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Preface
Welcome to Management: Foundations and Applications, 2nd Asia–Pacifc edition, a text 
designed to be an enjoyable, informative and challenging introduction to both the art 
and the science of management. This edition has been thoroughly updated, continuing its 
strong emphasis on the importance of the Asian region to contemporary Australian and 
New Zealand organisations, with numerous Asian case examples featured to illustrate key 
management concepts.

Management: Foundations and Applications, 2nd Asia–Pacifc edition, has also retained 
the features that have made it so popular with students and lecturers in earlier editions:
•	 balanced coverage of small- and medium-sized enterprises and larger multinational 

corporations
•	 an emphasis on the need for business activities to be sustainable in terms of preserving 

the welfare of future generations
•	 the Career Readiness Workbook at the back of the text, which includes a range of indi-

vidual and group activities to encourage the practical application of management theory.
Management is, to paraphrase Henry Mintzberg, a messy task involving multiple 

pressures and roles. Managing an organisation in the Asia–Pacifc region, in the broader 
context of the increasingly global economy, presents many challenges. For example, there 
is the objective of getting the most from diverse workforces when members differ in terms 
of age, sex, ethnicity or any of the many other characteristics that make us unique. There is 
also the challenge of managing the organisation’s approach to ethics, social responsibility 
and sustainability. This last area has become increasingly important as pressures on the 
global natural environment, such as those from pollution and global warming, are forcing 
politicians and companies to invest and manage for long-term environmental sustainability. 
Social responsibility and ethics are also playing an increasingly important role — and all of 
these are continuing themes throughout this book.

Many organisations throughout the Asia–Pacifc region are exporting products, estab-
lishing international offces or developing links with other organisations in the region 
via alliances and joint ventures. International management entails developing an under-
standing of other cultures and markets with a view to ensuring that organisations res-
pond positively to the great potential of international business. In this era of empowerment 
and fatter organisational structures, managers must come to terms with the challenge of 
working with people who want as much responsibility, autonomy and freedom as their 
managers do. Often the role of the manager has become more that of coach and mentor 
than traditional supervisor.

Organisations also seem to be rising and falling at a greater rate than has occurred 
in the past. The global economy, with its large networks of managers and policy-makers 
connected by high-speed internet and advanced mobile telecommunications technologies, 
is developing and reacting at a great pace. This has created a more dynamic and rapidly 
changing business environment to which managers must respond. They need to think 
entrepreneurially to ensure that customers’ changing needs and demands for entirely new 
products and services are met. The entrepreneurial imperative — based on clear strategies, 
planning and implementation — is a competency few managers can ignore.

Technology is continuing to develop and evolve at a rapid rate. The challenge for 
organisations is to keep up with these new developments. Signifcant consequences arise 
from the organisation’s choice of technology, whether it is used to produce key outputs 
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or for internal information management and communication. Managers are also under 
pressure as a result of the increasing legislative requirements and sociopolitical pressure for 
 sustainable businesses and industrial development in the Asia–Pacifc region. Sustainability 
is driving technological change in many organisations. Those companies that innovate to 
meet this challenge will be the ones that continue to survive and prosper into the future.

Rather than viewing the many challenges facing managers in contemporary organisations 
as negative and overwhelming, management students should be encouraged to regard them 
with a positive focus. With the necessary management theories, concepts, tools and examples, 
students will be well equipped to meet these demands. It is with this goal in mind that 
Management: Foundations and Applications, 2nd Asia–Pacifc edition, has been written.

Building on the best management writing we could fnd and including our own substan-
tial contributions to the feld, we have created a text that aims to be engaging, cutting-edge, 
topical and, above all, useful. By engaging, we hope that readers will do more than just 
‘read’ the text — that they will analyse, appraise and refect on its contents. We have aimed 
for an easy-to-read style of writing and are delighted with the use of colour and design that 
encourages students to gain the maximum value from the book. We also hope that  students 
will engage with Management: Foundations and Applications, 2nd Asia–Pacifc edition, by 
applying the concepts covered to their own careers, whether now or in the future.

We have also made the text as relevant as possible to the experiences and aspirations 
of our student cohorts. Although the vast majority of management students are relatively 
young, a growing number of more experienced people are taking university studies in 
management. Variations in age are compounded by differing competencies in communi-
cation and general awareness of the organisational world. In responding to this diversity, 
we have provided a signifcant number of contemporary examples of management in 
practice found in Australia, New Zealand and South-East Asia, including an analysis of 
the management and leadership approaches of prominent managers and entrepreneurs in 
the region.

Management: Foundations and Applications, 2nd Asia–Pacifc edition, has also been 
designed to allow instructors max imum fexibility in terms of the emphasis placed on 
various topics and the order in which they are taught. The self-contained design of each 
chapter also allows instructors to create their own schedule of management topics that 
supports their personal approach to the teaching of a management foundations course. 
Management: Foundations and Applications, 2nd Asia–Pacifc edition, is a challenging text, 
incorporating critical analysis questions about management practices that should stimulate 
greater student appreciation of the complexities and paradoxes of contemporary organ-
isational life. ‘Counterpoint’ features pose an alternative view on a topic and require stu-
dents to think about the  relevance and cultural reliability of theoretical frameworks. These 
features are particularly useful for tutorial discussions and class debates.

We have attempted to make Management: Foundations and Applications, 2nd Asia–Pacifc 
edition, as useful as possible, recognising that there are usually broader aims associated 
with foundational management subjects than just imparting key concepts and theoretical 
frameworks. In our experience, it is also important that we develop relevant career-linked 
competencies in our students. The skills required to write effectively, make professional and 
interesting presentations, undertake effective research and develop abilities in teamwork are 
among the more important of these competencies. By encouraging their development in our 
students, we promote the kinds of self-management skills so vital for effective management 
in all types of organisational contexts. With this in mind, the Career Readiness Workbook 
at the back of the text contains carefully selected activities and exercises that can be used 
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to build competencies in these areas. A list of thought-provoking research and presentation 
projects is also included, providing a number of relevant and interesting assignment topics.

For the above reasons, we believe you will enjoy using Management: Foundations and 
Applications, 2nd Asia–Pacifc edition.

We would like to sincerely thank the co-authors of earlier editions of this text, the 
late John Campling (formerly of James Cook University), Retha Wiesner (University of 
Southern Queensland), Eng Sieng Ang (HELP University College, Malaysia), Bobbie Chan 
(Open University of Hong Kong), Wee-Liang Tan (Singapore Management University), and 
So Ling Chau (Hang Seng School of Commerce, Hong Kong). We would also like to thank 
our academic colleagues who authored the invaluable resources that accompany the text, 
namely:
•	 PowerPoint presentations — Tui McKeown (Monash University)
•	 Test bank — Stephen Turner (Curtin University)
•	 Practice quizzes — Lucy Miller (Macquarie University)
•	 Instructor’s resource guide — Dimitra Bonias (La Trobe University).

Our appreciation also goes to the John Wiley & Sons team for their contribution to 
this book: John Coomer (Publishing Director), Kylie Challenor (Content Editor), Shukla 
Chakraborty (Managing Editor), Emma Knight (Senior Publishing Assistant), Renee 
Bryon (Copyright and Image Research Supervisor), Delia Sala (Graphic Designer) and 
Jo Hawthorne (External Composition Coordinator). Thanks also to the many  organisations 
and people in Australia, New Zealand and Asia who agreed to be interviewed and who 
supplied information for the various case studies in this book.

John Schermerhorn
Paul Davidson

David Poole
Peter Woods
Alan Simon

Ellen McBarron
April 2013
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Transition guide
All of the chapters in the book have been signifcantly updated in this new edition with 
the latest management research and practical examples from the Asia–Pacifc region. 
In addition, the chapter sequencing has been re-ordered, as outlined in the table below. 
However, each chapter is fully self-contained, allowing the fexibility for chapters to be 
taught or studied in any order, to suit a variety of course structures.

Chapter Chapter no. in 1st edition

1 The contemporary workplace 1

2 Historical foundations of management 4

3 Environment and diversity 2

4 International dimensions of management 5

5 Ethical behaviour and social responsibility 6

6 Information and decision-making 3

7 Planning 7

8 Strategic management 9

9 Organising 10

10 Controlling 8

11 Human resource management 11

12 Leading 12

13 Communication and interpersonal skills 14

14 Motivation and rewards 13

15 Leading and managing change 15
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How to use this book
Management: Foundations and Applications, 2nd Asia–Pacific edition, has been written and designed as a 
practical and user-friendly learning resource.

Each chapter opens with 
study questions that 
provide you with learning 
objectives, followed by a 
brief real-world example 
that introduces the 
chapter’s theme.

Colour-coded boxed features are 
embedded as part of the general text 
discussion in each chapter, highlighting key 
themes facing contemporary organisations 
and managers — sustainability, ethics, 
social responsibility, diversity, innovation, 
technology and globalisation. In addition, 
counterpoints provide alternative 
viewpoints to consider.

Learning objectives

What is ethical behaviour?

How do ethical dilemmas complicate the workplace?

How can high ethical standards be maintained?

What is organisational social responsibility?

How do organisations and government work together in society?

Chapter 5

Ethical behaviour and 
social responsibility
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Planning at Flight Centre

Flight Centre is an Australian travel agency that has achieved almost iconic status since opening 

its frst shop in Sydney in 1981. It is different, somewhat edgy and even quirky, with a success-

oriented culture, but remarkably resilient in a business environment of constant change.

Using an organisational structure based on evolutionary psychology and anthropology, seven 

staff make up a team (or ‘family’) in each retail store, and fve, six or seven families make up a 

‘village’. Flight Centre founder Graham Turner describes these villages as cooperatives, working 

together towards agreed-upon goals. About 15 villages are grouped as a ‘tribe’, so that employees 

have about 150 other staff to relate to — engendering both loyalty and a sense of signifcance, 

and matching the natural order of numbers of people whom a person can be expected to 

remember in regular face-to-face contact. The tribes operate as business units, reporting to a 

‘nation leader’.

By the time the company was foated on the stock 

exchange in 1995, it had amassed over 300 stores, with 

a turnover of $1 billion. By 2012, it had 13  000 staff 

in 11 countries, including the United States (with 2000 

employees), United Kingdom (with 1600 employees), New 

Zealand and South Africa, operating under 34 brands. Its 

Australian operation represents about half of its turnover of 

$14 billion. By any estimate, it is an impressive, large and 

vibrant enterprise.How does Flight Centre plan its business? A Board of 

Directors and managing director chart the group’s direction, 

strategies and fnancial objectives. The managing director, 

chief fnancial offcer and executive general manager of each 

state implement tactical plans for day-to-day operations. 

The operational plans are the responsibility of the area leaders who manage the work of ‘tribes’, 

planning and controlling costs and proftability for each store. Senior managers get together 

several times each year to monitor market changes and discuss changes in their relationships 

with the all-important stakeholders — airlines, cruise companies, and, of course, their customers. 

Planning is done using management by objectives, with coordination and performance incentives 

fguring in driving ever-increasing productivity.

Conducting its business in the fercely competitive environment of corporate and leisure travel, 

Flight Centre’s organisational structure is both effective and effcient, involving its staff while 

offering the needed fexibility and agility to meet market shifts. It is not surprising that planning 

effectively is so crucial to the group’s success. 1

QuestionIt is said that management involves using strategy and planning to align the organisation’s mission and 

purpose with its resources and its operating environment. How are these elements — the mission, the 

resources and the market — being brought together to infuence the planning function in Flight centre? 

How critical is planning for the successful operation of the company?
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Government leaders now worry about the competitiveness of nations just as corporate 
leaders worry about business competitiveness.   14  The world is increasingly arranged in 
regional economic blocs, with North and Latin America, Europe, and the Asia–Pacif c region 
(including Australia and New Zealand, and especially India and China) as key anchors, and 
with Africa fast emerging to claim its economic potential. Like any informed citizen, you 
too must understand the forces of globalisation and be prepared to participate in it. 

     Australian mining goes global 
     Ausenco, a Brisbane-based engineering and project management company, has achieved global success 
through a careful and well planned approach to business. The company was founded by Zimi Meka and 
Bob Thorpe in Brisbane in 1991. It proved remarkably successful, with a ‘can do’ culture built on providing 
superior levels of innovative professional engineering services to its clients, both large and small. Their 
work ranged from minor pre-feasibility studies to assessing the viability of a proposed project, to designing, 
constructing and commissioning projects in some of the world’s most challenging and remote regions. It is 
this approach and strong business ethos that has seen their installed capital value running into the billions. 

 In 2008, the company expanded by purchasing US engineering companies Sandwell, Vector and PSI. The 
expansion provided the company with comprehensive capabilities in everything from consulting in the initial 
design phase to slurry transport and tailings dams. Still headquartered in Brisbane, with over 3000 staff 
globally and growing, Ausenco has delivered major projects in Canada and China, a high-tech copper 
project in Laos, along with other successful projects in Africa, Australia and South America. Indicative of 

their growing reputation in the industry is their 2011 joint venture 
with Australian engineering company Worley Parsons to manage the 
delivery of Hancock Coal’s $7.5 billion Alpha Coal project, in what 
is one of Queensland’s largest projects. 

 Careful focus on its activities, organisational capabilities and 
the continuing professional development of its own staff, plus 
the f exibility to meet client needs while still providing innovative 
project solutions, has meant that Ausenco survived the f nancial 
downturn in good shape, and with an optimistic forecast for its 
share price. The key to Ausenco’s success has certainly been the 
careful management of its operations and mutually productive 
relationships with its clients, ensuring that, Zimi Meka, as Ausenco 
CEO, has earned his place in the ranks of Australia’s most 
successful managers. 

   Question   
  Thinking about the challenges of managing In a fast-moving technology-rich multinational environment, 
how will the manager of tomorrow be successful? We can and should learn from the past, but what can 
we learn from the future? Where is it taking us?       

  Technology 
 The global economy is not the only benef ciary of developments in new technology. Who 
has not been affected by the internet? Those who are not willing to become a participant 
in the exploding world of information technology will be left behind. It is not an option 
anymore — it is a mandatory requirement in the contemporary workplace. 

globalisation
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 BHP’s Ok Tedi mine in Papua New Guinea (PNG) 
    The Ok Tedi mine is a classic example in the study of ethics, sustainability and social responsibility, as both 
sides of the argument are presented in this case. BHP did not build a suggested tailings dam to retain 
noxious sediment, resulting in massive pollution of the Fly River and the surrounding environment on which 
many local villagers depended for their livelihood. High concentrations of cyanide and acid rock drainage in 
the river killed many f sh. Many trees along the river course died too. However, the company provided 
employment for many villagers, built infrastructure — including a hospital — and helped increase life 
expectancy and reduce the malaria and infant mortality rates. 

 BHP left the mine early in 2002, shifting the company’s 52 per cent stake to a trust fund for Papua 
New Guinea’s people. The PNG government took over ownership of about 30 per cent of the stake in the 
mine. Agreement was reached that the mine should be closed in 2010, although this was later extended 

to 2013. Canadian, South African and Chinese 
miners f lled the vacuum from 2002. A class action 
by law f rm Slater & Gordon in Melbourne, on 
behalf of 50  000 PNG villagers whose environment 
was severely damaged by the mining operations, 
was abandoned in early 2004. 

 On the other hand, the mine has proved very 
prof table, producing about 10 per cent of PNG’s 
gross domestic product (GDP) and contributing 
20 per cent of its export income. Also, it is argued 
that life expectancy increased in the area near 
the mine from about 30 years to more than 50. 
Malaria decreased more than fourfold for children 
and from 35 per cent to less than 6 per cent for 
adults in the region near the mine. The infant 
mortality rate improved from 129 per 1000 live 
births to 15 per 1000 live births. 

 However, the environmental concerns were not 
fully addressed, other than continued dredging of 
the polluted Fly River and the planting of some 
new trees by local villagers.   40  

   Question   
  Does BHPs sustainability programme let it off the hook for the damage it did to PNGs environment?        

  Maintaining high ethical standards 
 Progressive organisations support a variety of methods for maintaining high ethical stan-
dards in workplace affairs. Some of the most important efforts in this area involve ethics 
training, whistleblower protection, top management support, formal codes of ethics and 
strong ethical cultures. 

  Ethics training 
  ethics training , in the form of structured programs to help participants understand the 
ethical aspects of decision-making, is designed to help people incorporate high ethical 

sustainability

BHP’s Ok Tedi mine is a classic example in the study of ethics, sustainability and social 
responsibility. As part of the project, BHP provided employment and health facilities for 
villagers. However, the company was also responsible for massive pollution of the Fly River 
and the surrounding environment — an ecosystem on which many villagers depend for their 
livelihood.

  ethics training   seeks to help 
people understand the ethical 
aspects of decision-making 
and to incorporate high ethical 
standards into their daily 
behaviour.
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Organisation structure as a form of control 
in emerging markets 
     Emerging markets in Asia pose special challenges to managers along with the opportunity of vast numbers 
of customers. The favoured organisational structure is the diversif ed conglomerate, such as the Tata Group 
in India, that accounts for 6 per cent of the country’s GDP. With subsidiaries in car-making, agricultural 
chemicals, food production, hotels and telecommunications, it has the ability to shift its emphasis across 
many market sectors, depending on changing conditions such as rising and falling talent shortages. Indeed, 
emerging markets are leading the way in many sectors through their application of familiar management 
theories such as lean production, paring away non-essential features down to ‘frugal production’, to 
compete on productivity and not just on cost. Innovative management models are using mass-production 
techniques to supply sophisticated services in markets once thought to be too fragmented and 
geographically constrained.   

 An Indian company based in Haryana has redesigned mobile 
phone base stations to run on a solar-powered battery — not 
only helping poor people who have little or erratic access to 
electricity, but creating a new green technology. The emerging 
markets of the developing world are implementing business 
models that have these regions enjoying growth rates that are 
the envy of their former colonial masters. 

 Adaptability is the key. For example, the business model of 
Hidesign (discussed at the beginning of the chapter) relies on 
quality control in production. Another structure in emerging 
markets is the hybrid design, where private and government 
ownership is used to bring the advantages of both to balance 
the disadvantages of either. Instead of merely scaling up to gain 
economies of scale by reducing costs through long production 
runs of standardised items, hybrid structure organisations scale 
out  rather than up, to involve a wider circle of people where large populations are scattered — thereby 
avoiding transport costs and the expense of layers of bureaucracy in centralised structures. 

 Some see the hybrid business model as temporary, and likely to disappear as local stockmarkets 
and investors assume control and the risk management. Hybrid organisations are inherently confusing, 
responsible to both the state and the market. While the path to privatisation is long, the f exibilities that 
hybrids offer make them viable structures for many emerging market such as China and India. 

 These are examples of how the organisation structure serves as a form of management control. It 
is a matter of balance and relevance. Too tight or coupled a structure, and adaptability to changing 
circumstances is impaired. Too loose or uncoupled, and the benef ts of controls are unrealised: information, 
coordination and performance, along with compliance and eff ciency.   7  

   Question   
  Recall an organisation known to you, and think out how it uses its structure to facilitate the control 
function.    

   It seems clear that with the right organisational structure, companies can use various 
methods to manage the control function. Having discussed feedforward and concurrent 
controls, we now turn our attention to feedback controls.  

social 
responsibility
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     Is restructuring worth the pain?  
    Organisational restructuring has a ‘downside’ that sometimes leads to a reluctance to change. Sometimes 
a new organisational structure is focused on cost savings by eliminating middle management positions, 
resulting in heavier workloads for top managers, or devolution of responsibility to line managers, without 
a consequent rise in wages for line managers to ref ect their increased responsibilities. Organisational 
restructuring may destroy important aspects of organisational culture or competitive advantage, especially 
when highly productive working relationships are split up or when eff cient service teams are removed 
from close contact with customers. Organisational restructuring may ignore the inf uence of the informal 
structure on work outputs. However, avoiding restructuring when the environment changes, or when 
a company perceives that they may lose a competitive advantage, may be potentially damaging for 
companies.   27  

 Telstra is an Australian telecommunications company 
that resisted an organisational restructure considered 
essential for fair and modern telecommunications in 
Australia. The restructure that was eventually ordered by the 
Australian government in 2009 required Telstra to structurally 
separate into the two separate entities of a retail and a 
wholesale arm. Telstra had resisted this separation for over 
two decades, as the separation removes the company’s 
power to control prices through restricting access to its 
copper cable telecom network, as well as its control over 
the ducts, pits and exchanges that are an essential part of 
telecommunications infrastructure. Thus, Telstra saw its control 
of both infrastructure and pricing as a competitive advantage. 
Technology has, of course, moved on from a copper cable 
network to f bre optic broadband, and so Telstra’s reluctance 

to structurally separate was seen as an impediment to the rollout of a national broadband network. Relying 
on old technology can restrict technological growth and advancement. 

 It could be said that Telstra suffered as a result of its reluctance to structurally separate. Their reluctance 
contributed to their failed bid in 2008 to participate in building the multi-billion dollar national broadband 
network. This failure led to the highest one-day drop in share price in Telstra’s history. Telstra, however, later 
came to an agreement to secure involvement in the national broadband network. 

 Thus, the reasons for and against organisational restructuring can be complex — but an organisation that 
resists environmental changes for too long may suffer in the long term.   28   

  Question   
  Telstra resisted structural separation as it saw this as diminishing its competitive advantage. How could 
resistance to an organisational restructure also be seem as diminishing its competitive advantage?       

  Adaptive designs 
 The limits of bureaucracy are especially apparent in organisations that must operate 
in the highly competitive environments created by the forces of globalisation and new 
 technologies. It is hard, for example, to f nd a technology company, consumer products 
f rm, f nancial services business or dot-com retailer today that is not making continual 
adjustments to its operations and organisational design. 

counterpoint
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selection of raw materials and supplies right down to the last task performed to deliver the 
f nished good or service. This process may be supported by rigorous statistical analysis. 
Typically this means taking samples of work, measuring quality in the samples, and then 
determining the acceptability of results. Unacceptable results in a sample call attention to 
the need for investigation and corrective action to bring operations back up to standard. 
The power of statistics allows the sampling to be eff ciently used as the basis for decision 
making. At General Electric, for example, a Six Sigma program drives the quest for com-
petitive advantage. This means that statistically the f rm’s quality performance will tolerate 
no more than 3.4 defects per million — a perfection rate of 99.9997 per cent! As tough as 
it sounds, ‘Six Sigma’ is a common quality standard for contemporary, highly automated 
manufacturing environments. 

     Control in ship building 
     Austal is an Australian ship design and construction company headquartered in Western Australia that 
was founded in 1988. It builds a wide range of commercial and defence vessels, including passenger 
and vehicle/passenger ferries, coastal combat ships, high-speed military support vessels and patrol 
boats. Hundreds of Austal vessels now ply between ports all over the world — from Hong Kong and 
the Philippines to Norway, and from France to New York, Yemen and Trinidad. It is the world’s leading 
manufacturer of high-speed passenger catamarans and large-vehicle-carrying fast ferries, and a dominant 
supplier to Asia. 

 Included among its customers are various navies around the world, including the US Navy, for which 
it has built two 127 metre long warships. By 2017, it will have built 22 ships for the US Navy, with roles 
centring on keeping open the normal maritime trade routes. Until recently, the US Navy may have based a 
ship in San Diego and sent it on deployments to Japan. Weeks would be spent just in transit each way. Now, 
a ship is more likely to be based in Singapore, and the crew f y in on rotations, saving time and fuel. The 
company has engineering operations in Darwin to service both its American and Australian warships. Not 
surprisingly, navies are generally conservative in their acquisition of vessels, and are highly demanding in 
their specif cations for quality and performance.   

 Austal has been able to meet and exceed such benchmarks via tight management controls, attention 
to detail, and quality of design and workmanship. Technology plays a key role, with advanced computer 
design tools being utilised. Complex three-dimensional models preserve the accuracy of the design during 
construction, assist with structural analysis and help reduce production lead time. In addition, the company 

makes use of cutting-edge software to simulate and provide accurate 
predictions of their vessels’ performances in any given sea area and 
any operating conditions. The implementation of such technological 
control measures in product design and construction has made Austal 
a respected name around the world in the shipbuilding industry.   17  

   Question   
  The cargo-carrying ‘liberty ships’ of World War II were quickly 
and cheaply welded (rather than riveted) in vast numbers, with 
a minimum of materials and complexity, for America to resupply 
a needy Britain. By contrast, present ships are typically by their 
nature very expensive, and they take a long time to build. What 
management controls do you think would be crucial for the ship 
building industry? What would be the main inf uences on these 
controls?        

technology

By 2017, Austal will have built 
22 ships for the US Navy.
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Asian-themed boxed 
feature examples and 
cases appear regularly 
throughout the book, and 
are readily identifable by 
their distinctive mauve 
colouring.

Critical analysis questions are posed at 
strategic points throughout each chapter, to 
stimulate thinking and debate on real-world 
issues facing contemporary managers.

Manager’s notepads on a variety of topics in 
each chapter provide concise lists of tips for 
effective management.

Manager’s notepad 4.1
Checklist for joint ventures

 ● Choose a partner familiar with your f rm’s major business.
 ● Choose a partner with a strong local workforce.
 ● Choose a partner with future expansion possibilities.
 ● Choose a partner with a strong local market for its own products.
 ● Choose a partner with shared interests in meeting customer needs.
 ● Choose a partner with good prof t potential.
 ● Choose a partner with a sound f nancial standing.

 
 A  wholly owned subsidiary  is a local operation completely owned and controlled by a 

 foreign f rm. Like joint ventures, foreign subsidiaries may be formed through direct invest-
ment in start-up operations or through equity purchases in existing ones. When making 
such investments, foreign f rms are clearly taking a business risk. They must be conf dent 
that they possess the expertise needed to manage and conduct business affairs successfully 
in the new environment. This is where previous experience gained through joint ventures 
can prove very benef cial. 

     Ship breaking in Bangladesh 
     Whenever we see footage of a new cruise liner or other majestic vessel being launched into a harbour, 
we usually see a magnum bottle of the f nest French champagne being smashed against its bow, 
followed by a gentle slide down the slipway. However, what happens when it is time for old ships to die? 
CBS News has shown grubby freighters and f ve-star cruise ships ‘literally dumped with all their steel, 
their asbestos, their toxins on the beaches of some of the poorest countries in the world, countries like 
Bangladesh’.   49  

 Ship breaking in Bangladesh originated when a cyclone caused the beaching of a giant cargo ship in 
1965. The ship was soon ripped apart and stripped to the bone by locals, and Western businessmen took 
note. Paid as little as $1 per day, Bangladesh workers now literally strip vessels sent to Bangladesh with 
their bare hands. The steel is then carried to waiting trucks that will take them to furnaces where the 
metal will be recycled. Ships are built to last and don’t die easily, so over the time it takes to complete the 

stripping, oil, sludge and other toxins spill into the sea. 
 Peace, Happiness and Prosperity (PHP) is the name of 

the Bangladesh company that brings these ships onto the 
beaches for stripping. The price it pays for a relatively small 
4000-tonne vessel is $14 million, which gives you an idea 
of the sheer scale of the operation.   50  These days, about 
160 ships are dismantled in 78 shipyards in Bangladesh 
each year;   51  but, on average, there is one death a week 
and an accident every day in these yards.   52  

   Question   
  What are some of the other ways in which the West dumps 
its waste in developing countries?           

 A  wholly owned subsidiary   is 
a local operation completely 
owned by a foreign f rm.

counterpoint
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bullying. The present paper reports f ndings from a survey of over 1700 employees of 36 organisations in 

New Zealand. We describe the reported incidence of bullying at work, along with relevant work attitudes 

and experiences, including psychological strain, ratings of subjective well-being, and levels of commitment 

to the organisation. Personal experience of bullying was reported by 17.8 per cent of respondents, and 

was signif cantly correlated with higher levels of strain, reduced wellbeing, reduced commitment to their 

organisation, and lower self-rated performance. Personal coping strategies were generally unrelated to 

these outcomes. On the other hand, the perceived effectiveness of organisational efforts to deal with 

bullying was considered an important contributor to both the occurrence of bullying and reduced negative 

effects of bullying. Overall, our f ndings illustrate the importance of developing organisational-level 

strategies to reduce the incidence of bullying and to counteract its negative impact, rather than expecting 

individuals to develop personal strategies to cope with this problem.  

  activity  Given the article’s f nding that organisations need to do more to develop strategies to reduce the amount 

of bullying that occurs, provide a series of suggestions that managers should consider for incorporation into 

an organisation’s anti-bullying policies and processes.   

   Case for critical thinking 

 When great communication goes bad: Great Wall Motors  

    If you have some knowledge of cars, you will undoubtedly perceive different brands and 

models in quite different ways. Your perception of a Ferrari or Lamborghini, for instance, 

is likely to be quite different to your perception of a Ford or Toyota. Within brands, your 

perception of a Toyota Corolla is likely to be quite different to your perceptions of Toyota’s 

luxury brand, Lexus. Perceptions are critical in the car-selling business, since Australia is 

said to be among the most competitive car markets in the world with hundreds of dif-

ferent models available.   74  The general perception that customer groups have of a par-

ticular brand or model is likely to result in the sale (or loss of sales) of hundreds, or even 

thousands, of vehicles. 

 Interestingly, the same Australian company, Ateco (owned by multi-millionaire Neville 

Crichton), is the national distributor of both Maserati and Lamborghini, as well as the two 

low-priced Chinese brands introduced into Australia in the last f ve years — Chery (pas-

senger cars) and Great Wall (utilities and off-road vehicles). What a contrast! Great Wall’s 

advertising concentrates on the word ‘Great’. The headline of the brochure for the V Series 

Ute, for instance, states ‘How great can a great ute get?’ Inside, the greatness of these cars 

is emphasised even more:
  The nationwide dealer network of over 70 dealerships continues to expand, reporting 

nothing but praise from owners all over the country, who are enjoying the reliability, 

safety, technology and reassurance that Great Wall offers. When you combine this with 

the amazing value that Great Wall represents, the Great Ute of China is fast becoming the 

Great Ute of Australia.   75    

 The buying proposition is simple — these Chinese cars are produced inexpensively com-

pared to Korean and Japanese rivals, so customers will obtain as ‘great’ a vehicle as could 

possibly be expected for a budget price. To provide further ‘reassurance’, owners receive a 

3-year, 100  000-kilometre warranty on their Great Wall vehicles. 

 It seems that the warranty is more than warranted, since, when motoring writer Toby 

Hagon and his companions purchased a Great Wall X240 and test-drove it over several 
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The frst stra
tegic management responsibility is strategy formulation, the process of  creating 

strategy. This involves assessing existing strategies, the organisation and your environment 

to develop new strategies and strategic plans capable of delivering future competitive 

advantage. Peter Drucker associates this process with a set of fve strategic questions: What 

is our business mission? Who are our customers? What do our customers consider value? 

What have been our results? What is our plan?20

The second strategic management responsibility is strategy implementation, the process of 

allocating resources and putting strategies into action. Once strategies are created, they 

must be successfully acted on to achieve the desired results. As Drucker says: ‘The future 

will not just happen if one wishes hard enough. It requires decision — now. It imposes 

risk — now. It requires action — now. It demands allocation of resources, and above all, of 

human resources — now. It requires work — now.’21 This is the responsibility for putting 

strategies and strategic plans into action. Every organisational and management system 

must be mobilised to support and reinforce the accomplishment of strategies. Scarce 

resources must be used for maximum impact on performance. All of this, in turn, requires 

a commitment to mastering the full range of strategic management tasks posed in Manager’s 

notepad 9.1.22

Manager’s notepad 9.1 

Five strategic management tasks

1. Identify organisational mission and objectives. Ask: ‘What business are we in? Where do we want 

to go?’

2. Assess current performance in relation to mission and objectives. Ask: ‘How well are we currently 

doing?’

3. Create strategic plans to accomplish purpose and objectives. Ask: ‘How can we get where we 

really want to be?’

4. Implement the strategic plans. Ask: ‘Has everything been done that needs to be done?’

5. Evaluate results; change strategic plans and/or implementation processes as necessary. Ask: ‘Are 

things working out as planned? What can be improved?’

Analysis of mission, values and objectives

The strategic management process begins with a careful assessment and clarifcation of the 

organisational mission, values and objectives.23 A clear sense of mission and objectives sets 

the stage for assessing the organisation’s resources and capabilities as well as competitive 

opportunities and threats in the external environment.

MiSSiON

As frst discussed in chapter 1, the mission or purpose of an organisation may be described 

as its reason for existence in society. Strategy consultant Michael Hammer believes that a 

mission should represent what the strategy or underlying business model is trying to 

accomplish. He suggests asking: ‘What are we moving to? What is our dream? What kind 

of a difference do we want to make in the world?’24

National governments often take the lead in defning the mission for the domestic 

economy, and, in doing so, provide vision and direction for business organisations. 

Strategy formulation is the 

process of creating strategies.

Strategy implementation is 

the process of putting 

strategies into action.

The mission is the 

organisation’s reason for 

existence in society.
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executive might ensure that any children working in a factory under contract to his or her 
business would be given schooling as well as employment. See Manager’s notepad 5.1 for 
Donaldson’s suggestions on how corporations can respect the core or universal values.32

Manager’s notepad 5.1 
How multinationals can respect universal values
Respect for human dignity

 ● Create a culture valuing employees, customers and suppliers.
 ● Keep a safe workplace.
 ● Produce safe products and services.

Respect for basic rights
 ● Protect rights of employees, customers and communities.
 ● Avoid any threats to safety, health, education and living standards.

Be good citizens
 ● Support social institutions, and economic and educational systems.
 ● Work with governments and institutions to protect environment.

Critical analysis
1. Some corporate social responsibility initiatives of CSR Limited were outlined earlier in the chapter. 

Interestingly, in its annual Corporate Sustainability Report, it also lists direct and indirect donations 
to political parties to support the democratic process as an initiative.33 Do you believe this is 
acceptable in a sustainability program? Why or why not?

2. Can you think of any business actions that are unethical but not illegal?

Ethics in the workplace
‘Ethical business is good business’ is a classic quote. The same can be said for all persons 
and institutions throughout society. But the real test is when managers or workers 
encounter a situation that challenges their ethical beliefs and standards. Often ambiguous 
and unexpected, these ‘ethical dilemmas’ are part of the challenge of modern society.

Figure 5.2 The extremes of 
cultural relativism and ethical 
imperialism
Source: Based on information 
in Thomas Donaldson, ‘Values in 
Tension: Ethics Away from Home’, 
Harvard Business Review, vol. 74 
(September–October 1996),  
pp. 48–62.

Cultural relativism

No culture’s ethics are superior.
The values and practices of the local
setting determine what is right or wrong. 

Ethical imperialism

When in Rome, do as the Romans do. Don’t do anything you wouldn’t do at home.

Certain absolute truths apply everywhere.
Universal values transcend cultures

in determining what is right or wrong.

5_60_62527_Mgmnt_AsiaPac_5E_05.indd   126 12/02/13   6:21 PM



xxiv How to use this book

Key terms in each chapter are highlighted and defned 
in both the body text and the margin of each relevant 
page. A page reference for each is included in the end-
of-chapter summary material. For ease of reference, key 
terms and concepts for all chapters are explained and 
page-referenced in the end-of-book glossary. Key theories 
discussed throughout the text are also highlighted in the 
end-of-chapter summary material.

Each chapter concludes with a 
summary of responses to the 
learning objectives frst posed 
on its opening page, as well as 
activities, a Regional research 
article (a new feature of this 
edition) and a Case for critical 
thinking to encourage the 
application of key management 
concepts. In addition, more 
detailed Case studies (a 
new feature of this edition, 
incorporating concepts across 
multiple chapters) are included 
at the end of the book.
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SUMMARY
What does control mean in an organisational context and what are the steps in the 

control process?
•	 Controlling is the process of monitoring performance and taking corrective action as needed.

•	 The four steps in the control process are: establish performance objectives, measure actual 

performance, compare results with objectives, and take necessary action to resolve problems or explore 

opportunities.

What are the broad types of controls that managers can utilise?
•	 Feedforward controls are accomplished before a work activity begins; they ensure that directions are 

clear and that the right resources are available to accomplish objectives.
•	 Concurrent controls monitor ongoing operations and activities to make sure that things are being done 

correctly; they allow corrective action to be taken while the work is being done.
•	 Feedback controls take place after an action is completed and focus on end results; they answer the 

question ‘Now that we are fnished, how well did we do and what did we learn for the future?’

•	 External control is accomplished through personal supervision and the use of formal administrative 

systems.
•	 Internal control is self-control and occurs as people exercise self-management and take personal 

responsibility for their work.
What control systems are used in organisations?•	 An appropriate remuneration and benefts system assists in organisational control by helping to attract 

and retain a high-quality workforce.•	 Discipline, the process of infuencing behaviour through reprimand, must be handled in a fair and 

systematic way.
•	 Use of fnancial information and the analysis of fnancial ratios, such as those dealing with liquidity, 

assets and proftability, are important aspects of organisational control systems.
•	 Operations management contributes to the control process with a focus on effciencies in such areas as 

purchasing and inventory control, as well as in the use of statistical approaches to quality control.

•	 A project manager’s job is to ensure that a project is well planned and then completed according 

to plan — on time, within budget, and consistent with objectives. Two useful techniques for project 

management and control are Gantt charts and CPM/PERT.
•	 Management by objectives (MBO) is a process through which supervisors work with their subordinates to 

‘jointly’ set performance objectives and review performance results.Applied activities1. In your own words, briefy outline the steps in the controlling process.
2. Explain the difference between feedforward, concurrent and feedback controls, providing your own 

examples for each.
3. Outline the potential benefts of organisational control systems.
4. Explain how MBO can be utilised by managers to facilitate both their planning and controlling functions

5. Choose an organisation with which you are relatively familiar, either as a customer or employee. Outline 

how that organisation makes effective use (or potentially could make use) of two of the organisational 

control systems that are outlined in this chapter.

Key terms
after-action review p. 277balanced scorecard p. 288bureaucratic control p. 280clan control p. 281concurrent controls p. 278controlling p. 274

CPM/PERT p. 287
critical path p. 288cybernetic control 

system p. 275
discipline p. 282
external control p. 280feedback controls p. 280feedforward controls p. 278Gantt chart p. 287

input standards p. 276internal control p. 280just-in-time ( JIT) 
scheduling p. 285management by 
exception p. 277management by objectives (MBO) p. 289

market control p. 281output standards p. 276progressive 
discipline p. 282quality control p. 285reorder point 

method p. 285

Key theories
lean production
management by objectives (MBO)
scientifc management approach
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Case for critical thinking
Control and the mobile worker: rethinking IT devices 
in the workplace
When heavy rains caused the Brisbane River to food thousands of homes and inundate 
the CBD in January 2011, many frms had little choice but to send home those staff who 
still had habitable homes. In the CBD, airconditioning systems and carparks in basements 
were underwater. Whole blocks of business buildings were rendered inoperable for weeks 
and months. The massive cleanup operation cost millions, but revealed new opportunities 
for thinking differently about how IT can be used in service industries. (The case of the 
Queensland foods was discussed in the detailed case at the end of the chapter on infor-
mation and decision-making.)

The city’s universities simply emailed staff with the instruction to work from home. This 
was practicable, since most academic staff routinely use laptops and spend at least some 
time each week working in home studies and offces. It was more complex for Suncorp, the 
state’s major insurance organisation, as its headquarters building was out of commission 
and simultaneously hit by large numbers of claims for food-related assistance. Suncorp 
sent 5000 of its staff home. Remarkably, the company’s ‘Access Anywhere’ system allowed 
2000 of these Suncorp staff to dial in from home to help service customers.

Later in 2011, Suncorp was faced with closing down a building that housed a work-
force of 900, leaving a remaining building with eight desks for every ten workers. The IT 
solution was to invoke a hot-desking policy and BYOD (bring your own device), where 
employees could log in with their own laptops at any available desk or in the coffee shop 
or common area. Suncorp provides a software package that gives staff access into the 
company, whether they bring their Windows laptop or their Apple Mac, and log on using 
the wi-f network. Indications are that the trend of BYOD policies is increasing in organ-
isations, further blurring the boundary between home and work. It supports the adage 
‘work is what you do, not where you go’.20

Indeed, with 52 per cent of Australians possessing smartphones, iPads and other tablet 
devices, devices have become so capable and ubiquitous that their use is now factored into 

productivity planning for employees and service to cus-
tomers, who often prefer to access services using these 
devices. Thus, the technology that most organisations 
purchased and controlled centrally has become less of 
a bottleneck and more of an opportunity for signifcant 
cost savings over the distribution and maintenance of 
desktop machines.

It is now clear that the traditional offce is no longer 
the sole focal point of employee activity.21 Advances 
in communication and information technology, as 
well as changing attitudes towards trusting employees, 
are leading to more work being undertaken in ‘virtual 
offces’ remote from the central workplace. Workers can 
work from home, while on the road, while overseas and 
from any other location. Despite lack of physical prox-
imity to each other, workers in different locations are 
able to interact extensively and cheaply with each other. 
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Career readiness activities

Recommended individual and group learning activities from the end-of-text Career Readiness Workbook for 

this chapter include:

research and presentation project

1. Project 6 — Controversies in CEO pay — ‘is it too high?’

exercises in teamwork

1. Exercise 4 — What managers do

2. Exercise 6 — What do you value in work?

3. Exercise 14 — The MBO contract

4. Exercise 15 — Force-feld analysis

Online resources

A range of management skills assessments, key concept modules and videos is available on the Interactive 

Study Guide that accompanies this text.

Regional research
L.A. Ika, ‘Project Management for Development in Africa: Why Projects are Failing and What Can Be Done 

About It. Project Management Journal, vol. 43, no. 4 (2012), pp. 27–41.

abstract

This article discusses international development (ID) projects and project management problems within 

Africa and suggests they may fall into one or more of four traps: the one-size-fts-all technical trap, the 

accountability-for-results trap, the lack-of-project-management capacity trap, and the cultural trap. It 

then proposes an agenda for action to help ID move away from the prevailing one-size-fts-all project 

management approach; to refocus project management for ID on managing objectives for long-term 

development results; to increase aid agencies’ supervision efforts, notably in failing countries; and to tailor 

project management to African cultures. Finally, this article suggests an agenda for research presenting a 

number of ways in which project management literature could support design and implementation of ID 

projects in Africa.

activity

The traps pointed out by Ika are not confned to project management in developing countries. In the 

tradition of learning from failure, map some corporate failures you know about in their control and reporting 

functions against the traps that Ika warns us about:

1. The one-size-fts-all technical trap where prescriptive approaches insist on rational planning but fail to 

take account of social, cultural and environmental feasibility.

2. The accountability-for-results trap, where zealously applied guidelines of accountability for results 

assumes importance over ‘managing for results’. For example, results-based management approaches 

may over-emphasise reporting results of management, to stakeholders, rather than focussing on 

managing for performance by providing feedback to employees continuously to support their efforts.

3. The lack-of-project-management capacity trap, where the organisation just does not have the 

management competency and capacity available. For example, an organisation without the capacity to 

exercise the control function may show unacceptable levels of waste, ineffciency, and improper or illegal 

conduct.

4. The cultural trap, where the controls are inappropriate to the cultural dimensions of the organisation and 

its environment.
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SUMMARY

How do managers plan?

•	 Planning is the process of setting performance objectives and determining what should be done to 

accomplish them.

•	 A plan is a set of intended actions for accomplishing important objectives.

•	 Scenario planning sets the stage for the other management functions — organising, leading and 

controlling.

•	 The steps in the planning process are: defne your objectives; determine where you stand vis-à-vis 

objectives; develop your premises regarding future conditions; identify and choose among alternative 

ways of accomplishing objectives; and implement action plans and evaluate results.

•	 The SMART Model is an approach to determining effective organisational objectives that requires that 

they be Specifc, Measurable, Actionable, Reasonable and Timetabled

•	 The benefts of scenario planning include better focus and fexibility, action orientation, coordination, 

control and time management.

What types of plans do managers use?

•	 Short-range plans tend to cover a year or less, whereas long-range plans extend up to fve years or more.

•	 Strategic plans set critical long-range directions; operational plans are designed to implement strategic 

plans.

•	 Organisational policies, such as a sexual harassment policy, are plans that set guidelines for the 

behaviour of an organisation’s members.

•	 Organisational procedures and rules are plans that describe actions to be taken in specifc situations, 

such as the steps to be taken when people believe they have been sexually harassed or victimised, or 

have witnessed unethical or corrupt practices.

•	 Organisational budgets are plans that allocate resources to activities, projects or programs.

What are the useful planning tools, techniques and processes?

•	 Forecasting, which attempts to predict what might happen in the future, is a planning aid but not a 

planning substitute.

•	 Contingency planning identifes alternative courses of action that can be implemented if and when 

circumstances change in certain ways over time.

•	 Scenario planning, through the use of alternative versions of the future, is a useful form of contingency 

planning.

•	 Planning through benchmarking uses external comparisons to identify desirable action directions.

•	 Management by objectives is a process of joint objective-setting between a manager and a staff member.

•	 Participation and involvement open the planning process to valuable inputs from people whose efforts 

are essential to the effective implementation of plans.

Applied activities

1. In your own words, briefy explain the steps in the planning process.

2. What are the main advantages of scenario planning?

3. Outline the various types of plans used by managers, and appropriate circumstances in which each can 

be used.

4. Provide an overview of planning tools, techniques and processes potentially available for managers, and 

an example of how each can be used.

Key terms
benchmarking p. 192

budgets p. 186

contingency planning  

p. 188

forecast p. 187

management by objectives 

(MBO) p. 193

objectives p. 178

operational plans p. 185

participatory planning  

p. 194

plan p. 181

planning p. 178

policy p. 186

procedures p. 186

project schedules p. 187

rules p. 186

scenario planning p. 179

SMART model p. 181

strategic plans p. 184

zero-based budget p. 186

Key theories

Lean manufacturing

scenario planning

management by objectives

contingency planning
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All this they must do in an international environment where reforms are likely to bring a 
stronger currency in China (and thus increased prices for goods produced there), hopefully 
accompanied by a stronger domestic market with increased exports to the growth nations 
of Indonesia and Malaysia, and to the ‘sleeping giant’ economy of India, which may become 
the world’s greatest consumer market. As the world’s private sector recovers and tax takes 
improve, governments can afford to repair their balance sheets with spending cuts, and pos-
sibly with taxes on carbon and consumption. This will be of great interest to managers every-
where. Added to this is the imperative that governments need to encourage the  development 
of new and sustainable industries and work together to offer global policy reform.

To ensure that regional and national interests are adequately served by companies in 
newly privatised industries, all governments must legislate planning and strategy obli-
gations. All organisations need to be able to look ahead, make good plans, and then help 
others work effectively to best meet the challenges ahead. Organisations need to do this 
knowing that things will probably never get back to ‘normal’; rather, there may be a shift 
to a world of lower consumer spending and increased cost of capital. However, with the 
future uncertain, the likelihood is that even the best of plans made today may have to be 
changed tomorrow, in spite of improvements in economic forecasting software. Thus, man-
agers also need the courage to be fexible in response to new circumstances, and the disci-
pline to maintain control even as situations become hectic and the performance pressures 
are unrelenting.

How and why managers plan
In chapter 1 the management process was described as planning, organising, leading and 
controlling the use of resources to achieve performance objectives. The frst of these func-
tions, planning, sets the stage for the others. Planning involves deciding exactly what you 
want to accomplish and the best way to go about it.

As interesting as it is to examine why organisations plan, it is equally fascinating, if 
embarrassing, to examine why they do not. Indeed, with the beneft of hindsight, what is 
amazing is the resistance to planning in organisations. As recently as 1977, the president 
of leading IT company Digital Equipment Corporation, Ken Olsen, opined ‘there is no 
reason for any individual to have a computer in their home’.4 It might be observed that 
these experts were not keen on planning — or, at least, did not have an open mind about 
planning for possible developments in technology.

Imagine the different course of history if General Motors had anticipated and planned 
for a future where energy used for transport had to come from sources other than hydro-
carbons. Perhaps the frst requirement for being a good planner is an open mind, to be able 
to free oneself from prejudice to contemplate new ways of solving problems old and new. 
This is why planning the right answer demands that we frst ask the right question. Setting 
the right objective is critical to good planning.

Importance of planning
Although many management gurus and senior managers consider setting objectives and 
planning to be an old-fashioned practice, there is still considerable support for long-term 
planning in many large and small organisations. The Flight Centre example at the start of 
the chapter illustrates how important this is when planning how to structure an organisation 
to compete with retail services in turbulent and fast-moving markets. What has changed in 
many companies is that planning is not so rigidly tied to a complex series of fve-or ten-year 

planning is the process 
of setting objectives and 
determining how to accomplish 
them.

Objectives are specifc 
results usually expressed 
in measurable indices that 
someone wishes to achieve and 
may relate to the individual, a 
group or the whole organisation.
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research and presentation projects
Project 1: Diversity lessons — ‘what have we 
learned?’
Diversity in the workplace is clearly the subject of signifcant 
attention. Managers and employers are being urged to recognise 
and value diversity, and many are pursuing active programs to 
improve the environment for diversity in the workplace. Yet ‘glass 
ceilings’ remain obstacles to career and personal accomplishment 
for too many women and minority groups.

Questions
1. What are the ‘facts’ in terms of progress for minority groups and 

women in the workplace?
2. What lessons of diversity have been learned?
3. What are the ‘best’ employers doing?

Instructions
Use research sources at your disposal to complete a brief report 
on the research questions. Specifc topics for consideration might 
include the following:

 ● Case studies of employers reported as having strong diversity 
programs. What do they have in common? What do they do 
differently? Is there a basic ‘model’ that could be followed by 
managers in other settings?

 ● Investigation of diversity with specifc reference to how well 
people of different racial, ethnic, gender and generational groups 
work together. What do we know about this, if anything? What are 
the common problems, if any? What concerns do managers and 
workers have?

 ● Analysis of survey reports on how the ‘glass ceiling’ may 
affect the careers of women and minority groups in various 
occupational settings. Get specifc data, analyse them and 
develop the implications. Prepare a report that summarises 
your research.

 ● A critical look at the substance of diversity training programs. 
What do these programs try to accomplish, and how? Are they 
working or not, and how do we know? Is there a good model for 
diversity training that may be used by others?

 ● Look at where we go from here. What diversity issues lie ahead 
for the new managers of tomorrow?

 ● Case studies of women and minority groups who have started 
their own businesses. The following websites may prove to be 
useful starting points:
 – Diversity@work Australia www.work.asn.au
 – New Zealand Equal Employment Opportunities Trust  
www.eeotrust.org.nz

 – Equal Opportunity Practitioners in Higher Education 
Australasia www.eophea.anu.edu.au/diversity.html

 – Victorian Department of Education, Employment and Training, 
‘Managing Diversity’ web page www.sofweb.vic.edu.au/hrm/
mandiv/managdiv.htm.

Project 2: Changing corporate cultures
‘Culture’ is still a popular topic in management circles. 
Conventional wisdom holds that strong cultures can bond 
employees to a common sense of mission and it can reinforce 
work habits needed to serve customers well and maintain 
productivity. One aspect of organisational culture that is criticised 
today is lack of loyalty — loyalty of the organisation to employees 
and of employees to the organisation.

Questions
1. Do you think organisational cultures are changing?
2. If so, are they changing for the better or for the worse?

Instructions
Use research sources at your disposal to complete a brief report 
on these questions. Specifc topics for consideration might include 
the following:

 ● Look for the latest thinking of management scholars and 
consultants on the role of ‘corporate culture’ in successful 
organisations. Many case examples and reports should be 
available on this topic. Look for success stories and try to 
interpret them in the context of the research question.

 ● Give special attention in your research to issues relating to 
loyalty. Try to access surveys of employees commenting on how 
they feel about job security, or commitment to their organisation, 
for example.

 ● Make a list, from your research, of things that can be done to 
change the culture of an organisation or work group in a positive 
manner. Critically evaluate each of these items in terms of these 
action criteria: (a) feasibility of dealing with the item, (b) length 
of time needed to achieve impact on the item and (c) the follow-
up or reinforcement needed to maintain this impact. Review your 
entire analysis and answer this question: Can the recommended 
things really be accomplished by (a) a CEO, (b) a middle 
manager and (c) a team leader?

 ● Place the issue of corporate culture in the context of the growing 
number of international mergers, joint ventures and strategic 
alliances found in the global economy. What is the importance 
of differences in ‘corporate cultures’ as organisations of different 
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EXERCISE 1: My best manager

Preparation

Working alone, make a list of the behavioural attributes that 

describe the best manager you have ever worked for. This could be 

someone you worked for in a full-time or part-time job, a holiday 

job, volunteer job or student organisation. If you have trouble 

identifying an actual manager, make a list of behavioural attributes 

of the type of manager you would most like to work for in your 

next job.

Instructions

Form into groups as assigned by your instructor, or work with a 

classmate. Share your list of attributes and listen to the lists of 

others. Be sure to ask questions and make comments on items 

of special interest. Work together to create a master list that 

combines the unique attributes of the ‘best’ managers experienced 

by members of your group. Have a spokesperson share that list 

with the rest of the class.

Source: Adapted from John R. Schermerhorn Jr, James G. Hunt and Richard 

N. Osborn, Managing Organizational Behavior, 12th edn (New York: Wiley, 2013), 

p. 30. This material is used by permission of John Wiley & Sons, Inc.

EXERCISE 2: Defining quality

Preparation

Write your defnition of the word quality here.

QUALITY = _________________________________________

   _________________________________________

Instructions

Form groups as assigned by your instructor.

1. Have each group member present a defnition of the 

word quality. After everyone has presented, come up with 

a consensus defnition of quality. That is, determine and write 

down one defnition of the word with which every member 

can agree.

2. Next, have the group assume the position of general manager 

in each of the following organisations. Use the group’s quality 

defnition to state for each a quality objective that can guide the 

behaviour of members in producing high-quality goods and/or 

services for customers or clients. Elect a spokesperson to share 

group results with the class.

Organisations:

(a) A school of business administration

(b) A public hospital

(c) A retail sporting goods store

(d) A fast-food franchise restaurant

(e) A local post offce

(f) A full-service bank branch

(g) A computer software manufacturing frm

EXERCISE 3: The future workplace

Instructions

Form groups as assigned by the instructor. Brainstorm to develop 

a master list of the major characteristics you expect to fnd in the 

future workplace in the year 2020. Use this list as background for 

completing the following tasks:

1. Write a one-paragraph description of what the typical workday of 

a ‘workplace 2020 manager’ will be like.

2. Draw a ‘picture’ representing what the ‘workplace 2020 

organisation’ will look like.

3. Choose a spokesperson to share your results with the class and 

explain their implications for the class members.

EXERCISE 4: What managers do

Preparation

Think about the questions that follow. Record your answers in the 

spaces provided.

1. How much of a typical manager’s time would you expect to be 

allocated to these relationships? (total should = 100%)

____% of time working with subordinates

____% of time working with boss

____% of time working with peers and outsiders

2. How many hours per week does the average manager work? 

____ hours

3. What amount of a manager’s time is typically spent in the 

following activities? (total should = 100%)

____% in scheduled meetings

____% in unscheduled meetings

____% doing desk work

____% talking on the telephone

____% walking around the organisation/work site

exercises in teamwork
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The practical and innovative Career 
Readiness Workbook at the back 
of the text provides many ways to 
take full advantage of your study 
of management via a range of 
individual and team exercises and 
research projects, as well as outlining 
assignment writing tips.

Career readiness 
workbook
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assignment writing

Essay and report writing

If you are reading this then you are thinking about getting serious about your studies, or 

you are already serious and would like to do even better. If you commit to the goal of high 

achievement then rewards will follow. The most committed and best performing students 

receive the best grades in their degrees, and the best job offers during and after their studies. 

Many believe the adage that ‘a pass is a pass’, but there is more to it than that. A pass is 

defnitely better than failing, but why not put in a little more effort and see what you can 

achieve? In doing so, you may do better than you thought and, ideally, you may learn more 

about management, gain more ideas and skills and become a more valuable employee.

PREPARE EARLY!
Probably the greatest faw in inferior essays is that students do not leave enough time to 

consider the question and prepare their answers. Simply put, doing things the night before 

rarely makes for an outstanding paper. Essays and reports completed at the last minute 

usually miss key parts of the question, lack the structure and fow of a strong paper, and 

often miss important ‘value adding’ elements, such as a professional presentation and the 

citing of additional source material.

High quality essays and reports take time to write. You need to think about the ques-

tion, consider the various tips your lecturers provide during the lead-up to the assignment 

deadlines, and begin to sort through the potential sources of information you will use to 

support your answer. Often the best sources are found when you are simply browsing the 

tables of contents of relevant journals and magazines in the library and on the internet. 

Some students fnd excellent articles in places like the daily newspaper or weekly business 

magazines, but you will not see these if you are not looking at them on a regular basis.

So develop your time management skills. Have a personal schedule for the semester 

showing when your assignments are due and when other deliverables such as exams and 

quizzes will take place. Note the other work you need to do to keep up with your subjects, 

such as reading the relevant chapters each week, and then create time in your schedule to 

prepare your essays and reports over a number of weeks rather than a number of highly 

stressed hours.UNDERSTAND THE TOPIC

In most management essays, you will be asked to consider a specifc topic. For example:

What are the strengths and weaknesses of Australian managers in comparison with their 

international counterparts? In what ways could these weaknesses be eliminated?

It is said that ‘when in Rome, do as the Romans do’. This would imply that Australian 

managers should adapt their ethical stance to that of the countries in which they do busi-

ness. What do you think?

As you can see, there is an ‘international dimension’ to these individual essay topics. 

Students can use the material in the textbook as a starting point and then do some broader 

research on these questions. For both questions, students can look at both sides of the 

argument and be somewhat critical in their responses. In the frst question, for example, 

the superior essays stated that not all of the weaknesses of Australian managers could be 

easily eliminated. Whereas some could be improved through training, self-refection and 
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xxvi Additional resources

Additional resources
For students
•	 iStudy Management is a digital study guide containing a wide range of interactive mod-

ules, skills self-assessments and local videos to enhance the understanding and appli-
cation of key concepts.

•	 Wiley E-Text is a full electronic version of the text, available as a cheaper alternative 
to the printed text. The E-Text runs on a wide range of devices, including iPads and 
computers.

For instructors
Management: Foundations and Applications, 2nd Asia–Pacifc edition, is supported by a 
comprehensive resource package that helps instructors to create a contemporary, dynamic 
and fexible learning environment, including:
•	 an instructor’s resource guide, offering suggested answers to all chapter questions and 

case studies, as well as interpretations/guidelines for the practical class exercises and 
activities from the text’s Career Readiness Workbook

•	 a comprehensive computerised test bank, consisting of more than 2000 page-referenced 
multiple-choice and essay questions, categorised by question type (factual or applied)

•	 a PowerPoint presentation outlining key concepts from each chapter and containing 
media, data, art and colourful fgures from the text. This presentation can be customised 
or modifed to suit the particular requirements of any instructor

•	 videos and accompanying cases and activities to highlight management theory in practice
•	 learning management system resources for platforms such as BlackBoard and Moodle, 

including an extensive range of media to facilitate online learning and teaching. 
Instructors have the option of uploading additional material and/or customising existing 
content to meet their needs.
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Learning objectives

What are the challenges in the contemporary workplace?

What are organisations like in the contemporary workplace?

Who are managers and what do they do?

What is the management process?

How do you learn essential managerial skills and competencies?

Chapter 1

The contemporary 
workplace



2 management

Managing to keep Apple fresh
There are some companies that exude management magic, and Apple is one of them. It is no 
coincidence that Apple is renowned as a great place to work. It is not because Apple is soft on 
its employees or slack in its expectations. The company demonstrates the power of managing its 
culture to create the conditions in which good people want to come to do their best work.

However, this was not always the case. Now bigger than Microsoft, Apple used to be the poor 
relation to the all-conquering Microsoft. Apple had so small a share of the market that hackers 
simply didn’t bother writing viruses to infect its ‘microcomputers’. Decades ago, in 1977, we all 
but wrote off Apple and its hobbyist model, the iconic but quirky Apple IIe. In the years since, we 
opted for the big business name brands of IBM and HP, and later, Dell and Toshiba. Now it is they 
who are playing catch up, as wave after wave of Apple innovations have swept through, crested by 
desirable ‘must-haves’ such as the iPod, the iPhone and the iPad, and in laptops, the dazzling 
Macbook Pro — still the staple of product placement in avant-garde movies to show off the tech-
savvy designer. Founder Steve Jobs was ‘obsessed with product design and aesthetics, and with 
making advanced technology simple to use’.1 There’s no doubt that Apple has produced some of 
the world’s most beautiful technology — elegant in shape and texture, robust in operation, and 
intuitive for the enthusiastic owner. Renowned as a control freak in his management style, Jobs 
inspired almost fanatical loyalty in customers with his ‘simply beautiful’ products. The company’s 
sales tripled in fve years.2

When Jobs, a few months before his death in 2011, announced his successor as Tim Cook, 
speculation was rife as to whether he would be able to sustain the company’s market dominance 
and magic. So far, it seems that Cook is displaying leadership qualities dissimilar to his late 
predecessor, placing an emphasis on matters such as promotions and corporate reporting 
structures — issues Jobs didn’t care much for. Unlike Jobs, he also seems to display a greater 
degree of inclusiveness, addressing Apple employees as a ‘team’, and he is keen for Apple 
to contribute to charities. Even though Jobs was described as a charismatic leader, he was 
considered a task master who sometimes could be diffcult. On the other hand, Cook has been 

described as diplomatic and energetic, 
with the potential to do a better job at 
maintaining relationships than Jobs did. 
However, Cook seems to have the same 
passion for many of the philosophies 
that Job’s held dear, such as idolising 
product development and design and 
advocating intense secrecy.3

Before we had access to iPods, 
iPhones and iPads, the gramophone 
gave way to the transistor radio — which 
yielded to the Walkman. Now we have 

In 2010, Apple launched the iPad, an innovative 
product designed to offer users laptop features in 
a tablet computer format. Sales into the millions 
propelled Apple into the rank of world’s largest 
company.



what some consider to be the holy grail of a device — one that captures music and videos off the 
internet, stores them, plays them and allows ordinary people to make extraordinary movies, and 
a lot more besides. When the iPad 3 was launched in 2012, it sold an incredible 3 million in the 
frst three days. No other company seems able to infuse its products with such irresistible appeal 
and build such long-term customer loyalty. Indeed, the iPad is also a computer that grows with 
the market, updating itself as upgrades are posted, and adapting to user needs. Whatever will 
they think of next?

More particularly, how does Apple do it? How does it keep on doing it? It is said that Apple 
hires people who are never satisfed, who are emotional about technology, and who collaborate 
in the spirit — and pursuit of — perfection. Eschewing diversifcation as its risk management 
strategy, so commonly adopted in lesser frms, Apple concentrates its energies on inventing, 
designing and building a small range of products exceedingly well. It gathers and integrates its 
talent and its processes economically, controlling its sources of competitive advantage itself 
(its hardware and its operating system), and it relentlessly drives for customer satisfaction. It 
thinks as if it is its own customer, and continually strives to delight and astonish with intuitive 
operation and chic effciency. Apple’s HR policy is to empower the source of its creativity — its 
people — and it gives them responsibility in managing its production and sales, and thus its 
outcomes. Every Monday the top management team reviews the last week’s operations, from 
the progress of each product under development to the success of each product in the market. 
The company is committed to continuous learning, and to continuous growth in capability and 
market share.

When the global fnancial crisis hit, with its attendant economic downturn, then–Apple CEO 
Steve Jobs said he would not lay people off because he had gone to such trouble to recruit good 
people in the frst place, and that he would keep up his research and development budget to 
innovate his way through the recession. Clever. Courageous management decision, you might say, 
but it marks out Apple as one of the truly great management examples of this century. The runs 
are already on the board, and the company is going ahead to build a magnifcent innings. Part of 
this is due to organisational culture, and much of this is due to one man. Indeed, founder Steve 
Jobs himself was the subject of adulation for his brash creativity as much as for his company’s 
technical wizardry.4 His loss to cancer in 2011 did not diminish the company’s fortunes, and the 
various and ever-improving and innovating versions of the iPad became the must-have devices of 
2010 and since.5

Apple stays fresh by hiring the right people, giving them the power to grow and developing 
them and their ideas, and pushing ahead in the quest for linking emotion and technology in 
products that are as sensuous to look at as they are effcient to operate. Apple’s products excite 
the user and inspire adoring membership of the Apple community in customers and staff alike. 
It’s the company that just will not quit. The applause by staff that breaks out in Apple stores 
worldwide as another excited customer walks out carrying a new purchase may appear superfcial 
hype, but it may say something about the desirability that Apple infuses into its products. Not 
every company can have that kind of management, or needs it. But almost every company can 
learn from it.

Question
What can you learn from Apple’s management style and method? What can you apply from it to your 
organisation?

Chapter 1 The contemporary workplace 3
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INTRODUCTION
The 21st century has brought with it a new workplace — one in which everyone must 
adapt to a rapidly changing society with constantly shifting demands and opportunities. 
Learning and speed are in; habit and complacency are out. Organisations are fast changing, 
as is the nature of work itself. The global fnancial crisis showed beyond all doubt that the 
economy is global, is driven by demand and is sustained by innovation and technology. 
Even the concept of success — personal and organisational — is evolving as careers take 
new forms and organisations transform to serve new customer expectations. Such devel-
opments affect us all, offering both ‘unparalleled opportunity and unprecedented uncer-
tainty’. In this age of continuous challenge, a compelling message must be heard by all of 
us — smart people and smart organisations create their own futures!6

In the quest for a better future, the best employers share an important commitment to 
people. Amid high performance expectations, they offer supportive work environments 
that allow people’s talents to be fully used while providing them with both valued rewards 
and respect for work–life balance. At the best of the best, for example, employees beneft 
from fexible work schedules, onsite child care, onsite health and ftness centres and dom-
estic partner benefts, as well as opportunities for proft sharing, cash bonuses and com-
petitive salaries. In short, the best employers are not just extremely good at attracting and 
retaining talented employees. They also excel at supporting them in a high-performance 
context so that their talents are fully used and their contributions highly valued.

Today’s dynamic new workplace also has huge implications for how individuals manage 
and shape their careers. Employees are increasingly committed to their own development; 
their aim is continuous improvement in order to optimise their chances of employment. 
Fewer and fewer employees depend on an organisation for their identity and they are no 
longer committed to one employer.

After studying high-performing companies, management scholars Charles O’Reilly and 
Jeffrey Pfeffer conclude that those companies achieve success because they are better than 
their competitors at getting extraordinary results from the people working for them. ‘These 
companies have won the war for talent’, they say, ‘not just by being great places to work — 
although they are that — but by fguring out how to get the best out of all of their people, 
every day’.7 This, in large part, is what Management and your management course are all 
about. Both are designed to introduce you to the concepts, themes and directions that are 
consistent with career success and organisational leadership in today’s high-performance 
work settings. As you begin, consider further the challenge posed by the title of O’Reilly 
and Pfeffer’s book: Hidden Value: How Great Companies Achieve Extraordinary Results 
with Ordinary People. Let your study of management be devoted to learning as much as 
you can to prepare for a career-long commitment to getting great things accomplished 
through working with people.

Working in today’s economy
As painful as the global fnancial crisis became, we are now increasingly aware we live 
and work in a new economy that is ripe with challenging opportunities and dramatic 
 uncertainty.8 It is a networked economy in which people, institutions and nations are increas-
ingly infuenced by the internet and continuing developments in information  technology.9 
The new economy is a global economy whose scope increases daily. The nations of the 
world and their economies are increasingly interdependent, and with this  globalisation 
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come great challenges as well as opportunities. The new economy is  knowledge-driven. We 
must all accept that success must be forged in workplaces reinvented to unlock the great 
potential of human intelligence. The high-performance themes of the day are ‘respect’, 
 ‘participation’, ‘empowerment’, ‘involvement’, ‘teamwork’, ‘self-management’ and more.

Undoubtedly, too, the new economy is performance driven. Expectations of organ-
isations and their members are very high. Success is not guaranteed, but must be earned 
in a society that demands nothing less than the best from all its institutions. Organisations 
are expected to continuously excel on performance criteria that include innovation, con-
cerns for employee development and social responsibility, as well as more traditional 
measures of proftability and investment value. When organisations fail, customers, inves-
tors and employees are quick to let them know. For individuals, there are no guarantees of 
long-term employment. Increasingly, jobs are earned and re-earned every day through per-
formance and accomplishments. Careers are being redefned in terms of ‘fexibility’, ‘free 
agency’, ‘skill portfolios’ and ‘entrepreneurship’. Today, it takes initiative and discipline 
and continuous learning to stay in charge of your own career destiny. Tomorrow’s chal-
lenges are likely to be even greater. Just what are the challenges ahead?

Intellectual capital
The dynamic pathways into the future are evident among new benchmarks being set 
in and by progressive organisations everywhere. Many will be introduced throughout 
Management. What will become evident is the ultimate foundations of an organisation’s 
success are its people — what they know, what they learn and what they do with it. They 
carry not just the corporate memory, but also represent the frm’s intellectual capital — 
defned as the collective brain power or shared knowledge of a workforce that can be 
used to create value.10 Indeed, the ultimate elegance of the new workplace may well be its 
ability to combine the talents of many people, sometimes thousands of them, to achieve 
unique and signifcant results.

This is the new age of the knowledge worker — someone whose mind is an important asset 
to employers and who adds to the intellectual capital of the organisation.11 If you want a 
 successful career in the new economy you must be willing to reach for the heights of personal 
competency and accomplishment. You must be a self-starter willing to learn from experience 
continuously, even in an environment that grows daily more complex and challenging.

Globalisation
Japanese management consultant Kenichi Ohmae suggested that the national boundaries 
of world business have largely disappeared.12 At the very least we can say that they are 
fast disappearing. Who can state with confdence where their favourite athletics shoes or 
the parts for their personal computer were manufactured? More and more products are 
designed in one country, their component parts are made in others and the assembly of the 
fnal product takes place in still another country. Top managers at Apple, Sony and other 
global corporations, for example, have no real need for the word ‘overseas’ in everyday 
business vocabulary. They operate as global businesses that view themselves as equidis-
tant from customers and suppliers, wherever in the world they may be located. ‘Overseas’ 
becomes a permanent state of mind, not a nation state on a map.

This is part of the force of globalisation, the worldwide interdependence of resource fows, 
product markets and business competition that characterises our new economy.13 In a glo-
balised world, countries and peoples are increasingly interconnected through the news, in 
travel and lifestyles, in labour markets and employment patterns, and in business dealings. 

Intellectual capital is the 
collective brain power or shared 
knowledge of a workforce.

A knowledge worker is 
someone whose knowledge 
is an important asset to 
employers.

Globalisation is the worldwide 
interdependence of resource 
fows, product markets and 
business competition.
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Government leaders now worry about the competitiveness of nations just as corporate 
leaders worry about business competitiveness.14 The world is increasingly arranged in 
regional economic blocs, with North and Latin America, Europe, and the Asia–Pacifc region 
(including Australia and New Zealand, and especially India and China) as key anchors, and 
with Africa fast emerging to claim its economic potential. Like any informed citizen, you 
too must understand the forces of globalisation and be prepared to participate in it.

Australian mining goes global
Ausenco, a Brisbane-based engineering and project management company, has achieved global success 
through a careful and well planned approach to business. The company was founded by Zimi Meka and 
Bob Thorpe in Brisbane in 1991. It proved remarkably successful, with a ‘can do’ culture built on providing 
superior levels of innovative professional engineering services to its clients, both large and small. Their 
work ranged from minor pre-feasibility studies to assessing the viability of a proposed project, to designing, 
constructing and commissioning projects in some of the world’s most challenging and remote regions. It is 
this approach and strong business ethos that has seen their installed capital value running into the billions.

In 2008, the company expanded by purchasing US engineering companies Sandwell, Vector and PSI. The 
expansion provided the company with comprehensive capabilities in everything from consulting in the initial 
design phase to slurry transport and tailings dams. Still headquartered in Brisbane, with over 3000 staff 
globally and growing, Ausenco has delivered major projects in Canada and China, a high-tech copper 
project in Laos, along with other successful projects in Africa, Australia and South America. Indicative of 

their growing reputation in the industry is their 2011 joint venture 
with Australian engineering company Worley Parsons to manage the 
delivery of Hancock Coal’s $7.5 billion Alpha Coal project, in what 
is one of Queensland’s largest projects.

Careful focus on its activities, organisational capabilities and 
the continuing professional development of its own staff, plus 
the fexibility to meet client needs while still providing innovative 
project solutions, has meant that Ausenco survived the fnancial 
downturn in good shape, and with an optimistic forecast for its 
share price. The key to Ausenco’s success has certainly been the 
careful management of its operations and mutually productive 
relationships with its clients, ensuring that, Zimi Meka, as Ausenco 
CEO, has earned his place in the ranks of Australia’s most 
successful managers.

Question
Thinking about the challenges of managing In a fast-moving technology-rich multinational environment, 
how will the manager of tomorrow be successful? We can and should learn from the past, but what can 
we learn from the future? Where is it taking us?

Technology
The global economy is not the only benefciary of developments in new technology. Who 
has not been affected by the internet? Those who are not willing to become a participant 
in the exploding world of information technology will be left behind. It is not an option 
anymore — it is a mandatory requirement in the contemporary workplace.

globalisation
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We now live in a technology-driven world dominated by interactive technologies that 
are compact, visually appealing and versatile — offering the user conveniences such as 
remote internet access at the click of a button. Computers allow organisations of all types 
and sizes, locally and internationally, to speed transactions and improve decision-making.15 
From the small retail store to the large multinational frm, technology is an indispensable 
part of everyday operations — whether you are checking inventory, making a sales trans-
action, ordering supplies or analysing customer preferences. Recently, scanning technol-
ogies have become integral to streamlining operations for many businesses.

These lessons of ‘e-business’ are also being transferred to ‘e-government’, as local and 
national governments increasingly take advantage of the internet. And when it comes to 
communication, within the many parts of an organisation or between the organisation and 
its suppliers, customers and external constituents, geographical distances hardly matter 
anymore. Computer networking can bring together almost anyone from anywhere in the 
world at the touch of a keyboard. In ‘virtual space’ people in remote locations can hold 
meetings, access common databases, share information and fles, make plans and solve 
problems together — all without ever meeting face to face.

As the pace and complexities of technological change accelerate, the demand for knowl-
edge workers with the skills to use technology to full advantage is increasing. The shift to 
an information-based economy is dramatically changing employment. The fastest growing 
occupations are computer-related. Skilled help is in demand — low-skill workers displaced 
from declining industries fnd it diffcult to fnd new jobs offering adequate pay. In a world 
where technological change is occurring at an accelerating rate, computer literacy must 
be mastered and continuously developed as a foundation for career success. For example, 
around 80 per cent of Australia and New Zealand’s population are internet users. The 
percentages are similarly high in Hong Kong and Singapore, with 69 and 67 per cent 
respectively.16

Diversity
Along with many other countries in the world, the populations of both Australia and New 
Zealand are ageing, due to people having fewer children and generally living longer than 
in past generations. Consider this fact: Currently, about 1 in 10 people in both countries 
are aged over 65. By 2050, there will be as many people aged over 65 in both countries 
as there are people between 15 and 40.17 Currently, the Australian workforce consists of a 
large proportion of employees aged over 45 years. The global fnancial crisis has severely 
impacted superannuation funds, so much so that many pre-retirees have deferred their 
retirement, and many who have retired have sought to rejoin the workforce. Consequently, 
as increasing numbers of the workforce belong to older age groups, it could be expected 
that age could become an important basis for the development of diversity management 
initiatives. However, research on 7500 Australian companies has found that less than one 
in three are attempting to attract mature-age workers.18

The term workforce diversity is used to describe the composition of a workforce in terms 
of differences among the members.19 These differences include gender, age, race, ethnicity, 
religion, sexual orientation and able-bodiedness. In Australasia the legal context of human 
resource management is very strict in prohibiting the use of demographic characteristics 
for staffng decisions such as hiring and promotion. However, discrimination against older 
employees continues in some sectors. Australasian organisations have been reluctant to hire 
older staff in spite of evidence to indicate that beliefs in their lessened capacity are false. 
Similarly, other forms of discrimination persist, despite laws designed to prevent them.

Workforce diversity describes 
differences among workers 
in gender, race, age, ethnic 
culture, able-bodiedness, 
religious affliation and sexual 
orientation.



The issues of managing workforce diversity extend beyond legal considerations. Today’s 
increasingly diverse and multicultural workforce offers great opportunities with respect 
to potential performance gains.20 By ‘valuing diversity’ organisations can tap a rich talent 
pool and help people work to their full potential. But what does this really mean? It should 
mean ‘enabling every member of your workforce to perform to his or her potential’. A 
female vice-president at Avon once posed the challenge of managing diversity this way: 
‘consciously creating an environment where everyone has an equal shot at contributing, 
participating, and most of all advancing’.21

Although easy to say, meeting social responsibilities to truly value diversity has proven 
harder to accomplish. Even though progress in equal opportunity continues to be made, 
lingering inequalities remain in the workplace. However, not only will the composition of 
the workforce change in the future, but the nature of the relationships people have with 
organisations will also continue to change. The past two decades have been characterised 
by an upward trend in all types of non-standard forms of employment. There has been 
an increase in casual work, temporary work, outsourcing and the use of agencies and 
other labour-market intermediaries. Given the continuing need for organisations to res-
pond quickly in the marketplace, we could expect these forms of fexible employment to 
increase; but differences in approaches to pay, conditions of employment and opportunities 
for development are ready examples of the inequality this can involve.22

Diversity bias can still be a limiting factor in too many work settings. Managing a diverse 
workforce needs to take into account the different needs of members of different identity 
groups. This latter point is illustrated very clearly by Fiona Krautil, who makes reference 
to wild animals in the zoo. She says:

Imagine your organisation is a giraffe house. Equal opportunity has been very effective 
widening the door of the giraffe house to let the elephant in, but home won’t be best for 
the elephant unless a number of major modifcations are made to the inside of the house. 
Without these changes the house will remain designed for giraffes and the elephant will 
not ‘feel at home’.23

prejudice, or the holding of negative, irrational opinions and attitudes regarding members 
of diverse populations, sets the stage for diversity bias in the workplace. This bias can take 
the form of discrimination that actively disadvantages people by treating them unfairly and 
denying them the full benefts of organisational membership. It can also take the form of 
what some call the glass ceiling effect — the existence of an invisible barrier or ‘ceiling’ that 
prevents women and minority groups from rising above a certain level of organisational 
responsibility.24 Researcher Judith Rosener suggests that the organisation’s loss is ‘under-
valued and underutilised human capital’.25

The challenge of managing across cultures
Managing in an international environment is a signifcant challenge for organisational leaders in 
multinational corporations. Managing across cultures is never easy, and undertaking international 
leadership roles can be particularly diffcult. Global supply chains, marketing strategies and human 
resource management approaches require constant coordination and fne-tuning. Whether you wish to 
lead a global corporation one day, or simply hope to develop international leadership skills, an overseas 
job assignment can provide an array of new skills and experiences.

A survey of 300 Australian general managers found that the traditional highly individualistic, consultative 
Australian leadership style is inappropriate when transferred to the hierarchical, group-oriented cultures of 

prejudice is the display of 
negative, irrational attitudes 
towards members of diverse 
populations.

Discrimination occurs when 
someone is denied a job or a 
job assignment for reasons not 
job-relevant.

 The glass ceiling effect is an 
invisible barrier limiting the 
advancement of women and 
minority groups.

diversity
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many Asian countries. A global mindset is required in which  
managers adapt their style to the cultures in which they operate. 
This mindset can be developed through regular exposure to the 
business cultures of the Asia–Pacifc, and an international 
assignment is one obvious way to achieve this. Undertaking 
international management and cross-cultural subjects at university 
is also highly recommended.

Workers in Asian countries can often be expected to show great 
respect to seniors and those in authority. In contrast, in Western 
cultures such as Australia and New Zealand, workers may be 
expected to emphasise self-interests more than group loyalty. 
Outsiders may fnd that the workplace in more masculine societies, 
such as Japan, displays more rigid gender stereotypes. Also, 
corporate strategies in more long-term cultures are likely to be just 
that — more long-term oriented. We will explore some potential 
reasons for these phenomena when we discuss the well-known international study conducted by Geert 
Hofstede in the chapter on the international dimensions of management.26

Question
We all know that cultures are different from each other, with differing values, attitudes, feelings and 
behaviours. Is it possible to have an approach to management that fies over all these differences, like 
a one-size-fts-all theory that’s infnitely adaptable?

Ethics
When a well-known business executive goes to prison for some misdeed, we notice. When 
a major environmental catastrophe occurs because of a business misdeed, we notice. 
Increasingly, too, we notice the ‘moral’ aspects of the everyday behaviour by organisations, 
their executives and employees.27 Society is becoming strict in its expectation that social 
institutions conduct their affairs according to high moral standards. A global recession, 
coupled with a spate of corporate failures, poor corporate governance and the apparent 
indifference of some businesspeople to shareholders, employees and local communities are 
reasons for some businesses’ poor image. Add to this a negative reaction to globalisation, 
cost-cutting and the gap between the wages of workers and those of senior executives, and a 
bleak picture emerges regarding the image of Australian big businesses.28 These issues have 
also put the spotlight on the quality and moral standards of Australian boards and man-
agers. It is not a pretty picture. For example, the collapses of ABC Learning Centres, Ansett 
Australia, HIH Insurance, Borders Group and One.Tel in recent years had one thing in 
common — bad management. Equally, the collapses of fnancial services organisations in the 
turmoil of the global fnancial crisis has raised serious questions about management incom-
petence, greed, corruption, and CEO remuneration; indeed, about corporate ethics generally.

The pressure for ethical and socially responsible conduct is on, and justifably so. 
Organisations and their managers are becoming more responsive. Quite simply, they will 
not be able to keep customers if they do not treat them well and act in ways that are con-
sistent with society’s values. The expectations characteristic of this new century include 
sustainable development and protection of the natural environment; protection of con-
sumers through product safety and fair practices; and the protection of human rights in all 




