans in order to build the superior image around his product, which is the image that consumers think about when they think of Sam Adams. 

Level: Easy
Page 154

Reference: Learning Objective 1 / Entrepreneurship and New Ventures: Sam Adams Makes Headway

182. To what extent has Koch used the “control” function?

Possible Answer: For his product in particular, Koch knew what he wanted and searched for the superior ingredients to build Sam Adams. Being that he has a product that the market wants, Koch is likely more attentive to the tastes of his consumers and very likely to make any needed changes if the need arises. 

Level: Easy
Page 154

Reference: Learning Objective 1 / Entrepreneurship and New Ventures: Sam Adams Makes Headway

183. How has Koch likely used technical skills in developing his product?

Possible Answer: First of all, Koch has likely relied on a lot of family experience; that is certainly a type of skill that cannot be learned in a recipe book. In addition, Koch has understood the value of using superior German ingredients, which have given his product its push into the marketplace. No doubt the actual production processes involved in his products have been learned and perfected over a long period of time. 

Level: Moderate
Page 154

Reference: Learning Objective 3 / Entrepreneurship and New Ventures: Sam Adams Makes Headway

184. What evidence in this scenario indicates that Koch has exercised good decision-making skills?

Possible Answer: Koch’s determination to use only the finest, superior ingredients in developing a market-leading product was extremely important. His decision to enter the festival, which gave his product widespread acclaim, shows Koch’s confidence in his work. In addition, Koch has expanded some of his operations in reaction to the success of his products. 

Level: Difficult
Page 154

Reference: Learning Objective 3 / Entrepreneurship and New Ventures: Sam Adams Makes Headway

BOXED FEATURES
Say What You Mean: Communicating the Corporate Message

185. Explain how leading is an important function for managers in times of change.

Possible Answer: When leading, managers work to guide and motivate employees to meet the firm’s objectives. During times of change, organizational objectives can also change; it is critical for managers to communicate the change—and expectations—to employees to allow for continuity within the organization. 

Level: Moderate
Page 164

Reference: Learning Objective 1 / Say What You Mean: Communicating the Corporate Message

186. Explain how conceptual skills are especially critical for managers working in very dynamic, fast-changing environments.

Possible Answer: Conceptual skills refer to a person’s ability to think in the abstract, to diagnose and analyze different situations, and see beyond the present situation. In a sense, conceptual skills allow a manager to see where the company once was, where it is now, and where it is expected to be somewhere in the future. In very dynamic environments, this can occur frequently and, perhaps, in greater magnitude than in more static organizations. 

Level: Moderate
Page 164

Reference: Learning Objective 3 / Say What You Mean: Communicating the Corporate Message

187. Explain how a dynamic, fast-changing environment can affect the organization’s mission statement.

Possible Answer: The mission statement is a statement of how the organization will achieve its purposes in the environment in which it conducts business. The demands of change force many companies to rethink their missions and revise their statements of what they are and what they do. 

Level: Difficult
Page 164

Reference: Learning Objective 4 / Say What You Mean: Communicating the Corporate Message

188. In recent years, the pace of corporate change has been unprecedented. Explain how managers may or may not be placing greater emphasis on contingency planning and crisis management. 

Possible Answer: In reaction to dramatic change, managers are likely focusing more heavily on contingency planning, allowing them to plan for change. This allows managers to identify in advance important aspects of a business or its market that might change; in addition, it allows those managers to identify the ways in which the company will respond to those changes. Also, crisis management allows managers to keep the possibility of unexpected emergencies in their plans; this allows managers to formulate methods for dealing with various types of emergencies. 

Level: Difficult
Page 164
Reference: Learning Objective 5 / Say What You Mean: Communicating the Corporate Message

Short Case Scenario

Donna Hamilton is excited to open her own restaurant, the Westminster Inn. Although Donna has worked as a chef and even managed a number of restaurants during her career, she is concerned that she gets off to a good start. Donna spends several weeks before the restaurant opens setting goals.

189. Donna feels that leading may be the most difficult part of her new job. What is leading?

Possible Answer: Leading is one of the four basic managerial functions; when leading, a manager works to guide and motivate employees to meet the firm’s objectives. 

Level: Easy
Page 145

Reference: Learning Objective 1 / Leading

190. Help Donna to understand the difference between conceptual skills and technical skills.

Possible Answer: Conceptual skills refer to a person’s ability to think in the abstract, to diagnose and analyze different situations, and to see beyond the present situation. Technical skills are skills needed to perform specialized tasks. 

Level: Easy
Page 150-151

Reference: Learning Objective 3 / Basic Management Skills

191. Donna is especially concerned about what her competitors are doing. What part of SWOT analysis will help her? 

Possible Answer: An environmental analysis, which reveals the external opportunities and threats facing an organization, will reveal what competitors are doing. 

Level: Easy
Page 158

Reference: Learning Objective 4 / Formulating Strategy

192. What will an organizational analysis reveal to Donna?

Possible Answer: An organizational analysis reveals the internal strengths and weaknesses of an organization. 

Level: Easy
Page 158

Reference: Learning Objective 4 / Formulating Strategy

193. After planning, what is the next step in the management process? What will Donna need to do?

Possible Answer: After planning, the next step in the management process is organizing. Donna will need to make decisions about organizational structure. For example, Donna will need to determine how specialized each job should be and which employees will report to which supervisors. 

Level: Moderate
Page 145

Reference: Learning Objective 1 / The Management Process

194. At the end of the month, Donna compares actual sales to the goal that she set during the planning phase. Which of the management functions best describes this activity? Why is this important?

Possible Answer: Donna is now engaging in the process of controlling. It will be important to Donna that she track costs as well as profitability and make adjustments to her strategy if actual performance fails to meet her expectations. 

Level: Moderate
Page 146

Reference: Learning Objective 1 / Controlling

195. How might a mission statement help Donna with her new business?

Possible Answer: A mission statement may help her identify and follow how her business will achieve its purposes in the environment in which it operates. The mission will likely include the restaurant’s main objectives, organizational philosophy, and expected service to customers. 

Level: Moderate
Page 155-156

Reference: Learning Objective 4 / Setting Business Goals

196. What types of goals will Donna likely make?

Possible Answer: Donna will be wise to make long-term, intermediate, and short-term goals. Long-term goals relate to extended periods of time, typically five years or more. Intermediate goals are set for a period of one to five years. Short-term goals are typically set for one year or less. 

Level: Moderate
Page 156

Reference: Learning Objective 4 / Setting Business Goals

197. Donna is determined to spend a good amount of time on strategy formulation. How will she likely follow the process?

Possible Answer: Donna will first focus on setting strategic, long-term goals. She will then analyze the organization and the environment, possibly through conducting a SWOT analysis. After she better understands what her internal strengths and weaknesses are, as well as her external opportunities and threats, she can begin to match the organization and its environment. 

Level: Moderate
Page 157-159

Reference: Learning Objective 4 / Formulating Strategy

198. Because Donna is not yet relying on other employees for the actual management of the restaurant, she has become concerned with crisis management. Explain why Donna may want to develop a crisis management plan.

Possible Answer: If Donna can’t manage the restaurant, a crisis management plan would allow the business to continue. The plan might include a number of “just-in-case” plans in the event that she faces any type of emergency. 

Level: Moderate
Page 160-161

Reference: Learning Objective 5 / Contingency Planning and Crisis Management

199. What is corporate culture? Can Donna significantly influence the corporate culture at the Westminster Inn?

Possible Answer: Corporate culture includes the shared experiences, stories, beliefs, and norms that characterize the organization. It is likely that Donna can have a significant influence on the corporate culture. 

Level: Moderate
Page 161

Reference: Learning Objective 6 / Management and the Corporate Culture

200. What benefits can Donna expect from goal setting?

Possible Answer: Donna can expect a number of benefits from the goal-setting process. Goal setting will provide direction and guidance, not only for Donna but also for her employees. It also will help Donna allocate resources, such as personnel and capital. The goal-setting process will help Donna to define corporate culture. Finally, by setting goals, Donna will be able to determine if she has been successful and make changes, if necessary. 

Level: Difficult
Page 155

Reference: Learning Objective 4 / Setting Business Goals
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